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Emerging from the Covid crisis a stronger pet care business
 Taking market share across all channels


“In spite of the wide-ranging
impact of Covid-19, we ended
the year a far stronger pet care
business. I am incredibly grateful
for the tireless efforts of all our
colleagues and Partners across
the Group in the most
challenging of environments, and
look to the future with much
confidence”



Peter Pritchard
Group CEO

-

Estimated 3% increase in our share of addressable pet care market to 23%

-

2-year Retail LFL of 17.3%, 2-year omnichannel LFL of 119.0%

-

Step change in profitability and cashflow generation across First Opinion
veterinary practices

Record periods of new customer growth; step up in subscription
business increasing visibility and quality of our sales profile
-

Puppy and Kitten club members +61%; sign-ups during H2 doubling YOY

-

Number of VIPs +9% to 6.2m; those shopping across more than one channel
+10% YOY

-

Number of subscription customers +21% to >1.0 million; £90m in recurring
customer sales

Further strengthened our customer-centric pet care proposition
-

New ways to engage, serve and fulfil our customers across all channels

-

Broadened our digital pet care capabilities through the acquisition of The Vet
Connection, a long established veterinary telehealth provider



Doing the right thing for all our stakeholders: charities, colleagues,
customers, and suppliers



Demonstrable progress in our journey to become the best pet care
business in the world
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Acceleration in our underlying growth demonstrates the strength
of our omnichannel pet care model
 Group revenue growth of 7.9% to £1,142.8m with LFL growth of 8.7%
-



“The investments we made preCovid, together with the
adaptability of our operations
during the pandemic, have
supported a step up in our
underlying growth. Our robust
Balance Sheet and strong
liquidity enable us to accelerate
organic investment to drive
quality and profitable growth”
Mike Iddon
Group CFO



H2 LFL revenue growth of 12.4%, includes trading over an exceptionally strong
Q4 in the prior year; 2-year Group revenue LFL of 17.0%

Retail LFL revenue growth of 8.8%; H2 LFL growth of 11.9%
-

Retail revenue reached £1bn for the first time despite Covid-related restrictions

-

Omnichannel revenue growth of 71.7%; 15.8% participation of Retail revenue

Vet Group LFL revenue growth of 7.9% or 13.2% on a 2-year basis;
LFL customer sales across all First Opinion practices +9.5%
-

H2 LFL customer sales growth +19.1%; H2 LFL Joint Venture fee income
+17.6%

-

Number of loss-making practices more than halved YoY



Group underlying PBT -6.4% to £87.5m post adverse £30m Covid
impact; H2 PBT growth of 22.0% after normalising the timing of
business rates payment



Group underlying free cash flow of £67.4m, reflecting strong cash
generation and a material increase in profitability from First Opinion



Robust Balance Sheet and strong liquidity
-



Pre-IFRS16 net cash £1.4m and leverage 0.0x; post-IFRS16 net debt
£408.3m and leverage 1.9x; total liquidity of £248.8m

+10% increase in final dividend to 5.5p, and 8.0p for the full year

FY21 Prelim Results
May 2021

Pets at Home Group Plc

A step change in our journey to become the best pet care
business in the world


“As the UK’s leading
omnichannel pet care provider,
we are well placed to capitalise
on the opportunities that growth
in pet ownership brings. As we
continue our transformational
journey, there remains plenty to
strive for and achieve, and we
will remain both focused and
agile in our determination to
succeed”
Peter Pritchard
Group CEO



Covid-19 has strengthened the outlook for growth across the UK pet
care market
-

An estimated 8% growth in UK pet ownership has increased the future annual
underlying growth rate of our addressable market by approximately +100bps
to c4.5%

-

This provides a supportive backdrop to the £600m customer revenue
opportunity we see across our business over the medium term

We are uniquely placed to capitalise on this:
-

Continuing to invest in our infrastructure and store regeneration to provide
best-in-class customer service and convenience

-

Leveraging our extensive and unique dataset to increase customer lifetime
value and enhance the quality and visibility of our earnings through Pet Care
Plans

-

Further digitising our business through a transformational initiative to create a
seamless pet care experience across our retail, grooming and veterinary
operations

