
Data review and commentary is provided by Karen E. Felsted, CPA, MS, DVM, CVPM, CVA of PantheraT Veterinary Management Consulting, www.PantheraT.com - May 2020

Revenue Growth
Companion animal practice revenue for the 638 VHMA practices included in this 
month’s study continued to decline this month. Revenue was down on average  
by 15.5% from April, 2019 to April, 2020 with a median decline of 14.6%. This is 
obviously due to the COVID-19 pandemic which started to impact most practices  
in mid-March. Practice revenue changes ranged from -88.2% to 278.8%. There  
were the same number of workdays (26) in April of 2020 compared to 2019.  
(“Workdays” are defined as Mon-Sat less standard holidays. There were no holidays 
in April.)  Canine revenue declined by 15.7% and feline revenue declined by 14.4%. 
2020 started out strongly with Jan-Feb growth of 7.6% but March and April  
declines bring year-to-date growth to a -1.2%.  

Patient Visits
Total unique patient visits for the same period, April, 2020 compared to 
April, 2019 also declined. Total visits dropped on average by 21.1% with 
canine visits down by 20.8% and feline visits down by 22.2%. The median 
change was -19.9% and the range was -90.1% to 280.1%. As noted above, 
April of 2020 had the same number of workdays as in April of 2019. Jan-Feb 
visit growth for 2020 started out well at 2.3% compared to a decline in 2019; 
however, the March-April decline has dropped year-to-date growth to -6.0%.  
(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 April, 2020 compared to April, 2019 continue 
to decline, this month by 11%. The rate of decline in April is much 
lower than the 15% seen in March, 2020. Year-to-date new client  
figures for 2020 have declined by 10.0%. This continues to be a 
discouraging trend (even pre-pandemic) 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 638 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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Last month’s survey explored the initial impact of COVID-19 on veterinary practices as well as the changes practices 
were making to cope with the pandemic. This month’s survey asks some of the same questions to measure the 
difference a month has made and also delves into some new topics.   

The first question asks about the impact of the virus on patient visits: “As of today, to what extent has your number 
of patients seen per day decreased?”

0

5

10

15

20

25

30

No decrease 1-5%

As of today, to what extent has your number of patients seen per day decreased?
Responses:  300

Responses:   77 43 33 37 38 29 19 18 4 2 0 0 0

6-10% 11-15% 16-20% 21-30% 31-40% 41-50% 51-60% 61-70% 71-80% 81-90% 91-100%

26%

14%
11% 12% 13%

10%
6% 6%

1% 0.5% 0% 0% 0%

%

This question was also asked last month. In March, about 9% of the responding practices said their patient visits  
had not dropped at all, another 41% said they had declined between 1-20% and about 50% reported declines 
of over 21% or more. There was a definite shift in April with about 26% of practices reporting no decline in the 
number of patients seen, 50% reporting a decline between 1-20%, and just 24% reporting declines of 21% or more. 
By all reports, there is a great deal of variation between practices, some of it clearly geographical. The improvement 
this month is likely due to some combination of practices becoming more efficient with the new curbside workflow, 
stabilization of workforce numbers, greater client comfort with visiting a practice, and other factors.

This month’s Insiders’ Insights survey is again a lengthy one to cover as many aspects of this new reality 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

Last month’s survey results demonstrated the  
majority of practices had made operational changes to 
reduce people to people contact and comply with new 
recommendations/regulations regarding what services 
practices can offer and how they can/should offer them.  

The first practice operation question this month  
looks to the future of those changes and asks:   
“In the month of May, is your practice starting  
to resume normal, pre-pandemic operations,  
or will you stay in COVID-19 operational mode?”

As can be clearly seen here, most practices are continuing 
in COVID-19 operational mode, with a few starting to 
resume normal operations. Most of the “other” comments 
are from practices who are somewhere in between these 
options—they are making some move back towards normal 
operations such as eliminating teams or adding more 
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elective services but still providing care curbside. 
A few practices said they were undecided at 
this point or awaiting governmental guidance. 
The next questions delve more deeply into the 
specifics of practice operations.

n	 How will your hours of operation change  
 (or not) during the month of May?

Most of the “other” comments were variations 
on the above list but several practices men-
tioned they had or will be expanding hours, 
had changed their hours permanently or are 
open the same number of hours but changed 
when those hours are (for example, longer 
Saturday hours and shorter evening hours).

n	 In the month of May, what safety procedures  
 will you continue? (check all that apply)

“Other” comments included the use of employee teams,  
monitoring of employee temps, and limitations on how many 
clients can be in the building for euthanasia appointments.

n	 Will you continue staff organizational changes you made  
 due to COVID-19 once you resume full-service operations  
 (i.e., working teams, alternating schedules, etc.)?

