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Objectives

Examine how veterinary professionals — veterinarians, animal clinic and hospital practice
managers and administrators, veterinary technicians, veterinary students, and veterinary
technician students — are using the Internet, digital devices, and information technology to
communicate, conduct research, learn, manage their practices, and deliver medical care to
animals.

Methods

Fleishman-Hillard developed the Digital Clinic survey questionnaire in consultation with our
partners in this research initiative, the American Veterinary Medical Association (AVMA) and
the American Animal Hospital Association (AAHA). Several business partners also
commented on and made contributions to the survey questionnaire.

AAHA and AVMA sent e-mail links to the online survey to a random sample of veterinarians
with valid e-mail addresses in their membership database and to all practice managers,
veterinary technicians, veterinary students, and veterinary technician students with valid e-mail
addresses in their membership database.

The survey was open from December 14 through December 28, 2007.

Approximate margins of error due to sampling are no more than plus or minus three
percentage points for veterinarians and no more than six percentage points for other groups.

_ Completed " Response For copies of this report and additional
Sample list  surveys rate | t h t

Veterinarians 10,000 1,088 1% releases, go to www.aananet.org or

Practice managers 2,755 324 12% www.avma.org. For additional

Veterinary technicians 4,345 289 7% information, contact:

Veterinary students 5,854 206 4%

Veterinary technician students 2,276 116 5% Gr'eg Connel (216'928'3456)

Total 25,230 2,023 8% Brian Cox (816-512-2252)
Fleishman-Hillard
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Respondent profiles

The following profile describes the respondents to the Digital Clinic survey. This is not intended
to be a demographic and statistical profile of the profession. For current statistics on the
profession, consult publications and studies issued by the AVMA and AAHA. The business
and demographic profiles of the survey respondents are closely reflective of the profession
today. See slides 65-73 for more detail.

Fifty-five percent (55%) of survey respondents are DVM’s/VMD'’s.

Fifty-seven percent (57%) of survey respondents work in a small animal practice: 57% of
veterinarians, 90% of practice managers, and 81% of veterinary technicians.

Seventy-two percent (72%) of all respondents are between the ages of 30 and 59. Fifty-six
percent (56%) of respondents under 30 are veterinary students or techs.

Seventy percent (70%) of all survey respondents are women as are 53% of veterinarians,
87% of practice managers, 92% of veterinary technicians, 90% of veterinary students, and
96% of veterinary technician students.

Respondents tend to be members of three veterinary associations: AVMA (71%),

AAHA (43%), and/or VMA (40%). Virtually all veterinarians (99%) are members of the AVMA,
while managers, techs, and students are more likely to be members of AAHA or the VMA.
These figures are determined by association membership categories and the fact that the
survey was distributed to AAHA and AVMA members.

Most veterinary practices (56%) are what would be considered medium-size; between 5 and
20 employees. Just one in four (28%) have more than 20 employees.

A majority (68%) of the practices also employ between one and four veterinarians.
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Veterinary professionals adopting digital devices

Veterinary professionals are adopting digital devices in their professional and personal lives.
For professional purposes, they are making heavy use of the Internet (92%), though remember
that this survey was conducted online, and are heavy users of cell phones (64%), desktop
computers (86%), digital cameras (63%), and laptop computers (53%). They are not heavy
users of personal digital assistants (24%) for work or mixed work and personal use. They are
also adopting digital audio devices (46%), though primarily for personal use (41%), and video
cameras (44% total, 28% for personal use only). See slides 14-15.

Veterinary professionals are using digital devices for a variety of purposes, particularly keeping

in touch with friends and family (65%), learning new things (60%), communicating with
colleagues (59%), and doing their job (53%). See slides 16-17.

Attitudes to communications technology and information

Is the profession suffering from an information overload? This survey indicates not for the most
part. Sixty eight percent (68%) of respondents like “having so much information to choose
from,” though a significant minority (28%) “feel overwhelmed with information these days,” a
figure that rises to 29% for veterinarians themselves. These figures are consistent with
national figures developed by the Pew Internet and American Life Project. See slide 19.

87% of veterinary professionals feel that they are more productive because of computing and
communications devices. This figure is lowest for the respondents under age 30 (42%) and
highest for respondents over age 60 (65%). Older respondents are more appreciative of the
advantages of computing and communications devices because they began their careers
without these technologies. Younger respondents can only speculate about life before the
Internet and the cell phone. See slides 20-21.
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Attitudes to communications technology and information (continued)

= Veterinary professionals see the benefits that cell phones and mobile devices make them
more available to others (81%), though a small minority (8%) does not like the universal
accessibility afforded by the mobile communications devices. See slides 20-21.

= The survey indicates that the profession can make more and better use of advances in
computing and communications technologies. Indeed, 86% of respondents feel that their
computing and communications devices can do more than they currently use them for, and
45% usually need someone else to show them how to use new devices. These percentages
increase with age. See slides 20-21.

