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Executive summary

Park Vet's ethos and objectives are increasingly integrated with Vet Partner's to build new processes and working techniques. Historically a lack of strategic planning has been identified; however, despite this, the company has witnessed organic expansion over the last ten years. (Elias, 2020). Park Vets has successfully navigated through the disruptions of the pandemic but now must identify a strategic plan for immediate risks to ensure a successful future. In addition, leadership and corporate shareholders will have to combine and invest in the practice, reinvigorating it and preventing it from falling into decline. Therefore, a conscientious and sustainable plan is essential to the practice's future.
The practice's mission is to deliver high-quality healthcare to domestic pets within the community while earning revenue and competing effectively with immediate competitors. The overall aim and ambition are to "be the veterinarian hospital of choice," as stated in the 2020 Park Vets business plan, with a three- to five-year time frame. 
Guiding principles create an enabling environment staffed by highly skilled employees with high qualifications, experience and, most importantly, who share the company's vision and objectives. As a result, the practice can develop a structure for continuous success by laying a firm foundation. According to Gartenstein (2018), "Strategic planning is important to an organisation because it provides a sense of direction and outlines measurable goals". 

The industry's capacity to survive amid economic downturns or crises is essential. However, as proven by the covid-19 epidemic, the ongoing demand for companion pets and a high standard of welfare has allowed the business, unlike many other UK industries, to remain relatively unaffected by the epidemic. As Fenton (2021) reports that the predominant and immediate threat to the longevity of practice success is the current global vet surgeon shortage. 
Introduction

Park Vets is a well-established companion animal clinic that provides routine veterinarian care to the community of South Wales. The practice came into partnership with VetPartners LTD in 2018 and now has three Clinical Directors. Across three locations, the clinic employs sixteen full-time veterinarians, eighteen trained veterinary nurses, four trainee nurses, and eighteen administrative team members. 
This report proposes to discuss the current strategic tools utilised by the senior management within Park Vets, the inefficiencies in the current strategies and an analysis of a potential new direction that could aid in the sustainability and future development of the organisation. This report will provide the results of an investigation of the current strategic approach and identify areas for growth with a recommendation of where business tools and resources should be utilised. A detailed analysis will identify weak areas in the hospitals long-term strategic goal and explore strategic tools and planning that will fulfil the company's goals with more longevity and success.
According to Ward (2020) Regular business planning is critical to any company or organisation. The effectiveness of a business strategy plan, on the other hand, is dependent in part on the process and methodology utilised to construct the plan.
A complete analysis will evaluate our strategic options for more personalised care and create a competitive advantage post-pandemic to reshape the organisation's strategic direction creatively. 
Strategic planning is an essential aspect of the business. As stated by Cote (2020), "Strategic planning is the ongoing organisational process of using available knowledge to document a business's intended direction". This strategy prioritises tasks, effectively distributes resources, connects shareholders and staff with the company's objectives, and ensures that those goals are backed by evidence and sound reasoning.
Cote (2020) suggests strategic planning has several advantages: “it establishes a forward-looking vision that can bring organisations and stockholders closer together”. As determined by Blount (2021) “increasing a sense of responsibility throughout the organisation can be achieved by making everyone aware of its goals, how and why those goals were set, and what they can do to help achieve them”.  If the staff are not consciously aware of the organisational goals, this could cascade. For example, if a manager does not understand its strategy or reasons, it might make team decisions that undermine its efforts. Everyone in the organisation can behave with a more effective strategy if they have a single vision to rally around (Miller, 2020).

Elias (2021) reports that practice accountants and owners have traditionally produced Park Vets' strategic plans in a short amount of time with a lack of strategic planning. The failure of this approach is that strategy was not always conveyed to the employees. The business's direction was not clear, and, as a result, the objectives set by senior management appeared to be rarely met. 
Since the merger with VetPartners, the company has adopted a new guiding philosophy supported by Park's values and core purposes and a clearly defined vision and mission statement. Park Vets now has a firm platform from which to build a comprehensive strategy focused on the practice's long-term objectives, economic climate, and market position. (2019, CGMA). According to Chapman (2012), "Strategic planning is the process of identifying where the practice is headed, how we will get there, and how we will know whether we have arrived or not." 
In the opinion of Pownall (2017), “developing a business plan necessitates a methodical approach incorporating important business stakeholders; it is not a process that should be accomplished in a single day, but rather in stages, with dedicated staff members and senior leaders”.  
As determined by Wick (2018), "strategy should be built on a 3- to 5-year time frame, but key staff should review it regularly". The plan is an essential communication tool for team members to build processes to meet the goals and ensure team commitment.