-

Our Balance sheet and liquidity enable us to make the right organic and
inorganic investments to prioritise growth opportunities across our business



“Polestar”: Our £20m investment to create a unique and differentiated
proprietary digital interface; we believe it will be the first of its kind in
the UK pet care market, providing significant competitive advantage



The outcome: quality and profitable growth over the medium term,
delivered responsibly
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Improved growth outlook across the
UK pet care market
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The Covid crisis has strengthened the outlook for growth
across the UK pet care market
External indicators

Internal indicators

Covid-19 has accelerated underlying market trends

We have seen an uplift over and above market growth
Puppy & Kitten (P&K) Product Range Sales

11% of households bought a
pet in 2020

+61%

P&K Clubs Members

Source: PFMA

YoY

9% of households have a new
pet at home as a result of
Covid

+28%
YoY

Source: McKinsey

8% growth in new dog
registrations
Source: Kennel Club

More than 3m UK households
have bought a pet during the
pandemic
Source: Financial Times

FY19

FY20

FY21

Our analysis suggests a c8% increase in the overall number of pets over the past year – a
good proxy for elevated market growth over the long term
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We have consistently grown our share of this large and resilient
market, transforming into a complete pet care business
Pets at Home Group customer revenue

FY16-21
Market
PaH
CAGR1
CAGR

c£1.4bn

c£0.9bn

Grooming

(1)%

10%

Omnichannel

16%

59%

First Opinion Vets

3%

10%

Stores

1%

5%

3%

9%

Total

FY21

Group Customer
Revenue2

+11%
Active VIP
Customers

+9%
Puppy & Kitten
Club Members

FY16

FY21

Subscription revenue

£9m

£90m

Share of UK pet care
market

17%

23%

Share of FO vet market

13%

18%

Share of online pet
market

3%

17%

1.
2.

+61%
Pet Care Plan
Subscriptions

+21%

Pets at Home internal estimates based on compilation of third party UK market reports.
In H2 FY21; full year FY21 Group Customer Revenue +8%.

Strategic repositioning from a pet shop to an omnichannel pet care provider
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Our market share accelerated across all channels over the past
year
Market dynamics
 UK pet care market
estimated at £6.2bn* in
2020
 Growing pet population
including cats and dogs
 Continued humanisation
and premiumisation
 Online penetration of pet
products c22%; our
share at c17%, +200bps
over the past year
 Increasing spend per
pet and pet insurance
penetration

Pets at Home share of UK pet care market in CY2020
50%
45%
40%
35%
30%
25%
20%
15%
10%
5%
0%

c45%

Total share of PaH addressable pet
care market c23%

c19%

c18%

Food

Accessories

Veterinary

2020 market
size

£2.9bn

£0.9bn

£2.1bn

2020 market
growth

c4%

c4%

c(2)%

c12%

c13%

c8%

2020 PaH
growth

Source: Pets at Home and UK pet market reports
Note: Food and accessories market data includes online spend. Food market contains Advanced Nutrition segment. Veterinary market includes First Opinion
* UK pet care market includes Food, Accessories, First Opinion Veterinary and Grooming

Our share across our market segments increased approximately +3% in 2020
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Our £600m customer revenue opportunity

Group Customer Revenue*

Maintaining our
share in a
growing market
c23%
Market
Share**

c20%
Market
Share

Taking market share (c45% of growth)

(c55% of
growth)

£1.4bn




FY20

Grew c3x rate
of First Opinion
segment during
FY16-21
Model remains
differentiated vs
competition

Stores and
Grooming

Omnichannel

First
Opinion
Vets

+8%

£1.3bn

+£600m
Customer
Revenue



Grew c3x rate of
online segment
during FY16-21



Transformational
digital initiative
“Polestar”

FY21



Leveraging our
data-led insights



Continued
investment in
store
transformation

Medium term

Maintaining our share in a
growing market

Assuming sustained market growth of c4.5% CAGR over the medium term, driven by an increased pet population and ongoing
premiumisation and humanisation trends, and we maintain our current market share