Home use of the Internet

= At home, veterinary professionals are predominantly accessing the Internet over a broadband
connection (83%). The most common activities are e-mail, keeping up with the news, surfing
the Internet for personal entertainment, making travel arrangements, shopping, and online
banking. See slides 23-29.

= Less common activities are gaming (16%), reading blogs (19%), blogging (7%), or visiting
online virtual worlds (3%) (percentages signify undertaking an activity at least every few
weeks).
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Switching on to the digital world

= As noted above, veterinary professionals feel that they are more productive because of
computing and communications devices. The survey provides additional indications of how
veterinarians are switching on to the digital world. See slide 31.

= Eighty-eight percent (88%) of veterinarians feel the Internet enhances their ability to
access the latest science and research.

= Sixty-four percent (64%) feel the Internet makes their practice more efficient fewer, though
32% feel that the Internet makes their practice more profitable.

= Sixty-one percent (61%) feel the Internet helps them provide better care for animals.

= However, fewer than half feel that the Internet helps them communicate better with their
clients (43%).
= Veterinary professionals rely on a wide range of digital tools to perform their jobs. See slides
32-35.

= Most important are e-mail within their organization (52% rely “extensively” or
“considerably”), Veterinary Information Network /VIN (49%), e-mail to associates outside
of their organization (44%), research on diagnosis or drug information (46%), and keeping
up on veterinary best practices (45%).

= They make some use of the Internet for online discussions and forums with
veterinarians (33%), professional newsletters received via e-mail (41%), online
professional journals (32%), and Web sites of other companies and organizations (31%).

= They rely very little on e-mail with clients (16%), drug company Web sites (22%),
business-oriented Web sites (16%), blogs about veterinary medicine or animals (11%), or
consumer-oriented Web sites about animal care (9%).
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Switching on to the digital world (continued)

= Veterinary professionals seek information online on a variety of topics and from a wide range
of sources. Within the past six months, they have sought information from or about:
= Web sites of veterinary associations or organizations (86%) or veterinary schools or
research organizations (76%). See slides 36-39.
= Other veterinary clinics or animal hospitals (70%).
= Online continuing education (68%).
= A variety of veterinary topics including animal nutrition (64 %), toxicology and poisoning
(59%), zoonoses (58%), veterinary diagnostic databases (54%), animal behavior and
training (52%), therapeutic and wellness pet food diets (48%), animal oncology (36%),
integrative medicine (29%), and animal genetics (24%).
= They have also looked on the Internet for information about employment opportunities
(50%) and the service offerings and/or prices of other local clinics and hospitals (33%).
= Usage of digital tools varies with age. See slides 34-35.
= Usage increases with age for e-mail inside and outside of their organization as well as
e-mail with clients.
= Usage is highest among younger professionals and decreases with age for several digital
tools. Is this a function of age and experience? Or will the use of digital tools roll like a
wave through the veterinary profession?
= VIN (60% for veterinarians under 30, dropping to 31% for veterinarians aged 50-59).

= Discussions or online forums with veterinarians (47% for veterinarians age 30-39 and
dropping to 30% for veterinarians 50-59 years old).

FLEISHMAN'
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Switching on to the digital world (continued)
= Seeking information online also varies with age. See slides 38-39.

= Usage decreases with age for consulting veterinary association Web sites, consulting
veterinary school Web sites, checking veterinary clinic or animal hospital Web sites.

= Usage decreases with age for seeking information on animal nutrition, toxicology and
poisoning, veterinary diagnostic databases, animal behavior and training, and therapeutic
and wellness pet food diets. Does this reflect the experience-based professional
knowledge, or is this a greater inclination of new generations of veterinarians to turn to the
Internet?
= Usage increases with age for zoonoses, rising from 51% for veterinarians under 30 to
58% for veterinarians over 60.
= Seeking information on employment opportunities is highest for veterinarians under age
30 (51%) and 30-39 (52%), lower for those 40-49 and 50-59 (39% and 37%), and lowest
for those over age 60 (19%).
= |n a world driven by a sales force model, 46% of veterinarians say they would prefer to receive
information about new products from manufacturers on an industry-related Web site compared
to 36% who would prefer a visit by a sales representative. See slide 43.
= Veterinary professionals do not have any particular pattern in time of day when they turn to the
Internet; 62% report that they use the Internet when they have the chance. See slides 44-45.
= VIN is by far the most popular veterinary-specific Web cite, cited by 44% of those with Internet
access at work. Preference for VIN declines with age. See slides 46 and 47.
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Switching on to the digital world (continued)

= Veterinarians have mixed views on whether the availability of veterinary information on the
Internet helps their clients. See slide 31.

= For 67% of veterinarians, clients frequently bring in information on animal health
obtained on the Internet.

= However, 61% feel that the availability of veterinary information on the Internet
confuses their clients.

= Far fewer feel the veterinary equivalent of WebMD would be beneficial for their clients
(43%) or that the availability to clients of veterinary information on the Internet has
improved their ability to care for animals (39%).

=  Compounding the mixed views held by veterinarians about the availability to their clients of
veterinary information on the Internet is their low level of confidence in much of this
veterinary information available to their clients. See slides 40-42.

