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2020 VBG Webinar
Dr Steve Pryor & Clinton Kay

The WHY and HOW of Vets Choice
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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
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AUSTRALIAN VETERINARY ASSOCIATION | NSU RAN CE

Australian households by current and prospective pet ownership

Non-owners
Not interested in pets
1.4 millions (15%)

Non-owners
Interested but not considering
1.7 millions (17%)

Non-owners
Considering getting a pet
639,000 (V%)

Non-owners
3.7 million (39%)

Pet-owners
Considering getting another pet
686,000 (V%)

Pet-owners
5.9 million (61%)

Pet-owners
Not interested in another pet
5.2 million (54%)
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Pet ownership Household Total owner Animals per Total pet
in Australia 2019 penetration (%) Households ('000) household (ave.) Animals (000)
Dogs 39.9 3,848.2 1.3 504.7
Cats 270 2,6024 14 3,766.6
Fish 1n.0 1,056.8 10.7 N,331.7
Birds 9.0 8679 6.4 5,569.4
Small mammals 2.7 2578 24 614.5
Reptiles 2.0 194.5 1.9 364.2
Other pets 2.0 194.8 9.2 1,785.3

Pet Owners

Non-Owners

A e
N <“‘ The Australian Pet market is a $13B industry
o
% 5 Australia is one of the highest pet owning countries globally
c, A3
;9
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Most popular breeds used to create designer dogs

5.7M of Australia’s 9.2M households own pets

Labrador Retriever

Maltese

Dogs continue to be the favoured pets with almost two  West it _
Cavalier King Charles Spaniel

thirds of pet owning households owning dogs over cats — Gotcn Retrever
there are an estimated 20-dogs in Australia for every 100 Jack:::i:.uifj)ood|eB"“derc°”‘e
people Chihuahua  Cottie Dog  Beagle
SR Cocker Spaniel
™ Shih Tzu

* Mixed breed dogs are now the most popular type of
dog in Australia, up from 40% in 2016 to 46% Most popular pure breed cats / breeds used to

create designer cats

* The Majority of cats in Australia are mixed breed — British Shorthair
1% e
Ragdoll

<5 CHo/

&« Co
[ ] o
% £
% QY

Scottish Fold Persian
Bengal BUrmese

Siamese
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Impact of pet ownership on life (%)

~ — :
71 17 8 2 1 1

Very Somewhat Neither positive Somewhat Very Not sure
positive positive nor negative negative negative

Likelihood to recommend getting a pet (%)

Detractors Passives Promoters

NPS Score
5 10 6 (+42%)

0-4 5-6 7 8 Mo 10 - Extremely likely Not sure

QF20. All things considered, how likely would you be to recommend getting a pet to a friend or family member who didn’t have one? Base: Pet
owners (n=1221).

Vets are part of the feel good industry!
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What is the main role your dog plays in your

household (%)

Member of the family
Companion

Security

Fun for the children
Working dog
Support animal/s
Ornamental

Other

QDI1. What is the main role [DOG] plays in your household? Base:

(n=1,013 dogs).

Australian Pets
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What is the main role your cat plays in your

household (%)

Member of the family
Companion

Fun for the children
Ornamental

Other

Support animal/s

QC10. What is the main role [CAT] plays in your household? Base:

(h=705 cats).



Pet Owners - Generational <
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Aged <40yrs Aged 40yrs+

Give them gifts for special occasions 40%
Bought or made them outfits / costumes 21%
Arranging playdates with other pets 19%
Calling or video calling them while away from home 13%
Actively participating in pet owner social media groups 10%
Throwing them a birthday party with other pets and people 10%
Opening a social media account for them 9%
Installing home monitoring cameras for them 9%
Wearing matching outfits / accessories with them 6%

QFI17 Have you ever done any of the following for your pet/s? Base: Pet owners (n=1221).

<« lllustrative of the changing attitude to pet ownership

33%
8%
1%
3%
5%
3%
2%
2%

1%
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Barriers to Pet Ownership

Factors influencing prospective pet ownership (%)

Responsibility

Price

Space

Ongoing cost

Exercising the pet regularly

Cleaning up after the pet

Ability to take on a holiday

Keeping them groomed

Damage to home

Strata laws / Body corporate requirements

Costs of boarding services

Other
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AUSTRALIAN VETERINARY ASSOCIATION
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. Prospective current owners