Strategic analysis

According to Garenstein (2019), "Strategic analysis is a tool that businesses use to map out their current positions before they develop strategic plans for future direction and growth".
Strategic management includes three essential elements, namely: 
•	The practice of developing a strategic plan.
•	The implementation of a strategy.
•	The strategy's control and evaluation. 
Houben et al. (1999) states, before progressing to these stages, a thorough examination of the company's internal and external environments is required.
The approach should result in identifying the practice's problems and potential, as well as a characterisation of the essential successful elements and adjustments that must be prioritised and precise action plans. For example, Felsted (2013) considers "where does the practice want to go in the future," "where is it today," and "how does it get from A to B?"
The external environment research will result in a comprehensive review of all opportunities and risks. A SWOT (Strengths Weaknesses, Opportunities and Threats) analysis may aid in developing a strategic plan. While a SWOT analysis is not a new concept, Felsted (2013) argues that it remains an excellent tool to identify areas in a veterinary hospital that require improvement. 
Keene and Scott (2014) identify some negative aspects of SWOT; “the main issue with a typical SWOT analysis is that at least half of the planning time is focused on negatives and gaps in an organisation, an often-draining experience that leaves employees feeling defeated."
According to Elias (2021), leaders of Park Vets have historically utilised only SWOT analysis when conducting strategic planning. However, as specified by an article in MindTools (2019), This can be a common practice in business due to the "SWOT analysis being one of the most commonly utilised strategic frameworks for collaborative organisational development". The purpose of using SWOT is to deal with a variety of internal and external variables that, on the one hand, can act as potential stimulants and, on the other hand, might provide potential constraints in regard to the business performance or the goals it wishes to reach (Houben 1999).  

SWOT analysis of Park Vets
	Strengths
Good returns on capital expenditure

Consistently meeting of financial budgets/targets

High uptake of health plan

Clientele loyalty

Strong brand portfolio 
Excellent service 
Strong team moral
Highly trafficked website
Good location of practices 
Large yearly CPD budget

	Weaknesses
Competitors offering similar service within close proximity

Saturated market

Limited flexibility in pricing

Can’t compete with online pharmacies prices

Vets leaving the company puts strain on the other employees – extremely concerning with a qualified Vet shortage in the industry

Not appealing to new graduates due to the high workload and pressure which compounds issue with a qualified Vet shortage in the industry.



	Opportunities
Build additional branches
Refurb the main hospital/Move to a larger building
Expand on services
Client care
Vet progression 

	Threats
Regulation changes can impact the business
Recruitment crisis – not being able to get vets 
Vets leaving industry
Future lack of locum covers due to Brexit 
Online pharmacies charging less for drugs 
Insurance costs rising
Increase in costs to the practice cause upward pricing
Pandemic issues such as economic downturn 
Lockdowns 




If considered, a SOAR analysis (strengths, opportunities, aspirations, and results) can also be used in strategic planning alongside a SWOT analysis. Cosby (2018) states “A SOAR analysis is used when an organisation is looking to maximise what it already does well, rather than addressing its external or internal threats”.  
Starvos (2003) proposed a new framework for strategic planning in order to encourage corporations and organisations to utilise SOAR. Stavros (2013) defines “SOAR” as "a framework that focuses on developing and implementing a good strategy by recognising strengths, fostering creativity in the form of opportunities, enabling individuals and teams to share goals, and deciding quantifiable and meaningful results.”. 