= Veterinarians have high regard for information available from veterinary school and
veterinary research organizations (78% “very confident” and 96% “very” or “somewhat
confident”) as well as veterinary associations and organizations (60% and 96%).

= They have lower confidence in information on Web sites of drug manufacturers (27%
“very confident”) and Web sites of veterinary supply and equipment manufacturers
(17%).

= They have almost no confidence in personal blogs on animal care (1% “very
confident”), consumer-oriented Web sites on animal care (2%), and blogs by veterinary
professionals (9%).

FLEISHMAN
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Veterinary clinics and animal hospitals on the Web (continued)

= The veterinary practices represented in this survey report growing use of other technologies.
See slides 54-55.

= Practice management software appears to have covered its potential market, as 69%
report that they currently use software, 2% plan to add software in 2008, while the
remaining practices have no plans or do not know whether they will add software.

= Forty-six percent (46%) currently use electronic medical records, and 17% have plans to
add electronic medical records in the next few years.

= Forty-one percent (41%) currently use digital imaging, and 24% have plans to add digital
imaging in the next few years.

= Twenty-nine percent (29%) currently use telemedicine services, while 9% have plans to
add telemedicine services in the next few years.

= Eighteen percent (18%) of practices would like to be able to file insurance claims
electronically through practice management software. See slide 31.

10
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Veterinary clinics and animal hospitals on the Web (continued)

69% of veterinary practices represented in this survey report that they have their own Web
site. See slide 51.

Veterinary practices are primarily using the Internet for practice operations: 50% order supplies
and medications online, 43% order prescription drugs, 34% use Internet banking, and 32%
order pet food. These uses of the Internet increase with practice size. See slides 51-53.

Veterinary practices are only beginning to use the Internet for marketing and managing client
relationships. This suggests that there is a significant opportunity for veterinary practices to
develop client relationships online, following practices of some pioneers. See slides 51-53.
= 30% advertise in online directories, and 21% advertise on search engines or on other Web
sites.
= 22% e-mail appointments to clients, 18% send newsletters on pet care, and 16% send
information to clients following up on appointments.
= These uses of the Internet increase with practice size.
Animal clinic and hospital Web sites are generally providing only the most basic information to
clients and potential clients; they are still in Web 1.0 for the most part. See slides 56-58.

= They provide basic information such as a description of services (95%), maps and
directions (85%), and links to other animal care resources (68%).

= While 61% do allow e-mails to be sent to clinic staff, only 22% allow clients to order pet
food and supplies, 22% offer advertising, 18% offer a video tour of the facility, 18% offer
online appointment scheduling, 15% have a blog by a staff member, 13% have prices, and
3% have video messages from staff.

"
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Veterinary clinics and animal hospitals on the Web (continued)

20% of practices with a Web site use search engine optimization or online advertising to
promote their Web site. See slides 63-64.

Clinics and animal hospitals update their Web sites frequently, with 35% of respondents
reporting that they update their Web site every three months. See slide 62.

The individual responsible for updating the Web site varies with practice size. See slides 59-
61.

= In small practices with 1 to 4 employees, a veterinarian in the practice most commonly
updates the Web site (40%), while in other cases it is a consultant or Web services
company (19%) or a practice manager (12%).

= In small practices with 5 to 9 employees, nearly equal percentages assign responsibility to
a veterinarian in the practice (24%), a consultant or Web services company (26%), or a
practice manager (24%).

= Large practices with 10 or more employees more commonly turn to an office/ practice
manager (38%), though some also assign responsibility to a consultant or Web services
company (25%) or a veterinarian (12%).

12
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Internet
Cell phone

Desktop computer 22% 8%

Digital camera

Laptop computer 42% 11% 22%

MP3 player
Video camera BEESAN /A 28%

PDA BRI %Y

Webcam &' %

H Both work and personal M Work use H Personal use  Don't use
14
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Veterinarians (n=1,088)

Internet

Cell phone 3% 21%

Desktop computer 20%

Digital camera 3% 25%

Laptop computer 45% 12% 20% 22%

Video camera 15% 2% 27% 55%
MP3 player 35% 59%
PDA 18% 6% 59 1%
Webcam 87%
H Both work and personal W Work use M Personal use Don't use
. . FLEISHMAN
A Technology applications
gy app HILLARD

“To what extent do communications devices, information devices,
and the Internet affect your ability to do each of the following?”

Keep in touch with friends / family 8%

Learn new things

Communicate with colleagues 26% 11%

Do your job 29% 12%

Work / collaborate with others 31%

Share ideas / creations with others 15%

Pursue hobbies / interests

HA lot m Some H A little
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Veterinarians (n=1,088)

“To what extent do communications devices, information devices,
and the Internet affect your ability to do each of the following?”

Communicate with colleagues 25% 12%

Keep in touch with friends / family 29%

9%

Learn new things 33% 6%

Do your job 28% 13%

Work / collaborate with others 29% 15%

Share ideas / creations with others

15%

Pursue hobbies / interests

HA lot  Some H A little
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“Considering all the TV news shows, magazines, newspapers, and
computer information services, how do you feel these days?”