Taking market share

We will continue to take market share, particularly within Vets and online through investing in our digital agenda and driving the maturity
of our First Opinion practices, as well as continuing to introduce our VIP club members to our entire pet care ecosystem

* Includes the sales made by our First Opinion Joint Venture practices. ** excludes Specialist Referral Hospitals, which we disposed of in December 2020
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Our unique omnichannel backbone supports growth levels
consistently ahead of the underlying market


Our pet care centres bring the customer
pet experience to life



Our online operations integrate our
physical and digital channels to maximise
convenience and flexibility



Our unique veterinary model is a clear
strategic differentiator and plays an
integral role in our pet care ecosystem



Our growing analytics capability is
providing the data-led insights to underpin
future value creation



Our Pet Care Plans have a compelling
runway for growth



Our Puppy & Kitten club helps to extend
our lifetime value opportunity

We are the leading omnichannel pet care provider in the UK
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Our pet care centres bring the customer pet experience to life


Well-invested, localised
community hubs for pet
owners and pets



All-in-one convenientlylocated formats across
the UK; product,
grooming, veterinary
services and expert
advice



One hour Click &
Collect picked from
store



Localised DCs with
same day deliver to
home from store in
future



Experiential-rich, multiuse event space

Our next generation format has been rolled out across 23
locations

Smaller format successfully introduced this year with potential
for an additional c20 units within Greater London

Camden

Putney

Store transformation programme to re-start in FY22
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Our online operations integrate our physical and digital channels
to maximise convenience and flexibility




Piloting ‘Go In Store’
service to digitally
connect customers
and store colleagues
in real time



Home delivery of
veterinary Licensed
Medicines





15.8% of Retail
revenues in FY21

Nationwide store footprint as
cost efficient, localised
distribution network
Rollout of One Hour
Click & Collect; Ship
to home from store
(in future)







Remote 24/7 vet
consults supported
by recent
acquisition of The
Vet Connection

Call and Deliver to
Car launched in
year

Consolidating legacy
infrastructure into
single, modern future
focused platform

* Proportion of all omnichannel revenues in FY21

Investing in physical and digital assets to put the customer in charge of their pet care experience
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Our unique veterinary model is a clear strategic differentiator
and plays an integral role in our pet care ecosystem
Favourable market dynamics

A differentiated business model



Increasing pet ownership and breed diversity





Increasing longevity of pets and advances in
veterinary care

Largest branded joint venture veterinary business in
the UK





Increasing humanisation and insurance
penetration underpins propensity to spend

JV partners incentivised to provide the very best pet
care



PaH provides business support while JVP retains
clinical freedom and operational independence

18%

441

Share of UK veterinary market

Practices nationwide

Playing a valuable role in overall pet
ecosystem

Estate maturity underpins future
growth


Less than ⅓ of practices are fully mature (10+
years old)



Increased engagement with other areas of the
business



Strong customer revenue growth with a relatively
fixed cost base leads to profit margin expansion



Customers who shop multiple channels are up to 9x
more valuable than store only shoppers



Highly cash generative, with significant FCF
opportunity from existing practices upon maturity



Nature of client-vet relationship provides opportunity
to foster loyalty and long-term ‘sticky’ revenues

£60m
FCF from existing practices upon maturity

9x
Spend of customer who shops all channels vs store only
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The Vet Connection broadens our digital capability in trusted
advice and pet care solutions
Details:
In November 2020 Pets at Home acquired The Vet
Connection, a long established independent veterinary
telehealth provider, for cash consideration of £15m
Rationale:


Underlying demand for remote veterinary care seeing strong growth



Established and successful track record



In-house veterinary team, scalable proprietary clinical protocols and robust platform



Increases digital capabilities around trusted advice and provision of convenient pet care solutions



Built into our newest Pet Care Plan, “Complete Care Junior”, with scope to further incorporate offering into
existing suite of product, services and subscriptions to drive customer acquisition, retention and lifetime value



“Win-win”: balancing the need for 24/7 access to trusted advice from the comfort of home with increased
flexibility around veterinary work-life balance