Some of the practices in the “other” comment section said they  
are unsure at this time what changes they will keep or discard 
while others said they will keep some changes and not keep  
others. A number of practices noted that they never changed  
staff organization to start with, and several said it will be a slow 
transition back to normal.
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What services you are o�ering to your clients today, in the month of May? (check all that apply) Responses:  301
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n	 What services are you are offering to your clients today, in the month of May? (check all that apply)

Most of the “other” comments are variations on those services included in the above list. For example, some  
practices said they would only provide rabies vaccinations or only provide medical boarding. A few other services 
mentioned were acupuncture and drive-through pickup of food and medications.

n	 What service(s) did you discontinue due to COVID-19 do you look forward to most resuming due to  
 client demand?

Services listed in the “other” comments included elective procedures, specialty services, daycare, additional  
surgeries, wellness exams, pre-purchase exams, training classes, and letting clients in the building. A few  
practices noted that they had not discontinued any services.
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n	 Tell us what services you started due to COVID-19 that you plan to continue once you are back  
 to regular operations? (check all that apply)

Interestingly enough, curbside care lead the list, although there were comments in the “other” section  
both loving and hating curbside service.  Some practices said they would keep elements of curbside care.  
Other services practices plan to keep include online and other electronic forms of payment, pickup of  
food/medications outside the practice and using after-hours mailboxes, and limitations on the number  
of people allowed in the lobby. A few practices said they were undecided on this issue at this point, and  
a few noted they hadn’t added any new services in the first place.

Impact on the Veterinary Team

The pandemic continues to be difficult and stressful for employees. As we discussed last month,  
being an essential service is a good thing because it means many people still have jobs, unlike  
in other businesses. However, having contact with team members and clients increases the risk  
of catching the virus, some employees are juggling jobs vs. staying at home to take care of children  
and adapting to new ways of doing things in a busy environment is just hard. It is a very tough  
time for all. This section asks about the changes practices are making regarding staffing.

n	 If you are continuing with reduced staff hours in May, on average, how much have you reduced  
 staff hours?
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n	 In the past month, what percent of your staff were laid off or furloughed due to the impact  
 of the Coronavirus?

n	 What percent of your laid off or furloughed employees do you expect to return in the month of May?

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

About 2/3 of the responding practices have  
not laid off or furloughed any staff this month.  
About 13% laid off or furloughed 1-5% of their  
team members, and another ~10% laid off or  
furloughed 6-20% of their staff in May.  
Fortunately, further such actions aren’t  
imminent in 97% of the practices.
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Technology and Telehealth Usage    

Last month we talked about the increased interest in and 
usage of technology and telehealth platforms in veterinary 
practices because of the constraints on practice presented by 
the pandemic. The questions in this section address ongoing 
usage of these platforms and services.

n	 Will you continue to use the new technologies  
 you introduced to get through the crisis after  
 you resume regular operations (i.e., staff and  
 client communication technologies)?

The “other” comments were primarily from  
practices who said they:

n	 Were unsure at this time what they would do

n	 Had implemented these new technologies  
  before the pandemic; it wasn’t a new thing

n	 Would keep providing these services after   
 they resume regular operations but with  
 some modifications in platform or process

n	 If you started offering any telemedicine  
 services (requires a VCPR) as a result of  
 COVID-19, will you continue to offer this  
 service once you are back to full-service  
 operations?

n	 If you started offering telehealth services  
 (not requiring a VCPR – teletriage, general  
 advice – no diagnosing) as a result of  
 COVID-19, will you continue to offer this  
 service once you are back to full-service  
 operations?
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Impact of the Pandemic on Practice Finances

So far, veterinary medicine has been less impacted  
than many other kinds of businesses, but this is of  
no comfort if your practice is one that has been  
badly impacted. It is also not clear what the future  
is going to hold. One thing that is clear is that  
recovery is going to take longer than everyone  
initially hoped, and the economy may get worse  
with increased unemployment, expiration of  
unemployment benefits, additional waves of  
infection, etc. The smart thing to do is be prepared—
don’t assume this is as bad as it will get. Focus on  
preserving cash flow. 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 one. These last questions  
address how practices are dealing with these concerns.

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

n	 As of today, how long can your practice continue to operate before you need to seek financial assistance?
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