Don’t Feel overloaded with
know information these days

/

Vets Practice Vet techs Vet Tech
managers students students
Like having so much = Don't know
information to choose from B Feel overloaded with information these days

u Like having so much information to choose from 19

71 Attitudes to communications FLEISHMAN
technologies HILLARD

“How well does each one of these statements describe you?”

I am more productive because of my computing
and communications devices

| like that cell phones and mobile devices make me
more available to others

| often feel my computers and communication
devices can do more than | use them for

| usually need someone to show me how to use my
new computer / communications devices

| am often annoyed having to respond to intrusions
by computing and communications devices

Itis stressful to own and manage all of my
computing and communications devices

0% 20% 40% 60% 80% 100%
H Very well 1 Somewhat H Only slightly B Not at all

20
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Veterinarians by age

“How well does each one of these statements describe you?”

Percent responding describes “very well”

e o
479 48%

9% 8% 79, 9% 7% 7% 8%

I am more Like that cell phones Often feel my l usually need Often annoyed It is stressful to own
productive because / mobile devices computers / someone to show having to respond to and manage all of my
of my computing / make me more communication me how to use my intrusions by computing and
communications available to others devices can do more new computer / computing / communications
devices than | use them for communications communications devices
devices devices

W <30 (n=55) w30-39 (n=271) M40-49 (n=289) m50-59 (n=317) I 60+ (n=156)

DIGITAL
CLINIC

STUDY FLEISHMAN [}

------------ CommunicATIONS

HILLARD




FLEIS

Base = Respondents who use digital devices (n=2,048)

- HMAN'
A Accessing the Internet TR

| Access at work or school | | Access at home
5% 9% 7 5% i % 7% g
= 4% 2 B A B -
Gn/n
91% 90%
% [l 83%
66% [l 68% 72% o ‘R iole
A (
48%
15%
> & % & o > & o & o
R S & S
& A & & & A & O
& & & & & &
@ X o Q o
@ &L X\) S
i &0

Do not access Internet
M Mobile device (cell phone / PDA)
M Dial-up
M University, school, business network
M High speed / broadband
Unlabeled bar segments = 1% or 2%

FLEIS

#A Internet activities at home TARD

Base = Those who have Internet access at home (n=1,989)

At home, how often do you use the Internet for the following activities?

23

HMAN

Send or receive personal e-mail

Keeping up with the news

Surfing Internet for personal
entertainment

Online banking

Logging on with a wireless
device

Buy or shop for personal items

Watching YouTube videos or
using other social networking sites

Posting your own blog 93%
\ \ \ \ \ \ \ \ \
Visiting online virtual worlds 97%
| | | | | | | | |
0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

100%

H Several timesa day [ Aboutonce a day M3-5daysa week Mm1-2daysa week/everyfew weeks Less often / not at all

Unlabeled bar segments = 1%

24
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Veterinarians by age

Base = Veterinarians with Internet access at home (n=1,053)

“At home, how often do you use the Internet for the following activities?”

Percent responding describes “several times a day”

5N
52%

49%

Send or receive personal e- Keeping up with the news Logging onto the Internet Surfing the Internet for
mail using a mobile device personal entertainment
m <30 (n=53) m 30-39 (N=260) m40-49 (n=281) m50-59 (n=310) ™ 60+ (n=149) 25

o FLEISHMAN
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Veterinarians by age

Base = Respondents with home Internet access (n=1,989)

“At home, how often do you use the Internet for the following activities?”
97998%7y,  98% 9%
94%
90%91%91% 91%

Percent responding “less a9% .
o

often than every few 87%85%830/86"/ 89%

weeks” or “not at all”

919

38%
32933%

26%

Online banking  Buy or shop for Watching Reading blogs Playing video Writing and Visiting online
personal items YouTube or games online  posting your own virtual worlds
on the Internet videos on other blogs

social networking
sites

m <30 (n=53) = 30-39 (N=260) m40-49 (n=281) M 50-59 (n=310) 60+ (n=149) 26
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Base = Respondents with home Internet access (n=1,989)

“Which of the following Internet activities have you done in the past 6 months?”

Made travel arrangements

Downloaded music files to your
computer

Sent instant messages

Downloaded video files to your computer

Posted comments to an online newgroup
or Web site

Sent pictures from a cell phone

Taken material online and remixed it into
your own artistic creation

Downloaded a podcast to listen to or
view later

27
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Veterinarians by age

Base = Veterinarians with Internet access at home (n=1,053)

“Which of the following Internet activities have you done in the past six months?”

92% 89% | Percent responding “Yes”
87% 88%

4%
38% 36%;40,

33%349,

7% 17%

Making travel Downloaded Sent IM to Downloaded
arrangements videos to someone podcast to
computer online at same listen/view
time later

m <30 (n=53) m30-39 (n=260) mM40-49 (n=281) M 50-59 (n=310) = 60+ (n=149)

28
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Respondents with Internet access at home (n=1,989)
“Outside of work, what blogs are most important to you?”

