
Making progress on 
our pet care strategy
To support delivery of 
our new strategy, we 
have defined what  
we consider to be the 
appropriate measures 
of success. 

We remain committed to 
generating shareholder value and 
financial returns, and therefore 
focus on three financial metrics 
which we believe will be the best 
measure of our performance. 
Alongside financial KPIs, we have 
also developed measures which 
are specific to each of our four 
strategic pillars and will ensure 
we can track delivery against  
our key objectives.

As we move through the year 
and continue to progress with 
our new strategy, we anticipate 
that these strategic KPIs will 
broaden to provide us even 
greater insight and ensure  
a disciplined approach. 

Key performance indicators

Customer sales1

What we are measuring
The growth in customer sales from 
across the Group year on year. This 
includes spend across all brands 
and includes the gross customer 
sales made by Joint Venture vet 
practices (rather than the fee 
income paid to Pets at Home).

Why is it important?
By growing customer sales across 
all parts of our business ahead of 
the market, we are able to gain 
market share. In particular, this 
means focusing on the sales made 
by First Opinion vet practices, 
which in turn increases Vet Group 
revenue via the fee income those 
sales generate.

Performance in 2019

£1,218.2m
+8.5%
Meaning we have taken share  
in all key areas of the market.

Future plans
We expect our strategic initiatives 
to deliver like-for-like1 growth 
ahead of the market across both 
the retail and veterinary segments.

Group underlying 
profit before tax1

What we are measuring 
The underlying profitability  
of the Group.

Why is it important?
By choosing to invest in the right 
areas across the Group, we are able 
to generate shareholder value by 
way of underlying profit growth.

Performance in 2019

£89.7m
+6.1%
Reflecting the strong performance  
of Retail and the actions we have 
taken in the Vet Group.

Future plans
Having successfully returned  
the Retail business to profit  
growth faster than expected,  
our focus for the year ahead will  
be on supporting First Opinion 
practices through their maturity 
lifecycle. This will generate 
underlying profit growth in  
the medium to long term.

Group underlying  
free cashflow1

What we are measuring 
The cash potentially available  
to return to shareholders after 
investing in the business.

Why is it important?
Delivering free cashflow allows 
us to invest in the business 
whilst returning a dividend 
to shareholders.

Performance in 2019

£63.6m
+14.0%
Allowing us to maintain the dividend 
whilst taking the right actions in the 
Vet Group.

Future plans
Releasing free cashflow from the 
First Opinion vet business remains 
our single biggest value creation 
opportunity. Our plans to 
recalibrate the First Opinion 
business alongside further profit 
growth in Retail, will allow Group 
underlying free cashflow to grow 
sustainably in the medium to 
long term.

Financial performance

1  Alternative Performance Measures (APMs)  
are defined and reconciled to IFRS information, 
where possible, on page 191.
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