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C
areCredit, which offers a financing solution to veterinary clients, commissioned a 
survey to better understand how equine veterinary professionals balance their love 
of the profession (and horses) with the business side of running their practices. 
The survey, fielded in December 2020, resulted in 100 surveys used in analyzing 
the data. Of those responses, 46 were from practicing veterinarians and 54 were 

from office managers, practice managers, office administrators or veterinary technicians. 74% of 
respondents were from equine-only practices. Of those, 2% offered only specialty services, 42% 
offered general and specialty services, and 30% provided general practice services. The remaining 
respondents (26%) were in mixed practice. Of the horses cared for by the respondents’ practices, 
70% were used for pleasure. The respondents’ gender was 56% female and 42% male, with an 
age range of 24 to 82 years.
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MOST VETS  
SURVEYED DON’T 
LIKE FINANCIAL 
CONVERSATIONS
When asked “Who in your 

practice is primarily responsi-

ble for FINANCIAL CON-

VERSATIONS with clients 

and for COLLECTING 

receivables?”, it became clear 
that most equine veterinari-
ans prefer not to talk about 
money with their clients. If 
that sounds like you, you now 
know you are not alone in 
your avoidance of financial 
conversations. 

The survey showed that 
90% of the veterinarians were 
not involved in the financial 
conversations with clients, and 
95% of the veterinarians were 
not involved in collections.

WHY PAYMENT  
CONVERSATIONS 
ARE DIFFICULT
An open-ended question 
asking “What makes having 

payment conversations with 

clients difficult?” yielded an 
interesting difference between 
veterinarian and staff respons-
es. Doctors were much more 
likely to express that talking 
about finances was difficult, 
stressful or complicated com-
pared to staff members, with 
75% of veterinarians express-
ing negative feelings versus 
only 40% of lay staff. 

The three core issues that 
arose for veterinarian re-
spondents regarding financial 
conversations were:

1. the desire to focus on  
patient care rather than money;

2. the perception that they 
lack information or details 
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about financial arrangements 
or policies; and 

3. the personal discomfort 
with talking about earning 
money for their services.

Horse owners value the 
services that veterinarians 
provide. Veterinarians do 
themselves a disservice when 
they feel bad about earning 
a living taking good care of 
horses, or they don’t charge 
appropriately.

MOST PRACTICES 
HAVE CLIENT  
FINANCIAL POLICIES
Respondents were 
asked “Does your 

practice have formal 

written financial 

policies you provide 

to clients regarding 

your payment expec-

tations? How do you 

currently communicate 

payment options to 

your clients?” The 
study found 78% of 
practices had policies, 
and they communicat-
ed their expectations 
and payment options 
to clients. A new client packet 
that included these policies 
was the most prevalent way 
these expectations were dis-
seminated. But that result also 
means that nearly one-quarter 
of respondents did not have 
written financial policies  
for clients.

Following or enforcing the 
policy for clients concerning 
bill pay is a common downfall 
of equine veterinary practices. 
Often new clients will more 
readily adhere to these policies 
than “legacy” clients who 

have been trained by their vet-
erinarians to expect an invoice 
in the mail once a month and 
to have 30 or more days to 
pay that invoice.

WHY PRACTICES 
WAIVE FEES
When queried “Why or 

when do you reduce or waive 

fees for services?”, the most 
common reasons (48%) for 
discounting fees were client 
hardship, inability to pay the 
full amount of the invoice, 
or client expectation that 
the charges would be lower. 

About 28% said they reduced 
fees to ensure some payment, 
and 15% stated that they 
charged less because of a 
relationship with the client 
or a one-time need. Other 
respondents gave discounts 
when a client was willing to 
pay in cash; to save the horse’s 
life; when there was a bundle 
with other services; when the 
patient died; or to increase 
goodwill with a client. 

From a business manage-
ment standpoint, it is import-
ant to note that discounting 

services can reduce the 
practice’s profit, which can 
lower practice value while 
simultaneously training clients 
to expect lower fees. 

When clients have overdue 
accounts, the survey respon-
dents stated that they send or 
text reminders, utilize phone 
calls, mail invoices with bill-
ing options or collect before a 
new service is provided or at 
the time of the next service. 
They also might refuse further 
service, send the bill to collec-
tions, reduce fees or—after a 
period of time—write off the 

amount. 
Shifting to a mindset and 

business strategy focused on 
getting paid at the time of 
service and building healthy 
financial relationships with 
clients can alleviate this 
predicament. A good first step 
is establishing clear expecta-
tions and having a policy that 
clearly states that clients will 
pay at time of service. Having 
credit cards on file for every 
client can make payment effi-
cient and convenient, especially 
for absentee owners. 