Family / friends
2%

Hobbies

1%

News / political
1%

Sports
1%

Other
2%

29
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Views on the Internet and FLEI
veterinary practice

The Internet enhances my ability to access

SHMAN

INTERNATIONAL COMMUNICATIONS

459 9
the latest science, research, and facts % 7% ol
16% 1% 6% 16%
The Internet makes my 24% o o 0
work and practice more efficient ° 19% s 1%
19% 20% 7% 12%
The availability of veterinary informatiqn on 149 19% 59, 15%
the Internet confuses my clients
12% 22% 14% 22%
Veterinary equivalent of WebMD would 5
be valuable to my clients 11% e 13% 22%
6% 29% 18% 14%
The Internet makes my practice more 12% 30% 12% 26%

Unlabeled bar segments = 3%

W Strongly agree 1 Agree M Neither agree nor disagree M Disagree / Strongly disagree  Don't know / Not applicable

31

Reliance on online sources to
do your job

Base = Those who have Internet access at work (n=1,982)

FLEISHMAN

INTERNATIONAL COMMUNICATIONS

E-mail with others in your organization 23% 14%

VIN / Veterinary Information Network 15% 12%

E-mail with associates outside your organization 31% 18%

Research on diagnosis or drug information 31% 16%

Keeping up on veterinary best practices 31% 16%

Online discussions / forums with veterinarians 26% 21%

Professional newsletters sent via e-mail 38%

Professional journals available online 33%

Web sites of other companies 35%

E-mail with clients 26% 27%

Drug company Web sites 32% 29%

29%

31%

Business-oriented Web sites

Blogs about veterinary medicine or animals 18% 27%

Consumer-oriented Web sites about pet care 27% 36%

H Extensively = Considerably HSome HLittle = Notatall 32
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do your job

Base = Veterinarians with Internet access at work (n=1,063)

E-mail with others in your organization 32% 22% 14%
VIN / Veterinary Information Network 26% 13% 14%
E-mail with associates outside your organization 20% 31% 17%
Research on diagnosis or drug information BN 33% 18%
Keeping up on veterinary best practices LA 33% 19%
Online discussions / forums with veterinarians K[} 26% 20%
Professional newsletters sent via e-mail I}/ 40% 16%
Professional journals available online [}/ 32% 24%
Web sites of other companies £}/ 37% 30%
E-mail with clients [:5/4 25% 30%
Drug company Web sites 33% 34%
Business-oriented Web sites 27% 34%
Blogs about veterinary medicine or animals 14% 28%
Consumer-oriented Web sites about pet care 20% 43%

Unlabeled bar segments = 1%, 2% or 3% H Extensively M Considerably B Some mLittle = Notat all 33

] i FLEISHMAN
Z Reliance on online sources TTARD

Base = Veterinarians with Internet access at work (n=1,063)
“Which of the following Internet activities have you done in the past six months?”

Percent responding
“extensively” or “considerably”

o
= 5
Iy ©

E-mail within E-mail with Research on VIN Keeping up on  Professionale- Discussions or
your associates diagnosis or veterinary best mail newsletters forums with vets
organization outside your drugs practices

organization

m <30 (n=55) = 30-39 (N=269) m 40-49 (n=285) m 50-59 (n=312)
34
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Base = Veterinarians with Internet access at work (n=1,063)
“Which of the following Internet activities have you done in the past six months?”

Percent responding
“extensively” or “considerably”

Professional Web sites of E-mail Drug company Business- Blogs about Consumer-
journals other companies correspondence Web sites oriented Web veterinary oriented Web
available online with clients sites about medicine or sites about pet
animal care, etc. animals care
m <30 (n=55) = 30-39 (N=269) W 40-49 (n=285) ® 50-59 (n=312) 60+ (n=142)

35
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Respondents with Internet access at work (n=1,982)
“Over the past six months, have you visited Web sites for information on the following topics?”

Veterinary association/org. Web site
Vet school / research organization
Vet clinic / animal hospital

Online continuing education
Animal nutrition

Toxicology and poisoning
Zoonoses

Veterinary diagnostic databases
Animal behavior and training
Employment opportunities
Therapeutic / wellness pet food diets
Animal oncology

Local clinic service offerings / prices

Integrative medicine Percent responding “Yes”

Animal genetics

36
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A Seeking information online HTARD

Base = Veterinarians with Internet access at work (n=1,063)
“Over the past six months have you visited websites for information on the following topics?”
Veterinary association/org. Web site
Vet school / research organization
Online continuing education
Vet clinic / animal hospital
Animal nutrition
Toxicology and poisoning
Zoonoses
Veterinary diagnostic databases
Therapeutic / wellness pet food diets
Animal behavior and training
Animal oncology
Employment opportunities

Animal genetics

Local clinic service offerings / prices Percent responding “Yes”

Integrative medicine

37
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Veterinarians with Internet access at work (n=1,063)
“Over the past six months, have you visited Web sites for information on the following topics?”

