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Sparkline Scorecard

Profit

Set your sights higher..-

by Greg Robinson

A recent survey commissioned by the Society of Practicing
Veterinary Surgeons (SPVS) highlights the issue of low
profitability levels experienced in many vet practices across
the UK. Thisis a subject that Sparkline Technologies CEO
and founder Greg Robinson addresses in this edition of
Insight. He argues that delivering improved profits is within
the grasp of all practices if they put steps in place to measure
the performance of the key business processes. We also talk
to practice owner and long-standing Vetsolutions customer
Simon Robinson about the benefits Sparkline has brought
to his clinic. Here, he shares some fascinating insights to

the different ways in which the software’s data is helping

to improve the profitability of his business.



Findings from the recent (and first) SPVS Profitability Survey certainly
raised eyebrows across the industry, not least in the corridors of the
British Veterinary Association. The BVA was quick to express its concern
and there’s little doubt that this was echoed in vet practices the length
and breadth of the country. So, what's all the fuss about? What we’re
talking about here is below average profitability - a problem that refuses
to disappear. The survey showed that over half of the respondents scored
‘below average’ or ‘poor’ on a net profit rating scale. More worryingly
than that, 15% claimed to return a loss. Based on responses from around
100 practices, ranging in turnover from £10m to less than £100,000 per
annum, this financial performance indicator is sufficiently conclusive to
warrant further scrutiny. It also reinforces the view that not only are many
practices underperforming when it comes to delivering profit, they remain
unclear why this is happening and are unable to address the problem.
This is a subject that Greg Robinson understands only too well.

Half of the respondents to the survey
scored below average or poor ona
net-profit rating scale.

“The results of this survey don’t surprise me at all - it's the same all over
the world. Most practice owners | talk to are candid enough to admit
that they are losing revenue and | don’t mean just from missed charges.
However, ask them how much and this is usually met with a shrug. They
don’t know the scale of the problem and, more particularly, how to solve
it. I'd be the first to agree that it’s not easy running a busy vet practice
and, yes, patient care is undoubtedly the number one priority. However,
if the business is not operating to its full potential then ultimately this will
have an adverse effect on the service provided to customers. You can’t
have one without the other.”

In previous issues of Insight, Greg has identified missed charges as
the Achilles’ heel of many vet practices and the recent furore over low
profits has thrown this into the spotlight once again.

“My initial dialogue with new clients always focuses on missed charges
- it's the low hanging fruit. By documenting every fee associated with a
specific treatment, with Sparkline we can identify where costs are not
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being charged. Setting up the practice management software correctly
means that charging is transformed from a laborious, error-prone
manual procedure to a one-step automated process and, in the context
of profitability, practice owners can see the results immediately as both
transaction values and overall practice revenue show notable increases
and this directly impacts the bottom line - positively so.”

Greg is quick to emphasise that missed charges represent the profit
that exists within every practice. This, he argues, is easy to fix and can
account for around 5% of lost revenue in a typical veterinary practice.
From this, it is possible to see immediate results and climb up the
profitability ladder rapidly. If one considers the various processes
undertaken a typical vet clinic, factors in the number of individual
treatments and fees associated with each one and then multiplies

this by client numbers, then the true extent of revenue loss and

gain attributed to missed charges is reflected.

It was the management guru Peter Drucker who famously said,
‘What’s measured improves’ and that maxim is central to Sparkline

in that it measures the effectiveness of the various processes that are
undertaken every day in practices nationwide. By comparing results
year-on-year, it allows owners and managers to see at a glance what’s
working and driving profits and where improvements need to be made.
There’s no guesswork involved, as Greg explains.

“The data analysis from Sparkline pinpoints strengths and weaknesses,
allowing practice owners to focus on what needs their immediate
attention. It also scrutinises results in various ways, for example on
a vet-by-vet basis, and this is important when one considers the
need to improve profitability. Let’s say we have a small independent
practice employing four vets and each one is responsible for their own
patient care and invoicing this to the client. Being able to measure the
consistency of that patient care gives practice owners valuable insight
to further opportunities within their business.

“The table below shows the different clinical aspects of the Primary
consultations alone, clearly broken down and displayed by each

vet. You can see there are significant variances across the team and
when you consider that the primary consultation is carried out in high
volumes, the inconsistencies in standards of care can result in

a serious loss of income.”

| ome  wil Fanl  Yeme
Primary Visits 5,825 6,106 1,453 1,202 1,643 1,506
\accinations 3,394 3,672 852 721 938 976
Avg Trans Value 54 56 56 55 58 48
Avg Trans Value vaccs visit 40 42 4 43 40 37
Cases per 100 Transactions 311 30.0 408 32.7 33.0 40.8
Revenue primary visits 313K 342K 81K 67K 95K 72K
% charged diagnostics 7.5 6.4 5.4 6.5 7.9 4.6
% charged laboratory 5.5 5.7 4.5 55 7.2 45
% charged parasite 24.8 27.6 281 24.6 295 26.8
% vaccs visit 58.3 60.1 58.6 60.0 57.1 64.8
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The SPVS Survey reveals that the industry is
facing serious economic challenges as many
practices struggle to achieve acceptable
levels of profitability. However, the picture is
not universally bleak and some vet businesses
regularly deliver net profits in excess of 30%.

If one remembers that the Survey’s
assessment of anything over 18% to be
‘excellent’, it begs the question - how do they
do it? Greg believes he has the answer.

“These high performing businesses have
several things in common. Firstly, they have
configured their software correctly, eliminated
missed charges and are invoicing correctly.
So, the basics are in place to deliver profit.
However, these top achievers do much more
than that. They send out reminders to existing
customers regularly and are proactive in
marketing the business to potential customers
via their website and, increasingly, by email.
They think ahead and have an intuitive grasp
of what’s going on in the practice.

Sparkline transforms
charging from a laborious,
error-prone manual
procedure to a one-step
automated process.

By comparingresults
Oona year-by-year basis,
itallows ownersto see
what's working and
driving profits and where
improvements need
tobe made.

“We have also found that the most profitable
practices are those that recognise and utilise
the skills and experience within the team and
create an environment which encourages
personal development. These practice
owners are good managers and delegate
responsibility, however they are the same
people who ensure their team understands
the economic realities of running a business,
set financial targets and measure results
against objectives.”

While Sparkline’s primary task is to measure

a clinic’s performance, it also helps to change
attitudes to practice management, allowing
owners to take control and focus on areas of
their business that are losing them revenue.
But as Greg points out, they must be prepared
to accept their failings and put things right.

“Customers need to engage with Sparkline
and respond to what it’s telling them. We can
halt lost revenue immediately by eliminating
missed charges, but to further increase profits,
owners must firstly identify where and how
they can grow their business - this cannot
be left to conjecture. Sparkline eliminates the
guesswork, providing the data they need to
prevent them losing money and drive profits
in the areas that show the greatest potential
for growth. | can give you examples of
customers who have doubled their net profit
overnight simply by fixing missed charges and
then proceeded to see further increases as
changes to process management - instigated
by our data - improved financial performance.
Believe me, low profits can be rectified.

Why settle for 15% when 30% is achievable?
Aim higher, | say.”
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