Broadening our ecosystem to make pet care as convenient and flexible as possible across
all channels
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Leveraging our data to increase
customer lifetime value and annuitylike income
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Moving customers across our pet care ecosystem generates
significant incremental value
26% of all VIPs use our stores and at least one additional channel; an increase of 10% YOY
The proportion of VIPs engaged
across all three elements is
greater in recent cohorts, driven
by success of Puppy Club

£1,000

£800

£600

Growth in customer numbers YoY
Retail spend
Vet spend
Grooming spend

£400

Customers who
channel shift
spend more
overall

£200
+3%

+32%

+30%

+2%

Store customer

Omnichannel customer
(store + online)

Omnichannel + vet
customer

Omnichannel + vet +
grooming customer

£0

Increasing spend and shopping frequency
Based on Gross Customer Sales, inclusive of all sales made by First Opinion practices and VAT.
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Our growing analytics capability is providing the data-led
insights to underpin future value creation
Our customer lifetime value model



Lifetime value approach to customer acquisition
and engagement



Single, Group-wide view of customer, pet and
household



Identify propensity to shop specific products and
services based on demographic and location
profiling – ‘customer DNA’



Optimise audience selection and improve activity
levels



Personalise content, services and offers at key
junctures in the customer journey



Timely learning loop to drive responsive CRM
activity across all channels



Anticipate and identify likely churners and enable
targeted interventions

Customer: Mr X
Mr X’s DNA
Mrs X

Early results are encouraging
Spend uplift vs control group following
specific mailer in targeted Grooming
campaign in March 2021

c50%

Percentage of respondents to a
reactivation campaign who spent
again outside of the offer

c50%
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While the benefits flowing from our data will only increase, the
impact on customer spend is already evident
2014

2015

2016

2017

2018

2019

2020

2021

2014

2015

+15% growth in
year 1 spend

2016

2017

2018

2019

2020



A growing base of active, loyal
VIP customers



The amount VIPs spend in their
first year is increasing
sequentially



Most recent VIP cohort is
demonstrating highest first year
spend to date (+15%)



VIP customer cumulative spend
across first three years has
increased by 11% since 2016

2021

The above graph shows the ACV of customer cohorts across the last 8 financial year. Each coloured
segment on the graph represents a customer cohort. Customers cohorts have been segmented by the year
they joined the VIP Scheme.

Average lifespan of a dog or cat is 12-15 years with customer spend typically following a
barbell distribution – the “smile of spend”

19

FY21 Prelim Results
FY21 Prelim Results
May 2021
May 2021

Pets at Home Group Plc

Our Pet Care Plans help to increase our share of customer
wallet and annuity-like income….
Proportion of Licensed Medicine revenue
on subscription
85% Revenue
CAGR

Pet Care Plans deepen the customer
relationship and improve earnings quality


Pet Care Plans are key to driving quality growth
– increasing spend and loyalty drive recurring
income and share of wallet



We operate in market segments that lend
themselves to subscription packages



Unique ability to leverage data, insight and
omnichannel capability to consolidate our
breadth of products and services across all
channels

59%
17%

2017
2017

2018
2021

Proportion of Advanced Nutrition dry dog
food online revenue on subscription

-

119% Revenue
CAGR
24%
9%

2019
2019

2020
2021



Convenient
Personalised
Affordable

A single, multi-faceted plan to optimise value
and convenience for pet owners across all life
stages of pet ownership – in a way that
competitors cannot emulate
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….and have a compelling runway for growth
Our Pet Care Plans saw strong growth over
the last 12 months

VIPs signed up to a Pet Care Plan
17%

# of Customers on
a Pet Care Plan

1.0m
21% Growth YOY

6.2m

UK cats & dogs signed up to Flea & Worm
subscription
c1%

0.2m

P1 P2 P3 P4 P5 P6FY21
P7 P8 P9 P10P11P12P13

Our veterinary Healthplans help drive
customer frequency, spend and retention

c25m

Vet clients signed up to a Healthplan
35%

0.8m

 2x number of visits vs non-Healthplan clients*
 Average 45% spend premium per annum
 12% increase in retention

2.3m

VIPs shopping across more than one
channel
26%

* Compares dog owner with a subscription plan with a veterinary client without a plan