| Percent responding “Yes” |

88%
?/0/

79%
80%
79%

BN
0
©

Veterinary org. Vet school or Veterinary clinic/ Online Animal nutrition Toxicology and Zoonoses
or association  research org. animal hospital continuing poisoning

Web site Web site education

B <30 (n=55) m 30-39 (N=269) W 40-49 (n=285) m 50-59 (n=312) 60+ (n=142)
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Veterinarians with Internet access at work (n=1,063)

“Over the past six months, have you visited Web sites for information on the following topics?”

| Percent responding “Yes” |

Stages of interest

Veterinary  Therapeutic/ Animal Animal Employment Clinic Animal Integrative
diagnostic  wellness pet behavior and oncology opportunities services/ genetics medicine
databases food diets training prices
B <30 (n=55) i 30-39 (N=269) W 40-49 (n=285) H 50-59 (n=312) 60+ (n=142)
39
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Base = Those who have Internet access at work (n=1,982)

“How confident are you of veterinary-based information you find from the
following Internet sources?”

Veterinary schools / research
organizations

Veterinary associations and
organizations

: , -/ | [ /| | | |
Discussion groups and forums

for veterinary professionals 28% 8%  11%

, N I N N N N N I N N
Web sites of drug

manufacturers 27% 6% 6%

Web sites of veterinary supply

and equipment manufacturers 17% 10% 7%

./ ' | | | |
9% 17% 38%

- /| '/ | | | |

2% 59% 8%

' | | | | |

Personal blogs on animal care 64% 28%

Blogs by veterinary
professionals

Consumer-oriented sites on
animal care

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
M Very confident m Somewhat confident H Not confident M Don't know

Unlabeled bar segments = 1% 40



FLEISHMAN

A Confidence in Internet sources T R

Veterinary schools / research

Veterinary associations and

Discussion groups and forums

Base = Veterinarians with Internet access at work (n=1,063)

“How confident are you of veterinary-based information you find from the
following Internet sources?”

organizations

organizations

for veterinary professionals 27% 9%  11%

Web sites of veterinary supply
and equipment manufacturers

: -/ [ ! | | [ |
Web sites of drug

manufacturers

23% 7% 5%
./ ' | | | | | |

13% 1% | 8%
- !/ ' | | | |
5% 20% 38%
/' | | | | |

Blogs by veterinary
professionals

Consumer-oriented sites on 67% 8%

animal care

Personal blogs on animal care 66% 30%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
M Very confident m Somewhat confident B Not confident H Don't know

Unlabeled bar segments = 1% 41

FLEISHMAN

A Confidence in Internet sources R

Veterinarians with Internet access at work (n=1,063)

“How confident are you of veterinary-based information you find from the following
Internet sources?”

i; Percent responding “very confident”

XXX X
- v - -
Web sites of Web sites of Discussion Web sites of Web sites of Blogs by Consumer Personal blogs
veterinary veterinary groups/ forums veterinary drug veterinary veterinary oriented Web about animal
schools/ associations for veterinary manufacturers supply and professionals sites on animal care
research and professionals equipment care
institutions organizations manufacturers
W <30 (n=55)  30-39 (n=269) W 40-49 (n=285) M 50-59 (n=312) 60+ (n=142)
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FLEISHMAN

A Accessing product information e

“How would you prefer to receive information
about veterinary products from manufacturers?”

Not

applicable

Don't 9%
know
8%

Industry-related
Web site offering
education, product

purchasing, and
product details
46%

A Daily Internet use

Respondents with Internet access at work (n=1,982)

11%
8%

Vets Managers Techs.

H Not applicable

H Don't know

I Sales representative

M Industry-related Web site

Unlabeled bar segments = 1%

FLEISHMAN

|||||||||||||||||||||||||||

“At what time of day do you use the Internet most for work or school?”

Before work

During work

After work 62%

12%

22%

23%

31%

14%

Before 8:00 8:00 AM to

AM

noon

Noon to
4:00 PM

Total exceeds 100% due to multiple responses

4:00 PMto After 6:00 Wheneverl
6:00 PM PM have the
chance

43
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_ FLEISHMAN
A Daily Internet use HITTARD

Respondents with Internet access at work (n=1,982)
Veterinarians with Internet access at work (n=1,063)

“At what time of day do you use the Internet most for work or school?”

62% 61%

Before work During work After work

31% 28%
22% 19% 23% 22%

12% 12%

Before 8:00 AM 8:00 AM to Noon Noon to 4:00 PM 4:00 PM to 6:00 PM After 6:00 PM Whenever | get the
chance

M Total M Vets

Total exceeds 100% due to multiple responses
45

_ : FLEISHMAN'
A Top veterinary Web sites / blogs i ki

Base = Those who have Internet access at work (n=1,982)

“What are your favorite veterinary- “What veterinary / professional blogs

specific Web sites?” are most important to you?”
(Only those with more than 2% response are shown)

VIN 44%
VIN 6%
AVMA
AAHA Other national o
. 4%
associations
VSPN
State or local State-level
X 1%
VMA sites
Other
universities
Other [ 1%
Hills
AAEP
None 89%
None

Totals exceed 100% due to multiple responses
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_ : FLEISHMAN'
A Top veterinary Web sites “HITLARD

Veterinarians with Internet access at work (n=1,063)

“What are your favorite veterinary-specific Web sites?”