During an interview with Park Vets Clinical Director (Elias, 2021), it was confirmed that a SOAR analysis had not been considered when carrying out any strategic planning. While a SWOT analysis looks at a company's existing state, SOAR aims to be proactive to address the company's future potential (Gheibi et al., 2018). SOAR focuses on positive characteristics that are more likely to impact the organisation by reducing vulnerabilities and threats (Kenton, 2021). SWOT compels an organisation to focus on conflicting factors that negatively affect business; thus, this might be a welcome change. As a result, SOAR focuses on opportunities, whereas SWOT is motivated by competition. SOAR also includes accountability by addressing the metrics used to identify and measure results (Laird et al., 1990). As a result, SOAR may also be simpler to implement across an organisation. Bryne (2018) describes SWOT as a top-down management tool that a few people in the firm typically develop. In the opinion of Silbert (2007), if a business were to concentrate on the weaknesses and threats, this may cause a feeling of despondency within the organisation; they recommended the use of “Appreciative Inquiry to embrace the positive results of Aspirations and Results, as contained in a SOAR analysis”.
Thomas (2013) acknowledges that “negativity seems to be the normal state of the culture in many organisations and that few things bring out adverse reactions more than when policies are developed using a top-down approach, and implementation is forced”. A concept is that while completing a SWOT analysis, too much effort is spent on the negatives, resulting in a strong emphasis on the negativity within an organisation.
To overcome negativity, Avery (2008) advocates the use of positivism, transformational leadership, and empowerment. They recognised effectiveness, or the capacity to accomplish the intended outcome, as a basic need shared by all employees. 
Positive reinforcement and empowerment foster a common commitment to a cause and, eventually, overcome employee dissatisfaction.

In a crowded industry, a small company such as Park Vets has a continuous lookout for threats and vulnerabilities covered in the SWOT model. A strategic plan may not be complete without a threat analysis and a plan to address them. Growing and developing the company by utilising the SOAR model and the SWOT model can be viewed as progressive (Juneja, 2015). The SWOT analysis focuses on the company's strengths and weaknesses, whereas the SOAR study involves all levels and functional areas of the company. According to Cosby (2018) “the SOAR analysis focuses primarily on strengths, opportunities, and vision for the future. By extending further into future thinking, this analysis technique can be integrated into our strategic planning as a much more rigorous tool for the future”. 

SOAR analysis of Park Vets 
	Strengths

Highly qualified team members

Maximum capacity of patients

Strong team culture

30+ years vet practice in the community

Established reputation in local community

Efficient administration systems

Adapt quickly to changes in practice related to covid. 


	Aspirations

Improve relationship with clients

Develop the practice management system

Educating the community on animal welfare.

To be able to carry out consultations with clients within the building again. 



	Opportunities

New premises to grow and develop the Park Vets brand.

Hire graduate vets from university to grow team.


	Results

Consistently hitting targets

Business growth through acquisition of a larger building





External forces such as the covid pandemic have underlined the need of having a clear corporate vision and identifying when modifications are needed.
The current epidemic necessitated changes to prior SWOT analyses, which had concentrated on service improvement in response to a client focused strategy.  Current versions highlight the safety responsibility held for the clients, employees, and restrictions post covid.
Leadership teams discuss recognised weaknesses and threats in order to generate strategies to mitigate the threat. A more extensive analysis utilising PESTLE (Political, Economic, Social, Technological, Legal and Environmental factors) could be considered a powerful tool in identifying areas to focus strategic direction for the practice. 
As determined by Pathak (2020) "PESTLE analysis forms a much more comprehensive version of the SWOT analysis. This form of analysis is then compared with the company's internal strengths and weaknesses via a SWOT analysis. This aids in determining the future scope of action and in developing measures for strategic management." 
Bruin (2016) describes PESTLE analysis as a “framework of macro-environmental factors used in the environmental scanning component of external strategic analysis”.  
PESTLE is prominent in human resources, learning and development and organisational development, because it emphasises the need of considering the influence of external forces on various change initiatives. It may also expose the prospect of rising expenditures and necessitate the inclusion of further research into plans. (CIPD,2020).


PESTLE analysis of Park Vets 
	
	External Factors to consider
	Factors influencing the veterinary industry
	Importance to organisation

	Political
	The UK leaving the EU

	Brexit has made the recruitment of vets from the EU much more challenging therefore putting immense pressure on the veterinary surgeons already working within the practices due to a higher case load and additional stress. 
	High

	Economic
	Economic growth/decline
Inflation
Interest rates
Cost of living
Client spending habits
	The UK leaving the EU creates uncertainty within the UK business markets. 
COVID-19 pandemic has increased the requirement for veterinary services due to the drastic increase in pet ownership in lockdown (PMFA, 2020). 
	Medium



Medium

	Social
	Purchase trends
Pet owner’s financial habits 
Lifestyle factors: 
Career 
Work-life balance
Demographics of the population 
	Investment in market research is essential to identify a shift toward a more inclusive strategy.