1
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. Prospective non-owners

Opportunity for education



Pet Expenditure

Total expenditure by category ($ billions)*

Faod

Viaterinary services
$526b

Pet healthcare products

Products or accessories

b Petinsurance

——— Clipping / grooming
=
c
o

= p Boarding / minding
3
o
| =

o ——P Training / behaviour / therapy
o
8

—— Alternative healthcare treatments

p Transport

Competitions / memberships
)
5

@ ¥ Walking
a8

Anything else
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$41b

39b

2016
m2019
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Expenditure With Vets
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Small
mammals
Owners
MNational total, 2019 ($m) $1.810 m 2672 m £25m $52m £35m
Change since 2016 (3m) + 54329 m -%51m -%4m +%7m + 16 m
Change since 2016 (%) +32% -7% -12% +15% +79%

Cat Owners Fish Owners Bird Owners

Reptiles
Owners
$15 m $2,616 m
+%6m + %414 m
+73% +19%

Small
mammals

Visited a vet in the past

year (%) 84% 68% 13% 27%
;;flsmgf;“ze for vet n=806 n=539 n=213 n=171
(o'\ S CH 0/0 Average household
N < spend among those who $546 £33N 2185 215
. ® visited the vet (%)
- w
- :
&
% )

Owners

Reptiles
Owners
A1% 28%
n=4z n=40
5324 $27
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AUSTRALIAN VETERINARY ASSOCIATION | NSU RAN CE

Reasons for visits to the vet, past 12 months (%)

57
I

56 56 W Dogs (n=850 W Cats (n=468)

24
16
1
10 7 g . - )
- - ‘3 LS 2 23 3 3 Percelved role of vets (%)
e B == ==

Check-up  Vaccination  lliness or Dentistry  De-sexing Surgary Pathology  ¥-ray and Hospital Other m 2016 (n=1243) w2019 (n=1,221)
imjury and laboratory  imaging im-patient
tests sarvices care 7 761 72 75
541
C 47
S LHo,
& Co
© @
= [7p)
% %
o QL‘I Treating them Keeping Preventative
@ when they are sick  pets healthy advice
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Pet Healthcare Expenditure

Source of majority of pet healthcare products (%)

Pat Super- Vet The Retail Phammacy Other
shop/ market internet/ store*
specialty onling

store

Items purchased online {(n=173)
Flea treatments

Worming treatments

Tick treatments

Dietary supplements

Other

MET

%

82%

76%

S59%

14%

5%

100%
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AUSTRALIAN VETERINARY ASSOCIATION | NSU RAN CE

Pet healthcare products such as flea treatments and
dietary supplements account for 11% of all on-going
spending by pet owners - representing an estimated
%1.4 billion in sales in 2019, on par with 2016 in
nominal terms.

The proportion of households buying the majority

of their pet healthcare products online has also
remained steady, at 14%. Online purchases arg
especially popular among pet owners who are Gen X
(18%) or Temale (17%). Consistent with previous years,
the most common online purchases in this category
were treatments for fleas, worms and ticks.

Meanwhile, Gen Z pet owners and those non-CALD
backgrounds are more likely than others to buy
healthcare products from the vet - at 35% and 26%,
respectively.
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Insurance items claimed within past 12 months (%)

Sources of information used for pet-related Issues (%)

Consultations

Vets 51

lliness

Search engines

Surgery

Pat shops /
Specialty stores

(]
%]

Ear / eye conditions

Family / Friends /
Meighbours

Laboratory and
diagnostic tests

o

Skin condition RSPCA / Animal shelters . 7
Animal shows on
Hospitalisations .
. telavision . -
Afterhours
emergency visits Breaders [
Gastrointestinal )
problems Books / Library g
Radiology Social media groups /

5]

forums
Cancer treatment

Vet / expert blogs or

2
2
2 websites
Tick paralysis h 5
l2 Crther

Other
Made no claims
50% of dog ownars Mone of the above

54% of cat owners

=}

mDogs (n=240)
W Cats (n=111)
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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

90% 1

80% -

Proportion of total pet insurance holders

10%

0% 1

60%

20% A

40%

30% ~

209 A

u Total Population B Has pet insurance

77.4%

Source: Roy Morgan
Single Source Australia
12 Months Ended

Employed Women Personal Paying off Partner and Aged 35-49 Generation X A/B Socio

income house children (Born 1961 - Economic M ad rCh 20 18
$50K+ PA 1975) Quintile



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
USS1.2B

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
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Reasons for not taking out insurance (%)

47 48 m Dogs (n=566) MW Cats (n=428)
44 44
20 18
8 8
2 2
|
Don't see It's too Hawven't Didn't Other
the value expensive looked into  know it was
it / Don't available

know much
about it

INSURANCE



The Australian Pet Industry

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%

<5 CHo/
® ®

RACQ/RACV PetPlan/Cover

N~

Hollards
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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

e PetPlan & Pet Cover policies are underwritten
by Mitsui Sumitomo Amlin

e PetSure policies are underwritten by Hollards

* Knose is underwritten by an agency on AWAC
paper

e Vets Choice is underwritten 100% by Guild
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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
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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

