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Revenue Growth
Companion animal practice revenue for the 628 VHMA practices included in  
this month’s study declined 2.3% from March, 2019 to March, 2020; this is no  
doubt due to the COVID-19 pandemic which started to impact most practices  
in mid-March. There were the same number of workdays (26) in March of 2020 
compared to 2019.  (“Workdays” are defined as Mon-Sat less standard holidays. 
There were no holidays in March.) Canine revenue declined by 2.3% and feline 
revenue declined by 2.5%. 2020 started out strongly with Jan-Feb growth of  
7.6% but this month’s decline drops year-to-date growth to 4.1%  

Patient Visits
Total unique patient visits for the same period, March, 2020 compared to 
March, 2019 also declined. Total visits dropped by 5.7% with canine visits 
down by 5.8% and feline visits down by 5.1%. As noted above, March of 
2020 had the same number of workdays as in March of 2019. Jan-Feb visit 
growth for 2020 started out well at 2.3% compared to a decline in 2019; 
however, March’s decline has dropped year-to-date growth to -0.5%.  
(Note that the term “visits” is defined as unique purchases of either  
products or services for an individual pet.)

 
New Client Growth
New client numbers in March, 2020 compared to March, 2019 
continue to decline, this month by 15%. The rate of decline is much 
higher than in Jan-Feb 2020 due to the pandemic. Year-to-date new 
client figures for 2020 have declined by 9.5%. This continues to be 
a discouraging trend as these numbers have declined almost every 
month of the last four years and will likely look worse as the year 
goes on.     

Remember that the above figures represent averages across all the practices in the study; in order to understand what is going on  
in YOUR practice, you need to look not only at what your revenue growth was during these months (and going forward) but also  
at the drivers of growth in YOUR practice such as changes in invoices, visits, ATC, fee increases, new clients and client retention.   
This will give you the information to make intelligent decisions about where to focus your time and efforts to increase growth.

The Insider’s Insight Benchmark Report is published by the Veterinary Hospital Managers Association (VHMA) on a monthly basis. The report  
tracks several key economic indicators to determine how participating VHMA member practices are performing, as well as results from VHMA surveys 
on issues impacting the profession. There are 628 VHMA member practices who contributed to this month's key economic indicator data. Data is 
representative of companion animal practices only.
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How are Practices Coping with the New COVID-19 Reality?
by Karen E. Felsted, CPA, MS, DVM, CVPM, CVA PantheraT Veterinary Management Consulting

continued on pg. 3
2

The COVID-19 pandemic has rapidly changed our world in a way that no one saw coming. Some of these changes 
will likely just be short-term but others may change how veterinary medicine (and the world) operate in the long-run. 
No doubt, the longer the pandemic runs, the more permanently changed we will see our world. This month’s Insiders’ 
Insights survey was lengthy in order to cover as many aspects of the new world we inhabit as possible, and we’ve 
divided the questions into four groups—changes in practice operations, impact on the veterinary team, technology 
and telehealth usage and the impact of the pandemic on practice finances.

Changes in Practice Operations

The majority of practices have made operational changes in order to reduce people to people contact and comply 
with new recommendations/regulations regarding what services practices can offer and how they can/should offer 
these services.  This section deals with those issues.
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“Other” responses included comments about:

n	 How hours were reduced—being closed for lunch now, 
closing on Saturdays, etc.

n	 Several practices said they had kept hours the same but 
changed what those hours were

n	 One practice is considering opening an extra day to 
make themselves more available to clients

n	 What services are you offering to your clients today?   
 (check all that apply)

The comments in the “other” section were mostly about  
when vaccines and other wellness services would be provided. 
The majority of those offering vaccines will only do them if:

n	 They are public health related (Rabies, lepto)

n	 They are part of a puppy/kitten series

n	 They are needed for travel or boarding

Some practices said they will only do wellness services if the pet presents for another reason.
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n	 Are you accepting any new patients at this time?

n	 What safety procedures have you put in place to mitigate 
virus exposure to your staff and clients? (check all that apply)

Most of the “other” comments had to do with how practices are 
handling euthanasia and what they are doing to monitor and 
control the risk related to team members bringing the virus into 
the hospital.

n	 Some respondents made the comment that while they are curbside, they are making an exception 
for euthanasia and allowing clients (often limited to 1 or 2 people) into the hospital for those.

n	 Some practices have provided  
thermometers to their staff and  
expect them to take their temperatures 
before reporting to work; others are  
buying touchless thermometers and 
checking staff temperatures at the 
practice.  One practice has mandatory 
isolation protocols for staff outside of 
their work hours.

n	 By what percentage do you think  
PPE limitations will reduce your ability to 
provide services?
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 Have you reduced staff hours?

n		 Yes 215
n		 No 120

Responses:  335

The most commonly mentioned services include:

n	 Nail trims

n	 Pharmacy and food items

n	 Increase in sick pet visits—clients are home and  
paying more attention to their pets; some symptoms  
are stress related due to changes in routines, dietary 
indiscretions (people at home feeding things they 
shouldn’t!)

n	 New puppy and kitten visits

n	 Grooming

n	 Dog bites

n	 Euthanasia

n	 Telemedicine

n	 New clients (other practices are closed or not  
offering some services)

n	 One large animal ambulatory service provider  
said clients are scheduling more appointments  
since they are home.

n	 To what extent has your number of patients seen per day decreased?

n	 In what service areas have you seen an unexpected increase during the outbreak?

