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In the toughest moments of 2020, our pets kept us 
company and brought us great comfort. Your support 
brought us comfort too – and kept our clinics open and 
there for those in need.

You mean the world to us – and to the nearly 1,000 pets 
and people we serve each day. 

With love and gratitude,



Philly’s Power Pack 
As our only clinic (for now!) outside of Texas, our Philadelphia location could 
have a harder time “feeling” like an Emancipet clinic – but nothing could 
be further from the truth. From a crackerjack branch manager in Jessie 
Familetti to an impressively devoted and friendly crew of technicians, 
our Philly team not only embodies Emancipet’s core values of optimism, 
excellence, and compassionate service, they’ve got a laser-like focus on our 
mission – seeing to it that everyone has access to veterinary care they can 
afford. The force behind that focus? The terrific trio of Lead Veterinarian Dr. 
Emily Volk and her colleagues Dr. Natalie David and Dr. Dallas Shim.

Dr. Volk is our Philly clinic’s longest serving staffer – having joined the team even before we opened our doors 
to the public in 2016. A proud Philadelphian, Dr. Volk’s super-power is her unshakeable belief that the work 
we’re doing will change the face of veterinary medicine – and her unwavering commitment to social change. It 
doesn’t hurt that she’s also a pro at training new staff – including people with no veterinary experience at all – 
making it possible for us to hire directly from the community we serve.

Dr. Natalie David is both our Dr. Fix-It on the Philly team and a true Core Values 
Crusader. If ever we come upon a hard case, she’s our go-to. And when it 
comes to excellence, Dr. David raises the bar – and she does it with both 
eyes on the prize, believing that by doing our job, we’ll not only improve the 
lives of the pets and people we serve directly, but that we’ll play our part in 
addressing inequity and making social change possible. 

Dr. Dallas Shim may have joined our team in mid-2020, but we can’t imagine 
life without her. Her experience as a surgeon and ER vet means she knows 
just where to send clients with issues we can’t treat and how to advise them 
on just what she thinks they’ll need. Client communication is her gift – Dr. Shim 
knows how to turn sometimes complicated and confusing veterinary jargon 
into understandable and useful language. She’s a perfect fit for another of the things 
we’re dedicated to – demystifying the world of veterinary medicine for our clients. 

Perhaps more than any of our clinics, the crew in Philly was hit earliest and hardest by the impacts of 
COVID-19. Yet despite restrictions on services and an extended stay-at-home order, the team managed to 
add a day of service and welcome nearly 18,000 client visits last year! Philly isn’t called the City of Love for 
nothing. Philadelphians love their city, their pets, and – no surprise to us – the incredible team that runs our 
Lawncrest clinic.

Showing (& Sewing!) Up
When we heard last March that we’d been deemed “essential” by the cities and 
states we serve, our team took that designation straight to heart. We also knew 
keeping our doors open would require flexibility, innovation, and even a little 
craftiness. Enter staffer Casey Carville. 

Who knew that Casey, then our Central Austin Branch Manager (now Senior Branch 
Manager overseeing our Central Austin, Pflugerville, and Killeen clinics), was also 
a sewing superstar? While we suspected early on that shortages of personal 
protective equipment meant keeping staff safe would require creativity, Casey 
kicked right into action. For a couple of days, sewing machine in tow, she turned 
her office into a mini mask-making factory. 

Casey sewed 25 masks for her team, allowing us to forgo using dozens of 
disposable masks – and doing our part so frontline healthcare providers could stay  

safe while treating COVID patients. 

“Protecting staff and putting a smile on their faces 
– and a mask over those smiles – was important 

from the very first day we had to change our 
protocols,” said Casey. “It was a little thing, but it 
was something I could do when things felt pretty 
uncertain.”

While she’s a pro at lots of things, for a few days 
last spring, Casey’s team was particularly grateful 

she knows her way around a bobbin 
and thread!

