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The WHY and HOW of Vets Choice 



• Introduction
• Speakers 
• Australian Pet Ownership
• Australian Pet Owners
• Pet Expenditure
• Pets & Vets
• Pet Insurance 
• Working with Pet Insurance
• The AVA & Guilds partnership 
• The Vets Choice Brand, Products and offering. 
• Q&A – Open Mike

Data Sources:
Roy Morgan Single Source Australia 12 
Months Ended March 2018
Animal Medicines Australia “Pets in Australia 
Survey” February 2019



Australian Pet Ownership 



The Australian Pet Industry 

The Australian Pet market is a $13B industry

Australia is one of the highest pet owning countries globally 



The Australian Pet Industry 

5.7M of Australia’s 9.2M households own pets 

Dogs continue to be the favoured pets with almost two 
thirds of pet owning households owning dogs over cats –
there are an estimated 20-dogs in Australia for every 100 
people

• Mixed breed dogs are now the most popular type of 
dog in Australia, up from 40% in 2016 to 46%

• The Majority of cats in Australia are mixed breed –
71%



Pet Ownership 

Vets are part of the feel good industry! 



Australian Pets 



Pet Owners - Generational 

Illustrative of the changing attitude to pet ownership



Barriers to Pet Ownership 

Opportunity for education 



Pet Expenditure  



Expenditure With Vets 



Reasons For Vet Visits 



Pet Healthcare Expenditure 



Pet Insurance 



The Australian Pet Insurance market 

In 2018 609,000 pet owners in Australia had pet insurance

It is estimated that 7.1% of dogs are insured in comparison to just 3.8% of cats

Profile of Pet Insurance customers in Australia 

Source: Roy Morgan 
Single Source Australia 
12 Months Ended 
March 2018



Pet Insurance Take Up

Australians now spend collectively $745 Million 
dollars on pet Insurance – the US pet insurance 
spend has doubled over the last 6-years to 
US$1.2B

Australian Pet Insurance premiums have 
increased 56% over the last 3-years

Nearly a quarter of pet owners have not looked 
into or were not aware of pet insurance 



The Australian Pet Industry 

The Australian Pet Insurance market is 
dominated by one provider –
It is estimated that Hollards, via their PetSure 
entity underwrite approximately 85-90% of pet 
insurance policies currently purchased

Vets Choice entered the market in June 2019 and 
was followed by the Allied World Backed Knose 
in July/August of last year also

• RACQ & RACV share a policy 
• PetPlan & Pet Cover policies are underwritten 

by Mitsui Sumitomo Amlin
• PetSure policies are underwritten by Hollards
• Knose is underwritten by an agency on AWAC 

paper 
• Vets Choice is underwritten 100% by Guild

Hollards PetSure entity underwrites 29 of 
the 35 pet insurance brands available to pet 
owners in Australia. 

PetPlan and PetCover have an estimated 8-
10% market share 

With RACQ and RQCV, Vets Choice and 
Knose sharing the remaining 2-5%

RACQ/RACV PetPlan/Cover Hollards



Promoting Pet Insurance  

• Promote the benefits of pet insurance 

• You are able to share features but not benefits of pet insurance policies – What does this 
mean?

• Factual statements about policies coverages not what they might mean to the customer.

• Have an insurance co-ordinator (Guru)
• Staff Training
• Educating Clients 
• Managing Expectations
• Employee Benefit
• PMS record of insurance
• Claiming
• FIO
• Denied Claims



Promoting Pet Insurance  

• Don’t recommend a specific product or insurer

• Don’t provide any product advice outside of stating the policy features 

• Don’t tell your customers that their pets condition is or would be covered or that 
their claim will be paid

• Don’t tell customers how much of their pets treatment will be able to be claimed 
back under their policy 

• Don’t provide advice as to whether one policy or coverage is best for a customer 
than another offering



CASE STUDY – ELTHAM 
VETERINARY PRACTICE 

• First established 1974, 20 km Northeast of Melbourne CBD. Median House Price 
Jan 2020: $950K 

• EVP: 2009: Revenue: $1.2 Million. A.C.T: $166. Less than 30 insured Clients in total.

• 2010 Insurance identified as a practice driver, Less talk about money

• Practice history of healthy pricing => segmented clients. Premium care benefit of 
insurance.

• Biggest driver from day one: Recommendation in consult room from Practice 
Partners/associates. Measurement?

• Extended puppy/kitten consults 10-12 week  with handouts, insurance brochure 
2014.



CASE STUDY – ELTHAM 
VETERINARY PRACTICE 



CASE STUDY – ELTHAM 
VETERINARY PRACTICE 

• Staff training from insurance providers 2014 then yearly.

• Free 4 week puppy/kitten cover - Staff input at reception see cases.

• Staff submitting insurance claims 2013, clients now rely on this

• Changing PMS to expedite claims 2018

• Involvement in setting up insurance for Guild 2019

• Guild Rooky Insurance.  Staff Training 2020

• 2019: Revenue $2.84M. A.C.T.: $220



Puppy/Kitten Insurance Cases

• AXEL  DOGANGUM – 14 week old Doberman presented to emergency Centre 
with acute vomiting.

• Referred back to EVP with suspected intestinal FB.
• Exploratory Laparotomy to remove stopper from chair leg obstructing SI
• Full recovery 48 hours. Total cost including Emergency centre: $3,900. 

• VIOLET MOYLAN – 14 week old British Short Haired 
presented to EVP acutely Lame Left fore after falling 
off stairs.

• Salter Harris Type IV Distal Humeral Fracture repaired 
with K wires. Total cost: $2,800



The AVA & Guild – Vets Choice 

• Built by Vets for vets and pet owners 

• Guild’s commitment to vets and the veterinary profession 

• Simple to understand and competitively priced products 

• Optional extensions to include Dental and Preventative Dental Cover

• No Co-insurance 

• No-exclusions 

• Cover for pre-existing conditions – not excluded

• Exclusive to vet partners free 28-day Kitten and puppy policy

We listened to the customer feedback, Choices recommendations and you 



Vets Choice and the AVA 

• 10% of the premiums from all policies sold, new and renewing for the life of the policies is 
paid to the AVA

• 8% of the premiums from pet owners who have been referred to us by partner vets is paid to 
the referring vet for the life of the policy, new policies and renewals 

• 5% of retained premiums is paid into a charitable pool. This pool is shared 50-50 with the AVA 
and Guild. Guild donates their 50% of this fund to their nominated charities – Lort Smith and 
Sydney Dogs and Cats. 

• The AVA’s 50% is paid to the Vets Benevolent Fund. 

• Vet practice staff are eligible for a 25% discount on their own Vets Choice Policies.

• Online claims lodgement for customers – no need for vet practice staff to do this

We are committed to increasing the take up pet insurance amongst your customers and in the 
promotion of responsible and proactive pet ownership. 