The more recent generation of veterinary surgeons hold a higher regard to work-life balance than previous generations.  
	Low




Medium

	Environmental
	Limitations set by governing bodies.  
 Social responsibility in the workplace.
 Ethical sourcing Transportation Procurement Supply chain management
Future pandemics
	Clients that are ethical and ecologically sensitive are becoming more prevalent. 
Increase in drug costs and sourcing has pushed the price up of our medication. 
Supply-chain problems due to the primary focus on PPE garments
	Medium




Medium



Low

	Technology
	Automation Innovation Disruptive technologies social networking Upgrades Robotics 
AI Security
	The business's e-commerce side is undeveloped and underutilised.
Is our technology up to the task today and in the future? Preference for internet is a growing trend across older demographics, not simply 18–30-year-olds. How attractive is our internet presence is?

Customers' website usability. Smartphone-friendly online booking.
Confidentiality of data storage and consumer rights
Technology for analytics and predicting data must be improved.
The rise in cybercrime poses a threat to data security and operational stability. For example, a 'Ransomware' cyber-attack against the NHS.
	Medium






Medium




Low


Medium


Low

Medium

	Legal
	Employment law Common law Local labour law Health and safety regulations
	Wage rates and National - Every year, the minimum wage rises.
Out of Hour service requires the team to have contractual flexibility. 
	Medium


Medium







On completion of a PESTLE analysis, key findings identified a veterinary recruitment issue. The role has become challenging in practice primarily due to the economic, political and social aspects. The RCVS (Royal College of Veterinary Surgeons) confirms a "recruitment crisis" among veterinarians. The PESTLE analysis explores the reasoning behind the recruitment and retainment issue within Park Vets. Keir (2021) claims the reasoning behind the crisis is due to Brexit, the COVID pandemic, the lower number of graduates, and the work/life balance not meeting expectations in an ever-changing environment. Many professionals in this sector have stated that they would prefer not to return to their pre-COVID work patterns (Flexee, 2020). 
According to Pathak (2020), "PESTLE helps an organisation establish the external factors that could impact decisions made inside the organisation." It is critical to understand the impact these external events can have on the organisation to a better plan. They can devise methods to mitigate hazards while maximising possibilities.
A limitation of PESTLE is that situations can change drastically. For example, a political movement such as Brexit has limited the locum opportunities within the EU; therefore, fewer veterinarians are available to the source to fill in employment gaps (RCVS, 2017). According to Frue (2018) “Any shift can change the result of PESTLE analysis. Therefore, it makes it difficult to predict the future of the business. Which is the exact opposite of what PESTLE analysis is used for".  
Changes in macroenvironmental variables can have a direct influence on the veterinary business as well as other healthcare stakeholders. For example, macro-environmental factors can have an impact on the Porter Five Forces, which dictate strategy and the competitive landscape. (Hall, 2021). As a result, they can have an influence on a company's competitive edge or the overall profitability of the veterinary sector. 
With the results of the PESTLE highlighting the critical and urgent issue surrounding the veterinary role, Kotter's leading change would be an efficient way to address the current issues quickly. Alison (2016) explains that the "changing paradigm begins with creating a sense of urgency among members, building strong teams, and confronting systemic barriers within ourselves and our profession". Then, as short-term gains are realised, a renewed vision takes shape, accelerates, and ultimately forms new behaviours, resulting in a culture of personal and [image: Diagram

Description automatically generated]organisational well-being. 
The Kotter 8-step model is well-known because it provides a simple path for change management. Each step specifies precisely what must occur in order to keep a change project on track.(Warrilow, 2019)




 John Kotter's 8-step approach emphasises on the engagement that must be generated, particularly among the firm's leadership, in order for change to occur. It outlines eight steps for initiating, managing, and sustaining change. (Kotter, 1995). 