My Friends,
Throughout 2020, I frequently reflected on the importance of pets, especially 
during times of grief or anxiety. Thinking about my relationship with my own pets 
(Banjo, Angus, and Maddie) made it almost unbearable to think of anyone having 
to forgo their pets’ medical care, or worse, give up a pet, due to the financial 
strain of the pandemic. That’s why our goal for 2020 was to do everything in our 
power to keep our staff safe and our clinics open.
 
To do that, Emancipet staff masked up and gracefully adjusted to a litany of 

changes caused by the pandemic: supply chain shortages, ever-changing state and local mandates, and 
evolving safety protocols. They worked more days and longer hours to serve thousands of new clients who 
suddenly found themselves without work and in need of help. In 2020 alone we welcomed a record-breaking 
211,000 visits to our clinics and answered over 141,000 phone calls from people in need of affordable vet 
care. We expanded services in Philadelphia and Austin, opened a new clinic in Houston, and relocated to a 
larger clinic space in Pflugerville, Texas.   
 
The people who did all of this – our incredible staff – are the embodiment of our mission and core values. 
So, we are celebrating and highlighting them in this Impact Report. I hope you will see their heart and grit 
and compassion, because there is no better way to understand who we are as an organization. 
 
Of course, even with staff this inspiring, we could not have made it through last year – the toughest in our 
history – without YOU. I am so grateful for your support and friendship, now more than ever. 
 
Until we meet again, stay well and give your four-leggeds a treat from me. 

Amy Mills, Emancipet CEO

Healthy Pets & Happy People
Even a pandemic couldn’t stop the Emanci-crew – with your help – 
from reaching some impressive milestones.

A special shout-
out to our friends 
over at Kingsted! 
Last spring this 
Austin-based t-shirt 
company donated 
several hundred 
cloth masks to our 
staff. And when 
a generous donor 
wanted to help 
keep staff safe, they 
gave us a great 
deal on some nifty 
Emancipet logo’d 
masks! 

Volunteer-ific! 
Because our work relies on the expertise of licensed veterinarians 
and well-trained technicians, one of the things we can’t often 
do is provide opportunities for members of the community to 
volunteer. There is, though, one exception to that general rule. 
Well, not an exception so much as an exceptional person. 

Marty James, a retiree who happens to also be a trained 
veterinary technician, celebrated her 10th Emanci-iversary 
as a volunteer at our East Austin clinic in October of 2020. 
In the world of volunteers, Marty is a gift – someone with 
a specific skill set, a deep passion for what we do, and an 
unshakeable dedication to the people and pets she works 
alongside. 

Though we had to suspend volunteer work during the first part 
of the pandemic, Marty kept cheering us on at a safe distance, 
eager to get back to work. She’s a generous donor, both financially 
and of her time, and our East Austin efforts wouldn’t be the same 
without her. 

In the fall of 2019, we went all in – announcing our Bold Goal to 
see to it that everyone in the country has access to veterinary 
care they can afford by 2028. Our own access to care 
moonshot, if you will.

While 2020 threw some curveballs our way, it also made us 
even more determined. As the economic hardships caused by 
the pandemic continue to widen the gap between the cost of 
veterinary care and people’s ability to afford those costs, the 
need for affordable and accessible care is greater than ever.

As the only organization singularly focused on closing that 
gap, we’re adding services and hours at our existing clinics 
and exploring additional clinics while also sharing what we’ve 
learned and helping others bring low-cost services to their own 
communities.

We know it’s audacious, and we know we can’t do it alone – 
which is what makes having you on our side one of the keys to 
reaching the moon!

By 2028, 
everyone in 
the U.S. will 

have access to 
veterinary care 
they can afford

The quickest way to soften 
up a tough Philadelphian is 

to ask about their beloved 
pets.  Though this year has 
been hard, I am proud that 

Emancipet has been here 
for our clients and patients, 

keeping care accessible 
even when everything else 

was so uncertain. 
Dr. Emily Volk, Lead Veterinarian

Thanks to our incredible staff who’ve been resilient and unwavering and to you, our dedicated donors, for stepping 
up to support and strengthen the powerful bonds between pets and the people who love them.  