Impact on the Veterinary Team

Not only is the pandemic difficult and stressful for the  
practice and practice owners; it is also difficult and stressful 
for employees. Being an essential service is a good thing 
because it means many people still have jobs, unlike in the 
restaurant business. However, having contact with team 
members and clients increases the risk of catching the virus 
and some employees are juggling jobs vs. staying at home  
to take care of children. Although many practices are still 
open, some are not and some have reduced their services  
and their staffing levels. It is a very tough time for all.   
This section asks about the changes practices are making 
regarding staffing.

n	 Have you reduced staff hours?
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n	 If you reduced hours, on average how much have you reduced staff hours?

n	 In the past month, have you  
laid off or furloughed any staff  
members due to the impact of  
the Coronavirus?

n	 Do you anticipate layoffs  
and furloughs in the practice are  
imminent? (i.e. within the next 
month.)

n	 Have you reorganized how your staff works?  
(check all that apply)
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Additional types of changes noted in the “other” comments 
included:

n	 Administrative/office staff are working from home

n	 Closed grooming department

n	 Separated staff between hospital locations

n	 Have limited which people interact outside with clients

Several practices noted that they are too small to break the 
employees into teams and one noted they have so many staff 
members out taking care of children they have to move people 
around as needed to be able to cover all departments.



6

Page 6 of 8

0

20

40

60

80

100

1-5% 6-10%

%

11-15% 16-20% 21-30% 31-40% 41-50%

 What % of your sta� have tested positive or have needed to be quarantined due to 
 exposure to Coronavirus?

Responses:  250

Responses:   225 13 5 3 3 0 1 0

90%

5%
2% 1% 1% 0% 0.5%

More than 
50%

0%

n	 What % of your  
staff have tested  
positive or have needed  
to be quarantined due  
to exposure to Coronavirus? 

Technology and Telehealth Usage

Use of technology and telehealth platforms in veterinary practices isn’t  
a new thing but the pandemic and related concerns about people to  
people contact have definitely increased interest and usage of both.  
The questions in this section address this issue.

n	 Have you added or incorporated any new technology to improve  
practice operations during the pandemic? (check all that apply)

Most of the “other” comments mentioned the specific types of  
changes or technology being used including:

n	 Zoom
n	 Airvet
n	 Hill’s to Home
n	 Increased emails, texts and social media posts
n	 Vet2Pet
n	 WhatsApp
n	 Demandforce
n	 Crew
n	 Anipanion
n	 Facebook meetings
n	 Mobile credit card reader for curbside
n	 Google forms
n	 Added additional phone lines
n	 PetDesk
n	 FaceTime
n	 Skype

n	 Have you started offering any telemedicine  
services (requires a VCPR) as a result of the  
pandemic?
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n	 What telemedicine (requires a VCPR) platform are you using? 

Rather than using a formal telemedicine platform,  
many practices said they were using a combination  
of communication services as a DIY telemedicine  
platform. Specific telemedicine platforms and technology 
services listed in the “other” comments include:

n	 Zoom
n	 Doxy.me
n	 FaceTime/Skype
n	 Vet2Pet
n	 Google Hangouts  
  Meet

n	 Have you recently added any other telehealth  
services (not requiring a VCPR – teletriage, general 
advice – no diagnosing)? 

Impact of the Pandemic  on Practice Finances

Any event that causes a wide spread decline in the usage 
of veterinary services leads to justified concern about the 
financial stability of practices. The pandemic by itself is  
reducing usage in many practices but what is also of  
concern is the impact of the pandemic on our economy  
on an ongoing basis. We won’t know for sure we are in a 
recession until we’ve seen two quarters of no growth in  
the economy but it is almost impossible to believe we are 
not in the beginnings of one. These questions address  
how practices are dealing with these concerns.

n	 If the practice has a cash reserve fund, how long  
will it last?

Most of the “other” comments either said the practice  
was part of a corporation (meaning the respondent  
either didn’t have this information or the practice was  
perhaps less at risk financially) or the respondent said  
they had no idea how long their cash would last due to  
the uncertainly of the situation. continued on pg.8
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n	 Does your practice currently have a line of credit available? 

n	 How long can your practice continue to operate before you need to seek financial assistance? 

n	 Which of following do you think your practice will 
take advantage of? (check all that apply) 

Most of the “other” comments mentioned the CARES  
Act and the Paycheck Protection Program.  Note that  
at the time these survey questions were written the 
CARES Act was being discussed but had not been passed 
so was not specifically included as an option; instead  
the term “stimulus package loans” was included to  
cover all future programs. Additional comments in  
the “other” section included:

n	 Deferment of loans

n	 Deferment of rent

n	 Several comments along the lines of  
“whatever we can get and need to preserve  
the business and keep employees working”

n	 One Canadian respondent mentioned  
Canadian government business assistance  
programs
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