Kotter's 8-step change management model evolved from experience learned from both failed and successful change initiatives. Among the topics covered in these lessons were the following:
• A series of phases is required for successful transformation procedures. Unfortunately, they require time, and although skipping stages may shorten the process, it also increases the likelihood of project failure. 
• Critical mistakes may be devastating at any stage of transformation. (Kotter, 1995).  
As specified by Kotter (2007), “guiding a change (managing a change process) may be the most crucial test for the organisation's leader, especially resistance”. As a result, leading a shift is necessary yet difficult. Implementing change in an organisation involves a succession of phases, the right tools, and careful planning. Palmer (2009) stated how "changing organisations is as messy as it is exhilarating, as frustrating as it is satisfying, as muddling-through and creative a process as it is a rational one."
Kotters' model emphasises the significance of 'creating urgency' around the purpose and vision, as well as conveying it. Aligning it with the growth plan, overcoming organisational barriers, and developing motivating short-term "fast wins" that assist to build and anchor the organisational change. The benefit of Kotters' model is that it is more thorough and accounts for changes over time (Kotter, 1995).
Tahir (2019) considers the limitations of the Kotter model "even though it is prevalent, its management scientists also criticise it for its oversimplification". They also disagree to Kotter's emphasis on the acceptability of change rather than the basic process of change.

Conclusions 
To summarise, the biggest threat analysed within Park Vets is retaining and recruiting qualified vet surgeons, which is a vital aspect of running a veterinary practice. To focus on any other area of the business would not be beneficial when the most vital aspect of the business is in critical need of strategic planning and long-term sustainability. Park Vet’s aim to fulfil its strategic business objectives and acquire a competitive advantage over competitors is one of retaining essential people that are not easily replaced. Hence, investment of time and money to keep the essential employees rather than risk a loss of care and income due to a critical employee moving on is imperative. These findings suggest that the organisation should identify its essential employees, understand their needs in terms of work-life balance, family, education and prepare to meet these employee’s requirements continually. The organisation can lessen the probability of losing essential employees by taking such proactive measures.
Following John Kotter's process for leading change and overcoming resistance helps to eliminate the loss of critical employees. As a result, key employees should be assisted through organisational change, with leaders or managers looking at change strategies that help people come to terms with change and motivate them to execute change effectively, which is critical to retaining talent and mission-critical employees (Smith, 2019).
When applied to Veterinary practice, the model's limitations are that it is very inward-oriented and primarily characterises the internal elements that drive strategic behaviour change. Stakeholders and governing bodies such as the Royal Veterinary College of Veterinary Surgeons (RCVS) play a significant role in determining business. As a result, an extra PESTLE section (Weeks, 2020) to the model's edge to account for the reality that the veterinary industry is influenced heavily by political, economic, social, technological, legal, and environmental variables. 
Society is changing faster than the profession, and many of these developments have resulted in a growing gap between expectation and reality.
As claimed by Keir (2021) "we have a problem when 39% of UK vets are dissatisfied with their careers and are considering leaving the profession”. Herbst (2019) argues that we should change veterinarians' employment expectations since they are currently unrealistic. Likewise, we should manipulate vet school admissions to change graduates' expectations to match the realities of contemporary practice. Nevertheless, another option is faster, fairer, and more practical, even if it will be difficult for some to hear and implement. Furthermore, that is to alter reality, modernise the veterinary profession, and alter practice expectations to reflect the realities of the workplace and society.



Recommendations
Due to the imminent threat recruitment has on the industry John Cotter’s 8 step approach would have the most significant impact, principally creating a sense of urgency. The initial step would be to create a new strategic direction that allows Park Vets to acquire new veterinary professionals whilst facilitating the current professionals to develop a high job satisfaction.
Based on the findings from the SWOT, SOAR and PESTLE analysis the conclusion has been drawn that the practice needs to create a USP that will aid in the recruitment of new vets. 
Idea:
All veterinary practice's offer positions to newly graduated vets; however, it is highly competitive in the veterinary industry to acquire new graduates (Cross, 2019). 

The author recommends developing a long-term recruitment approach for vets by creating a unique scheme where graduate vets come to the area to work on a rotational scheme. Park Vets is just one of several companies under the Vet Partners umbrella. This provides an opportunity that can be seized by allowing newly qualified vets the opportunity to gain experience in different types of Veterinary practices whilst being supported and developed.