We’re bridging the gap BY INCREASING ACCESS TO VETERINARY CARE.                            

IMPACT REPORT 2020

Magnificent Monroe: 
A HECKUVA FIRST YEAR
On March 16, 2020, with little fanfare, no ribbon cutting, and 
a small crew of dedicated staff, Emancipet opened the doors 
of our second Houston clinic. It would only be 8 days before 
Harris County and the City of Houston closed thousands of 
businesses and issued a stay-at-home order in an effort to 
stop the spread of COVID-19. Not exactly an ideal time to 
open a new clinic. 

But . . . after more than a year of preparation – and with game-
changing support from Houston PetSet and PetSmart Charities 
– our team was determined to meet the moment and to serve 
underserved and low-income pet owners and the pets they love. 
Luckily, our designation as an essential service allowed us to continue 
providing those services – even if how we provide them has changed 
dramatically. Despite having to close our lobbies, shift to curbside service, adapt protocols to conserve 
personal protective equipment, and take additional measures to protect the health and safety of our clients 
and each other, in the first 9½ months, our tireless team performed over 4,000 spay/neuter surgeries and 
welcomed nearly 12,000 client visits to our clinic. 

After one full year of service, our Monroe clinic earned the distinction of the most 
successful first year any of our clinics have ever had!

Today that mighty crew of 9 – led by Vice President Angelita Sampaio, 
Branch Manager Louisa Ramirez, and Lead Veterinarian Dr. Adrian Knowles 
– welcomes more than 100 clients a day and serves within our organization 
as a model of resilience, determination, and profound dedication to 
the people and pets we serve. Three cheers to Houston Monroe – our 
“youngest” clinic, but one seasoned beyond its years by one heckuva start!

29
cities served by our
mobile clinics

157,982
Healthy Pet Visits

141,000
calls answered by our 
Resource Center (that’s 
30% more than 2019!)

One Resourceful Bunch
One of the key ingredients to Emancipet’s secret sauce is our 

“shared services” model. That’s just a jargony way of saying 
that we’ve centralized certain functions so our veterinary 
teams can focus on what they do best – serving pets 
and people in person. But those unseen teams – like 
HR, Finance, Quality Assurance, Fundraising – play 
key roles too. Among them, our Resource Center  (RC) 
stands out for the sheer volume of contact they have 

with people seeking access to care. 

A small but mighty team, RC staff members are the first 
point of contact for most of the pet owners in need who 

reach out to Emancipet. Via incoming and outgoing phone calls, 
email exchanges, and text messages, our team communicates with literally hundreds of 
thousands of pet owners each year. And they do it with caring, kindness, and a smile. 

As you might guess, loving pets is a prerequisite for working at Emancipet. Just as 
important? Loving people.  As an organization dedicated to increasing access to 
veterinary care, we’re out to touch, serve, and change the hearts and minds of people 
so that more pets get the care they need. By providing compassionate service and 
transformative experiences, we’re changing the world for pets and the people who 
love them. 

When you call Emancipet, the person on the other end (an RC specialist) is eager to 
help, dedicated to listening, and committed to answering your questions. Though they 
rarely see a client or patient in the flesh or in the fur, our RC staff touches the lives of 
more of each than any other team at Emancipet. 

201,476
the number of 
calls, inbound 
and outbound, 
our team 
handled in 2020! 

35% 
What do people 
call us about the 
most? About 35% 
of callers in 2020 
were looking 
to schedule a 
spay/neuter 
appointment.

20,500
the number 
of contacts an 
average full-
time RC staffer 
handles in 1 year!

45,348  
low-cost and free 
spay and neuter 

surgeries

548
low-cost dental cleanings 

3,082
lifesaving 
heartworm 
treatments

OUR 
Access to Care
MOONSHOT
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