It is essential that practice 
owners follow their own 
policies or the system will 
not be viable. Staff members 
doing their best to collect fees 
from clients according to the 
practice “rules” might lose 
their motivation if the practice 
owners do not back them up 
or ignore the policies for their 
favorite clients.

WHEN CLIENTS 
CAN’T PAY
When asked “How often do 

you reduce or waive fees for 

services due to a perceived/

actual ability of a 

client to pay?”, 61% 
of respondents replied 
that they will reduce 
or waive fees mostly 
on an ad hoc basis. 
This finding shows that 
equine veterinarians 
put the needs of clients 
before their own finan-
cial needs. 

Equine veterinar-
ians can often find 
themselves conflicted 
between the medical/
surgical care a horse 

needs and a client’s willingness 
or ability to pay. This survey 
asked, in that circumstance, 
“What do you do, and why?” 
The respondents indicated 
three core ways they deal with 
an inability to pay for care. 

1. They provide the care 
anyway and leave the financial 
aspect to someone else in the 
practice. In a solo practice, 
this often means performing 
the care for free. 

2. Veterinarians seek 
to communicate well, give 
options, modify payment 
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plans, extend credit, suggest 
financing options such as the 
CareCredit credit card, or 
work out a payment plan with 
the practice. 

3. When these options are 
insufficient, doctors might 
be forced to walk away from 
a need or make a difficult 
choice for euthanasia. 

ENHANCING  
FINANCIAL  
RELATIONSHIPS
Respondents were asked “If 

you could do one thing to 

create a great financial 

relationship with your 

client, what would 

it be?” The respon-
dents were aligned in 
stating that providing 
payment options and 
eliminating collection 
issues were the top 
two ways to create 
a great financial 
relationship with the 
client. Veterinarians’ 
third-most-chosen-way 
was open communica-
tion, and staffs’ third-
most-common choice 
was having well-written, 
workable financial policies.

The good news is that 
78% of respondents said 
clients adhere to their financial 
policies. However, that leaves 
a substantial number of horse 
owners who are not following 
those financial policies. 

HOW AND WHEN 
CLIENTS PAY
The survey results showed 
that 75% of respondents are 
paid with a credit card (49%) 
or by check (26%). 

The survey also revealed 
that 72% of respondents had 
aging accounts receivable that 
were greater than 30 days. 
While generally those practic-
es that send monthly invoices 
are paid within 30-60 days, 
34% of accounts in this study 
were not paid by 60 days. 

Having financial policies 
requiring full payment at the 
time of service can dramati-
cally improve cash flow and 
reduce accounts receivable. 
In my experience, accounts 
receivable over 90 days are 

often uncollectible. 
For ambulatory practi-

tioner payment, the respon-
dents said the most effective 
solutions included having a 
credit card on file, providing 
pre-payment plans, calling or 
texting about payment policy 
and estimated costs prior 
to a visit, providing a cash 
discount, and pre-authorizing 
credit cards before the visit. 
For payment of in-hospital 
services, respondents offered 
the following solutions: re-
quire payment up front, put a 

credit card on file, pre-autho-
rize payment, tighten payment 
policies, communicate policies 
early and often, reduce time 
to invoice, and offer a dis-
count for cash payment. 

TAKE-HOME  
MESSAGE
Getting paid in full at the 
time of service is beneficial 
for equine veterinarians, and 
a culture shift that prioritizes 
this mindset is within reach.

This survey elucidates the 
discomfort and difficulty felt 

by veterinarians over fee col-
lection. 75% of survey veteri-
narians found it very difficult 
to talk about money. Vets 
noted that they just wanted to 
concentrate on patient care; 
they didn’t know the details 
of what could be offered 
financially; or they just were 
personally uncomfortable 
talking about money, especial-
ly in relation to services they 
were providing. 

Equine veterinarians prop-
erly communicating payment 
options can help clients pay in 

full at the time of service. For 
example, with the CareCredit 
credit card, veterinarians can 
get paid immediately, and cli-
ents can use the card repeat-
edly for their horses’ care as a 
convenient way to pay.  

Steps veterinarians can 
take to make practices more 
profitable and their lives less 
stressful include creating clear 
policies that all team members 
(including practice owners) 
follow; training staff to be 
more comfortable with finan-
cial conversations; and client 

communication 
that increases  
adherence to  
financial policies.
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