POWERED BY:

Guild

INSURANCE
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CASE STUDY - ELTHAM
VETERINARY PRACTICE

VETERINARY
PRACTICE

* First established 1974, 20 km Northeast of Melbourne CBD. Median House Price
Jan 2020: S950K

* EVP: 2009: Revenue: $1.2 Million. A.C.T: S166. Less than 30 insured Clients in total.

e 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
Q"\S CHO/O Partners/associates. Measurement?

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



CASE STUDY - ELTHAM
VETERINARY PRACTICE

Pet Health Care Record

ELTHAM
VETERINARY
PRACTICE
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Eltham Veterinary Practice $
Gift Certificate

e st ooy 1

(644 Main Rea:
www.ofhamwe!

Care

© 1. vaccination & health check

Swvce 1973 Eftham Veternary Practice has promded high
Guity veserinary care £ the ocal communty from the
correr Mount Pleazart and Main Roads. ¥
3nd expenenced votannary GUIEEONS and NUMSeS. we ofier
 furl range of family pet care srvces. We were even
AWACed the Best Veternary Prachios in Australa by the

4 ELTHAM
VETERINARY
R - i PRACTER

Austratian Vessrinary Associstion in 2011

nrer 0 e proseenoeas tarit cry e cees

11 Points to Perfect Puppy

Your Friendly Pet Care Experts

for their
quiet nature

O 4, Flea control

Even & fowr discomfont and even
Pigples yourg puspies
. Fieas are alko vory efficient al nfoet
mmcuum Hegathis Parvovius  Defwesn pots. SRR oy of nfosting
diser % Outdoors Meas coly breed in the summer, but ndoors
—-uu.;q-a.m'-umuﬁnmw Neas brwed al year round. There are many products
mumn-—u avallatia and s0me work better In dfferen
P creumstances.
mizn‘-«m Our recommencation:
14:10 woeks (C4)

muwnmh—mmm—.
and This wil ISCluGe an annuK bocser wRoSalion.

'w"ln.‘m
O | 2. Intestinal worm control :‘-’-au.mmwm--—-uny
2o toguar B v nicers QRNERIED MESE St s ey gou cloer. ELTHAM
. " VETERINARY
s on. Thare are fve ways 1o Lo,
foSows the schadude beow: Z
: S e Your Friendly Pet Care Experts
. U to 12 weaks: Three 10 four ines wih & B BCnas a fow 3mes 3 week. D"dAs Pryor & Gus Braniff
e vt 8 o s and Associates
R DR e
- ‘Older than 4 months: Every thiee months * S0 e B RN et com
B MRS s civtes now, whan TRAVA 9439 8650
There are many products on the market. YOut BUp N YOURD Ml Wil et used 10 e roution. fe =
recommmndaton
Cur recommoduton L
O  6.Diet

O 3. Heartworm control
Hoartworm & o kiler dsease Soread by moscunos,
heatworm dsease can te and

pupgy orly gets Iy to gr

expen

suctesshl
st on the market Inclusng caiy, montry snd annal

With
oet 000, you get what you pay for and Vet Essercas
perd pet food. Do

wm:t:ﬁ::mummmm mosls cnt the pup grows up. Umsaly, poseies recuire 2
for 12 macths. e

Our recommendstion ok puciiRuhdation:

(Type text]

644 Main Road Eltham. Ph: 5439 8650

www elthamyet.com.su
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CASE STU DY - ELTHAM ELTHAM

VETERINARY/

VETERINARY PRACTICE e

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

POWERED BY:

Guild

INSURANCE
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INSURANCE
ELTHAM
VETERINARY
PRACTICE

e AXEL DOGANGUM — 14 week old Doberman presented to emergency Centre
with acute vomiting.

e 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.

e VIOLET MOYLAN — 14 week old British Short Haired
presented to EVP acutely Lame Left fore after falling

off stairs.
Qés CHO/O& e Salter Harris Type IV Distal Humeral Fracture repaired
E = with K wires. Total cost: $2,800
z b
% QY




<5 CHo/
&« Can
® [ ]
sz =
% QY

ENDORSED BY:

The AVA & Guild — Vets Choice F AV

nnnnnn LIAN VETERINARY ASSOCIATION

POWERED BY:

Guild

INSURANCE

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
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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.

e 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

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