X
~
©

VIN AVMA State or local AAHA Other AAEP None
VMA universities
m <30 (n=55) m 30-39 (n=269) W 40-49 (n=285) W 50-59 (n=312) 60+ (n=142)

Totals exceed 100% due to multiple responses
47

_ FLEISHMAN'
A Top veterinary Web blogs HTTLARD

Veterinarians with Internet access at work (n=1,063)

“What are your favorite veterinary-specific Web sites?”

VIN Other national associations None

m <30 (n=55) » 30-39 (n=269) m 40-49 (n=285) m 50-59 (n=312) 60+ (n=142)

Totals exceed 100% due to multiple responses
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DIGITAL
CLINIC
sSTUDH

2 Practice profl les: FLEISHMAN
Computer and Internet use HILLARD
How many employees at your How many employees at your
practice regularly use a practice regularly use the
computer as part of their job?* Internet as part of their job?*

1to 4 1to4 54%

5to 10 31% 5to 10

11 to 20 11 to 20

21 to 40 21to 40

41 or more 41 or more

*Base = Those who say they work in a veterinary practice (n=1,505)
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FLEISHMAN

A Practice usage of the Internet ity

“Does your veterinary clinic, hospital, or practice do any of the following using the
Internet?”

Have its own Web site

Order other supplies and medications

Order prescription drugs

Internet banking

Order pet food

Advertise in community online directories

E-mail appointment reminders to clients

Advertise on search engines or other Web sites Marketing and client
relationships

Send out e-newsletters on pet care

Send information to clients following up on
appointments

Practice operations

51

FLEISHMAN

A Practice usage of the Internet ki

“Does your veterinary clinic, hospital, or practice do any of the following using the
Internet?”

Percent responding “Yes”

B Small animal practice / shelter (n=448)
1 Combined / large / equine / surgical (n=94)
M Industry / consulting / research (n=38)
B University (n=72)
Other (n=22)

70%
74%

Have itsown  Order other Order Internet Order pet food Advertise in  Send e-mail Advertise Send out a Send out
Web site suppliesand  prescription banking from supplier online remindersto using adson  periodic e- follow-up
medications  drugs from Web sites  directories for clients about search newsletter information to
from supplier supplier Web your appointments  engines or with clients
Web sites sites community other Web information following
sites about pet care appointments

52



FLEISHMAN

INTERNATIONAL COMMUNICATIONS

A Practice usage of the Internet

“Does your veterinary clinic, hospital, or practice do any of the following using the

Internet?”

Percent responding “Yes”

R
)
0

Send out

Have itsown Order other Order Internet Order pet food Advertise in  Send e-mail Advertise Send out a
Web site suppliesand  prescription banking from supplier online remindersto using adson periodic e- follow-up
medications  drugs from Web sites  directories for clients about search newsletter information to
from supplier supplier Web your appointments engines or with clients
community other Web information following
sites about pet care appointments

Web sites sites

H 1 to 4 employees (n=199) 1 5 to 9 employees (n=305) B 10 or more employees (n=909) 53

FLEISHMAN

INTERNATIONAL COMMUNICATIONS

A Practice usage of technology

“What are your practice’s current usage or plans for the following technologies?”

Planning
to add
|
Electronic medical 18% - +17%
records
Digital imaging 41% 6% 7% LA +24%
- : ) 2% \
Telemedicine services 29% 2 23% +9%
T T l l T 1
20% 40% 60% 80% 100%

0%
Planning to add in:

m2008 mW2009 w2010 orlater

H Currently use Do not plan to add H Don’'t know
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A Practice usage of technology Fhﬁfw

“What are your practice’s current usage or plans for the following technologies?”

Percent responding “currently use”

79% 81%

50% 50% 47%

Practice management Electronic medical Digital imaging Telemedicine services
software records
H 1 to 4 employees (n=199) 15 to 9 employees (n=305) H 10 or more employees (n=909)
55
- : FLEISHMAN
A Practice Web site features
HILLARD

Base = Those whose clinic, hospital, or practice has a Web site (n=1,202)

“Which of the following features does your Web site provide?”

Description of services

Maps and directions Basic clinic

Links to other animal care resources information

Ability to send e-mail to staff
Ability to purchase pet food / supplies
Advertising

Video tour of facility

Marketing and

Online appointment scheduling : : :
client relationships

Staff-written blog or personal journal

Rates / price lists

Video messages from staff

(=2}



] i FLEISHMAN
A Practice Web site features HITARD

Base = Those whose clinic, hospital, or practice has a Web site (n=1,202)

“Which of the following features does your website provide?”

