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Agenda

A Background
A Goals and objectives
A Methodology
A Key findings

A How to apply research to build patient traffic in your
practice

3
Bayer Veterinary Care Usage Study

e N =) Bayer HealthCare
NCVEI ©2011 Bayer HealthCare -




Cristiano von Simson, DVM, MBA
Director, Veterinary Technical Services
Bayer HealthCare LLC, Animal Health Division

Veterinary Study Goals and Objectives

NNNNNNNNNNNNNNNNNNNN 4 .T:‘
V“I\‘".'“‘”cm‘”‘;'ssési: E@lﬁn& Ine. Bayer Veterinary Care Usage Study ?"EER Bayer HealthCare

©2011 Bayer HealthCare




Too Many Downward Trends
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Research Goals

A ldentify root causes for decline in patient visits

A Determine what, specifically, can be done to
reverse the trend

Gaden Bayer HealthCare
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Research Team

A Brakke Consulting
I Project design, management

A NCVEI

I Expertise in economics of veterinary medicine & practice
management

A Ipsos-Forward Research
I Field studies

A University Consultants
i KSU, SMU and TCU

A Bayer Marketing Research
I Project oversight
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Five-Stage Study

Step 2: Step 3: Step 4: Step 5:
S.tep 1 Qualitative Qualitative Quantitative Quantitative
Literature Research with Research with //Research with Research with
Review Veterinarians Pet Owners Pet Owners Veterinarians
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Why Visits Are Declining

Environmental Factors

Recession

~ragmentation of veterinary services
nternet Information

Client Factors
Donodot understand need
NnSti cker shocko
Feline resistance
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Veterinary Study Objectives

A Measure visit trends and impact at practice level
A Confirm findings of pet owner research

A Measure veterinarian use of and interest in
service concepts preferred by pet owners

A ldentify key drivers for visits and opportunities
for building patient traffic
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John Volk
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The Veterinary Study

NNNNNNNNNNNNNNNNNNNN % 11
VETERINARY ECONOMIC ISSUES H
Y CVEl ral sulting, Inc. Bayer Veterinary Care Usage Study

=sy=x) Bayer HealthCare
©2011 Bayer HealthCare =




Methodology

A Online survey using proprietary Ipsos-Forward
panel

A Fielded May 9-16, 2011

A 401 respondents
I Sample representative of practice owners

A Statistical margin of error N4.9% at
95% confidence level
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Patil ent Visits |

Net 17% report a decline
(Net Decrease 1 Net Increase)

34% 51%
Net Increase Net Decrease

All
Respondents
(n=401)

H Increased 10% or more HIncreased 1-9% M Stayed the same HDecreased 1-9% ® Decreased 10% or more L Don't know

Q28. Which of the following best describes the degree to which pet visits to your clinic have increased, decreased or stayed the same during the past 2 years?

Base: All respondents (n=401)
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... As Is Revenue for Many

Net 5% report an increase
(Net Decrease 1 Net Increase)

47% 42%
Net Increase Net Decrease

All
Respondents
(n=401)

HIncreased 5% or more  HIncreased 1-4% M Revenues were unchanged ®Decreased 1-4%  ®Decreased 5% or more

Q3. How did your practice's 2010 revenues compare with 2009 revenues?
Base: All respondents (n=401)
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Most Practices with Visit Increase
also Grew Revenue

2010 Revenues Compared to
2009 Revenues

88% among
47%  practices with visit

Increased
INCrease
Decreased 42%
Q3. How did your practice's 2010 revenues compare with 2009 revenues?
Base: All respondents (n=401)
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Many Open Appointments,
Some Staff Reductions

Appointments Filled

90+%
Staff Headcount Increased
0 . Decreased 20%
80-89% — 35% Relative to 27%
70-79%
Stayed the
60-69% 27% 206
50-59%
40-49%
Decreased
Veterinarian 10 Inoessed 3
30-39% %
0 Headcount
— 2% Relative t
20-29% elative 10
2 Years Ago
10-19%
Stayed the
same
Q10. During the first 3 months of 2011, approximately what percentage of your available client appointments were filled each week? 74%

Q8. Thinking back over the past two years, has your total employee headcount increased, decreased or stayed the same?
Base: All respondents (n=401)

Bayer HealthCare
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Driver Analysis

A Of the variables measured in this study, these
were the most consistently associated with
Increased visits

A Consider them foundational elements

I Not the only things you need to grow your practice,
but a very solid starting point
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Attributes Most Associated
with Increased Visits

A Seeing same veterinarian every time

A We l

| n S exams are one
val uab

es
| e serviceso

AidMarketing and advertisi
busi ness strategyo

A Active use of social media such as Facebook
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Attributes Most Associated
with Decreased Visits

Al Advertising under mi nes
veterinariano

A Lack of referral arrangements with other pet
service providers
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How Six Factors Impact
Practices
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1. Recession: Perceived Impact
on Local Economy

Significant negative
impact

Moderate negative impact 51%

Little to no negative

impact 15% 32% with an

increase in visits
saw little/no impact

Q4. To what extent did the recession impact your local economy?
Base: All respondents (n=401)
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Recession: Veterinarian Attitudes

Although a contributing factor, the
economy is only one of many important
issues faced by the veterinary
profession

In this economy, it is very challenging to
get my clients to bring their pets in for
routine examinations

When the economy r
business will return to normal

H Completely agree E Somewhat agree H Neither agree nor disagree M Somewhat disagree B Completely disagree
Q34. Please indicate the extent to which you agree or disagree with each of the following statements using the scale provided.

Base: All respondents (n=401)
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2. Fragmentation: More Competition
Mean: 15.3 Competing Clinics

Shelter vets,

Other Corporate Mobile Pet store | Specialty- | other low
independent|clinics (e.g.,| vaccination |clinics (e.g.,| referral |cost/limited
practices | VCA, NVA) clinics Banfield) clinics service
clinics
No. in trade 1.1 1.0 1.0 1.4 1.2
area
Increased 38% 23% 23% 24% 28% 32%
Stzy:rgéhe 56% 76% 74% 75% 71% 68%

Q5. Approximately how many of each of the following operate in your practice's trade area?
Qb5a. Please indicate if the number of each has increased, decreased or stayed the same in the last 5 years

Base: All respondents (n=401
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Some Level of Concern

Low cost/limited

: : , 20%
service veterinarye

Shelter veterinarians

Other independent
veterinary clinics

Mobile vaccination
clinics

Pet store veterinary - 20/
clinics (e.g. Banfield) 0

Corporate veterinary . 49
clinics (e.g., VCA,é 0

% Very Concerned

Speua[ty_-referral ] 104
clinics

Q6. Please indicate the degree to which you are concerned/unconcerned with competition from each of the following types of veterinary clinics.

Base: All respondents (n=401)
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Not All Are Highly Confident

| am confident in my ability to retain
my customers even in the face of
competition

My clinic doesn't need clients that are
only motivated by low price

B Completely agree ESomewhat agree  H Neither agree nor disagree @ Somewhat disagree B Completely disagree

Q34. Please indicate the extent to which you agree or disagree with each of the following statements using the scale provided.
Base: All respondents (n=401)
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3. Internet: Impact on Practice

| provide my clients with links to
online resources that | approve of

These days it seems the sick or
injured pets that | see should have
been brought in two or three days

earlier

The Internet has made it easier to
work with clients

| try to avoid providing pet owners
with too much information

Completely agree Somewhat agree Neither agree nor disagree Somewhat disagree Completely disagree

Q34. Please indicate the extent to which you agree or disagree with each of the following statements using the scale provided.

Base: All respondents (n=401)
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