Proposal:
•	Each graduate will undertake a 12-week rotation in 4 locations across the region, including one hospital-based rotation, one rotation out of hours based and two rotations in the smaller 1st Opinion branches. 
•	Their time in practice will be in addition to existing staff or vacancies. They may be able in time to reduce and sometimes remove the requirement for locum cover and allow practice staff time to undertake other tasks to facilitate their access to a full caseload,
They will be supported in 4 ways:
•	Regional Graduate Mentor: act as line manager for all graduates on the rotation. This crucial part of the team will ensure the wellbeing of each team member (such as planning annual leave and ensuring 1-2-1 support is provided), facilitate case reviews and access to caseload whilst on rotation and regular social activities and local CPD.
•	Regional Graduate Rational Co-ordinator - responsible for the recruitment process, induction into each rotation and administration of rotation process.
•	Personal Mentors: Each new graduate will need a mentor who consistently supports them throughout the rotation year, ensuring they meet their PDP/GDP requirements and acting as personal contact to discuss any issues or concerns they may have outside of their placement. 
•	Clinical Mentor: Each rotation placement should supply one or more clinical mentors to guide them through their clinical development. 
•	After six months, each candidate will be able to apply for any vacancies in branches that they feel would suit the long term and remove themselves from the rotation scheme. If they remain for the full 12 months and are developing well, the management team will place them in existing vacancies.

The objectives 
•	Support and guide vet graduates when they start their professions, ensuring that they have the confidence and capacity to have a long-term career as a veterinarian.
· Provide consistency within the rotations. Giving the graduates a variety of experience to help promote confidence and passion.  
•	Accommodate time for reflection, with the support of the mentors to improve quality of work and self-assessment.  
•	To assist new graduates in gaining a knowledge of their skills as well as gaining experience and confidence in their positions.
• Offer a framework through a planned rotating strategy that will allow graduates to develop and bond with the practice. 

Considerations 

•	Evaluate any possible risks that may develop in the near or far future. These risks could include the job satisfaction of current employees. Creating and distributing surveys to current employees will gain valuable insight into focus areas. 
•	Addressing potential opportunities that Park Vets could capitalise. For example, if the vet, upon completion of the scheme, decides to take up a permanent position, this will tremendously strengthen the USP of the practice. 
Support will be required across all partners and stakeholders to take charge of a significant company transformation. 
• Identifying key change leaders and stakeholders within the organisation and enlisting their assistance in putting the vision into reality.
• Assess the leadership team's weak areas and compensate by incorporating a number of individuals from all departments and levels of the organisation. Having a diverse range of job roles and levels will help to spread the vision's power throughout the company's numerous jobs. Howarth (2021) states, "making the vision clear and understandable is critical to accomplishing the desired transformation." 
•	Connect the vision to everything in the workplace, from operations to company morale, and then connect everything back to the vision. 
•	Address employees' problems and anxieties openly and frankly.
•	Discuss progress whenever and wherever possible. Share success experiences from the change vision and be voiced by colleagues. 
•  Instil the company's core principles in every new graduate and during the onboarding process.
When implementing the new graduate scheme, Park Vets leadership should consider the ADKAR model of change, facilitating another inner layer to the concept. Prosci (2021) states that change necessitates awareness, desire, knowledge, ability, and reinforcement". 
To completely change the onboarding process of the new graduate vets will cause some unsettlement to begin with. Staff must go through a human process of becoming aware of the need to change. Genuinely desiring to change, finally being provided with the tools or information to change effectively. According to Paramitha (2020) In and of itself, an oversimplified model or framework can appear since individuals can still face hurdles to change and be influenced by a lack of resources, education, and time, all of which can affect the success of the behavioural change plan. 
An efficient strategic management approach should engage both employees and managers. Although management may take the lead in developing the company's vision and goals, front-line employees are more likely to have a genuine perspective of what they can accomplish and how. In addition, employees are more engaged when they set strategic objectives. Gartenstwin (2018) believes "employees who have a hand in defining strategic objectives can be more emotionally invested in working toward these goals since planning compels them to think critically about big-picture questions". Therefore, the proposed scheme should be discussed openly and positively amongst the whole team to drive morale and confirm that Park Vets is a forward-thinking and innovative practice.
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Appendices

Company overview

Park Vets is a veterinary practice owned by Vet Partners LTD and has three practices across South Wales. A hospital based in Cardiff and two branches in Pontypridd and Penarth. 
Park Vets provides routine veterinary care to a vast community of pets. The practice was acquired by VetPartners LTD in 2019. Across the three branches, the company currently employs three clinical directors, sixteen veterinarians, eighteen veterinary nurses, four trainee nurses, and eighteen administrative team members. 
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