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Agenda

• Datalink introduction
• Four Numbers will Determine the Future of Your Hospital
◦ Customer & Employee Satisfaction 
1. Revenue
2. Direct Costs – (Cost of Goods Sold)
3. Labor
4. EBITDA – Earnings before Interest, Taxes, Depreciation and Interest

• KPI’s
• Demographics
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Financial benchmarking tool

Ability to benchmark nationally 

Ability to benchmark based on specific 
practice demographics (group and nationally)

DATALink Vision – 14th year !!
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Terry O’Neil, KSM Beth Scott, KSM Ali Todd, KSM Julie Kimbley, KSM

Erin Hunter, KSM Megan McDaniel, VMG Dr. Paul Glouton, 
Emeritus Leader & Mentor

DATALink Leadership Team
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A Look Back

• Jetsons in mid 60s

This Photo by Unknown Author is licensed under CC BY-NC-ND

https://www.wired.it/play/televisione/2020/03/12/flintstones-famiglie-memorabili-serie-animate/
https://creativecommons.org/licenses/by-nc-nd/3.0/
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Last 20 Years – Last 4

• Electric cars
• Telemedicine
• No longer know anyone’s phone 

number 
• What is a map? 
• Send text messages instead of 

voicemail
• No longer use a camera  

  

• Y2K
• Internet, WIFI, dial-up modems
• Zoom
• Education: online and on-demand
• Netflix, Amazon Prime. 

Blockbuster?
• Curbside
• iPhone, tablets, Apple Watch
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Customer Satisfaction - Forbes
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Customer Satisfaction - Forbes
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Customer Satisfaction - Forbes
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Customer Satisfaction - Forbes
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Customer Satisfaction - Forbes

General Customer Experience Statistics – Continued
96% of customers agree that customer service plays a vital role in their choice of 
loyalty to a brand.  (Source: Microsoft)

  Customer service-focused companies have employees that are 1.5X more engaged 
than those who don't.
• (Source: Experience Matters)
• Employee engagement has a direct correlation with customer experience. Companies 

with a highly engaged workforce far outperform their closest competition by 147% in 
terms of earnings.

https://www.gallup.com/products/170969/q12-employee-engagement-center.aspx
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Customer Satisfaction - Forbes

General Customer Experience Statistics – Continued
13.  67% of customers say that they would prefer self-service over speaking with a 
company representative.  (Source: Zen Desk)

14.  Consistency is the key to a great customer experience.  (Source: Astute Solutions)

15.  Employee satisfaction drives customer satisfaction. (Source – KSM)
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Vertical IQ
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Vertical IQ
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Vertical IQ – January 2024
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World Economic Forum
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www.Vetwatch.com – Free service

http://www.vetwatch.com/
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www.Vetwatch.com – Free service

http://www.vetwatch.com/
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www.Vetwatch.com – Free service

http://www.vetwatch.com/
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www.Vetwatch.com – Free service – click on territory
Jacksonville, Lake City, Palatka - Florida

http://www.vetwatch.com/
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www.Vetwatch.com – Free service – click on territory
Jacksonville, Lake City, Palatka - Florida

http://www.vetwatch.com/
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#1 Revenue
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DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion TT9/30/2023 
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DATALink Financial Statistics – Companion 
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DVM production
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DATALink 
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#2 Direct Costs – 
Cost of Goods Sold
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DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion TTM 9.3.2023
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DATALink Financial Statistics – Companion
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DATALink Financial Statistics – Companion
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DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion
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DATALink Financial Statistics – Companion
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DATALink Financial Statistics – Companion
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DATALink Financial Statistics – Companion
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DATALink Financial Statistics – Companion
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DATALink Financial Statistics – Companion
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DATALink Financial Statistics – Companion
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DATALink Financial Statistics – Companion
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DATALink Financial Statistics – Companion
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DATALink Financial Statistics – Companion
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DATALink Financial Statistics – Companion 
Target
Markup

 Multiple

Vaccines 4x

Fluids 10x

Mortuary 1.2x

Injections 4x

FDA's 3x

Heartworm Online 
Competative

Flea after applying
rebates

Long term therapy Competitive

Minimum Dispensing Fee $ 18 - $ 20

Minimum Labeling Fee $10 - $ 12
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#3 Labor & 
Benefits
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DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion 



60
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DATALink Financial Statistics – Companion 



65
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DATALink Financial Statistics – Companion 



68
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DATALink Financial Statistics – Companion 



71

DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion 
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Managing Labor Inflation
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Increasing Efficiencies
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Increasing Efficiencies
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#4 EBITDA – Earnings 
before Interest, Taxes, 
Depreciation and Amortization
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DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion 
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DATALink Financial Statistics – Companion TT12 9.30.2023 
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DATALink Financial Statistics – Companion TT12 9.30.2023 
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DATALink Financial Statistics – Companion 
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KPIs

Revenue Actual Budget Variance
Medical $      11,000 $    10,000
Groom $        1,800 $      2,000
Non-medical $        1,000 $      1,000 

Total Revenue $      13,800 $    13,000 6%

Transactions Actual Budget Variance
Medical 100.0 95.0 
Groom 40.0 35.0
Non-medical 50.0 55.0

Total Transactions 190.0 185.0 3%



85

KPIs – They Still Work !!
Average Transaction Actual Budget Variance
Medical $            110 $            105
Groom $              45 $              57
Non-medical $              20 $              18

Total ACT $              73 $              70 3%

Actual Budget Variance
Drugs ordered $         2,500 $         2,470
% of revenue 18% 19% -5%
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KPIs

Payroll Actual Budget Variance
Hours 150.0 150.0
OT 10.0 10.0

Total Payroll Hours 160.0 160.0 0%

Average Hourly Rate $        13.25 $        13.25 0%

Total Payroll % of Revenue 15% 16% -6%
Revenue Per Labor Hour $        86.25 $        81.25 6%
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Common Metrics

• Total Revenue divided by number of support staff hoursRevenue per Staff Hour

• Support Staff Minutes divided by number of invoices
Support Staff Minute per 

Invoice

• Gross production divided by support staff hoursGross Production per Staff 
Hour

• Number of FTE (full time equivalent) staff divided by number of FTE doctorsStaff to doctor ratio

• Invoices divided by FTE doctorInvoices per doctor
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Future of Analytics

Decisive

Descriptive

Predictive

Prescriptive

§ Supports human decisions with visual analytics the user models to reflect reasoning

§ Gains insight from historical data with reporting, scorecards, clustering, etc.

§ Uses predictive modeling via statistical and machine learning techniques

§ Recommends decisions using optimization, simulation, etc.
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Continued Research Items

Demographics and other public domain data

Practice management system information

Other

§ Median household income and cost of living
§ Unemployment
§ New housing starts
§ Pet-owner demographics
§ Competition density and differences

§ Product and service mix
§ Client compliance
§ Client retention
§ DVM ACT and compliance with standards of care

§ Owner’s and practice manager’s DISC profile’s
§ Employee turnover and satisfaction
§ Customer satisfaction
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Other Key Items to Consider

Compliance

Retention

Employee and Client Satisfaction 

Continued Change
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DATALink v. Demographics
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DATALink v. Demographics
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DATALink v. Demographics
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DATALink v. Demographics
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DATALink v. Demographics
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DATALink v. Demographics
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Whitepaper Released December 2021
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