Percent responding “Yes”

Description of Maps and Links to other  Ability to send e- Advertising Ability to
services directions animal care mail to veterinary purchase pet
available resources staff food or animal

supplies
H 1 to 4 employees (n=83) 1 5 to 9 employees (n=196) H 10 or more employees (n=757)

57

FLEISHMAN

A Practice Web site features "EEARE

Base = Those whose clinic, hospital, or practice has a Web site (n=1,202)

“Which of the following features does your Web site provide?”

Percent responding “Yes”

Video tour of the Ability to schedule One or more blogs  Information about Video messages
facility an appointment  or personal journals rates or price lists from staff
online written by staff

B 1 to 4 employees (n=83) M 5to 9 employees (n=196) M 10 or more employees (n=757)
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_ ] FLEISHMAN
A Practice Web site updates HTTLARD

Base = Those whose clinic, hospital, or practice has a Web site (N=1,202)

“Who updates your clinic or hospital’s Web site?”
An office manager or practice
manager

A consultant or Web service
company

A veterinarian
Someone else
A veterinary technician

Don't know

59

_ ] FLEISHMAN
A Practice Web site updates HTTLARD

Base = Those whose clinic, hospital, or practice has a Web site (n=1,202)

“Who updates your clinic or hospital’s Web site?”

Percent responding “Yes” |

B Small animal practice / shelter (n=448)

[ Combined / large / equine / surgical (n=94)
H Industry/ consulting / research (n=38)

M University (n=72)

H Other (n=22)

3 X
EN i~
™ (3]

12%
14%
16%
18%

9%

Consultant or IT personnel Office Veterinarian Other Vet tech in Friend, Don't know
Web service manager or in your employees your spouse
company practice organization organization
manager
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_ ] FLEISHMAN
A Practice Web site updates HTTLARD

Base = Those whose clinic, hospital, or practice has a Web site (n=1,202)

“Who updates your clinic or hospital’s Web site?”

Percent responding “Yes” |

M 1 to 4 employees (n=83)

M 5 to 9 employees (n=196)

M 10 or more employees (n-757)

A veterinarian A veterinary An office A consultant Other IT personnel Friend, Don't know
in your technician in manager or or Web employees spouse
organization your practice service
organization manager in company
your

organization

FLEISHMAN

A Practice Web site updates TR

Base = Those whose clinic, hospital, or practice has a Website (N=1,202)

How often does your veterinary clinic, hospital, or practice update its
website?*

Every 3 months
Every six months

Once per year

Less than once per
year

Do not update

Don't know

61
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A Practice online marketing = “rsscs

Base = Those whose clinic, hospital, or practice has a Website (N=1,202)

17%
35%

Vets Managers Techs.

M Yes W No mDon't know
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A Practice online marketing =~ “rsscs

Base = Those whose clinic, hospital, or practice has a Website (N=1,202)

“Does your clinic or hospital use search engine marketing or online advertising to
promote its website?”

13%

23% 21%

17%
1 to 4 employees 5 to 9 employees 10 or more
employees
H Don’t know
@ No
HYes
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DIGITAL
CLINIC
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: FLEISHMAN
A Respondent profiles HITLARD

Position Type of Work

Other
1%

Student -

Vet tech /

assistant
6%

Student -

Vet Research

Medicing 2%

1%

Other
23%

: Industry /
Practice technical
Manager services
12% 2%
Equine
3%
University

faculty )
6% Combined

large and
small
animal
7%
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# Type work by position FLELSHMAN

Student/Other
M Faculty
M Industry, consulting,

research

m Other practice (combined,
equine, and other animals)

B Small animal practice

Vets Managers Techs

Unlabeled bar segments = 1%

67
: FLEISHMAN
A Respondent profiles HITLARD
Age Gender

29 or younger

30-39 26%
40-49 24%
50-59 22%

60-69

70+

68



A Age by position =000 TRl

60 and older
m 50-59
H 40-49
= 30-39
H 29 or less

Vets Managers Techs Vet Tech
Students  Students

Unlabeled bar segments = 1%

69

A Gender by position e

" Women
B Men

Vets Managers Techs Vet Students Tech
Students
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: FLEISHMAN
A Respondent profiles HITLARD

Top 10 Associations

American Veterinary Medical Association 1%
American Animal Hospital Association
Veterinary Medical Association

Student American Veterinary Medical Assoc.
American Assoc. of Equine Practitioners
American Assoc. of Feline Practitioners
National Assoc. of Vet. Technicians in America
American Assoc. of Bovine Practitioners
Veterinary Emergency and Critical Care Society

Association of Avian Veterinarians

None

Total exceeds 100% due to multiple responses 71

. . FLEISHMAN
A Associations by position TLARD

99%

Veterinarians Practice Vet techs Vet students Vet tech
managers students

B AVMA " AAHA B State/Local M Student VMA
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A Practice profiles: Employees

How many people are employed
in your practice?*

1to 4

5to10

11 to 20

21 to 40

41 or more

27%

29%

How many veterinarians are
in your practice?*

1 19%
2 18%
3 18%
4
5-9 19%
10+
N/A

*Base = Those who say they work in a veterinary practice (N=1,505)

FLEISHMAN

||||||||||||||||||||
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