1.6m

6.2m
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Our Puppy & Kitten club helps to increase the lifetime value
opportunity across our business
Puppy and Kitten signs ups as a proportion
of all cats and dogs registered with us each
year
96% CAGR
25%

35%



New pet is a significant opportunity to acquire
new customers and increase lifetime value



Club members generate an inferred 50% profit
premium over 5 years and have a lower churn
than inferred puppy and kitten owners outside
the club



We can utilise our insights on existing members
to identify prospects amongst existing VIPs and
attract new customers to the Group



Our new, bespoke subscription “Complete Care
Junior” will leverage our veterinary services
through a tailored, continuous care plan based
on life stage needs and including our 24-hour
veterinary helpline

25%

2019

2020

2021

Puppy and Kitten club members spend
more than those outside the club

1.7x

1.6x

1.6x

Yr 2

Yr 3

Yr 4

1.3x

Yr 1

Strong growth in Puppy and Kitten club
members improves the age cohort of pets,
increasing our lifetime value opportunity

Spend uplift: club member vs non-member

1.4x

Yr 5
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Project Polestar: digital transformation
of our pet care experience
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“Polestar”: Our £20m transformational digital initiative to create
a seamless customer pet care experience
Channel centric

Pet owner centric

“Polestar”



Siloed brands and service
propositions



New e-commerce
subscriptions engine

and



Connected ecosystem of
products and services



Distinct customer journeys



New Product and Content
Management systems



Seamless, integrated and
consistently joined-up
journeys



Single product or service



New app and Customer
Identity solution



Multi-faceted solutions to
build lifelong relationships



Generic interactions



Personalised,
conversations



E-commerce engine



Pet Care Platform

From





April 2021

New joined-up pet care
digital experiences
Greater control through
upgraded
digital
and
Group IT capability (c100strong team)

To

pet-specific

Multiple enhancements across distinct phases over the next 18 months
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“Polestar”: Our £20m transformational digital initiative to
create a seamless customer pet care experience
Pet Life Dashboard and
Message Hub to conveniently
access and manage all aspects
of pet care

One way to sign up and manage
a Pet Care Plan across Vets,
Pets and digital touch points

Proactive guidance and support
– trusted, personalised advice
based on predictive analytics
and pet specific preferences

One App approach holistically
combining the best of Pets, Vets,
VIP and Grooming

Anytime,
Anywhere,
Any Way

First Pet Checklist, personal
shopping appointment and First
Shop Tool, tailored by type and
breed

One way to register and sign in
across all touch points

One way to book and manage
appointments across Vets, Pets
and Grooming

A wide variety of securely stored
and flexible payment, collection
and delivery options, including
same day delivery

Creating a unique and differentiated, proprietary digital interface to join together our
ecosystem of products and services across all channels
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Responsible, quality and profitable
growth
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We are uniquely positioned to achieve long-term sustainable
growth
Favourable market
dynamics

Scalable omnichannel
model

Unique Joint Venture
veterinary model

Unique and extensive
pet dataset

 Large, growing and
resilient market

 Sustainable retail offering
across 452 stores

 Proprietary data on 6.2m
loyal customers

 Clear structural tailwinds
including pet
humanisation and
premiumisation

 Economically-resilient
grooming and veterinary
services

 Largest branded
veterinary business in
UK

 23% market share with
headroom in high growth
segments

 Client-vet relationship
fosters loyalty and longterm “sticky” revenues

 Algorithmicallygenerated targeting,
personalisation and
retention

 Highly cash generative
with £60m annual free
cash flow opportunity

 Customers who shop
across all channels
spend up to 9x more

Financial strength and
resilience

Doing good as part of
our purpose

 85% of colleagues are
pet parents

 Good liquidity of £249m

 Extensive pet-specific
training across store
colleagues

 Strong cash conversion

 By 2030 positively impact
the life of every pet in the
UK

 Building strong
omnichannel platform
with best-in-class
fulfilment
 Digital pet care services

Unique digital
experience
 £20m investment in
transformational digital
initiative
 Integrate retail, grooming
and veterinary services
into single proprietary
digital interface

Trusted expert advice

 5% growth in store
revenue per colleague
hour
 3% growth in customer
NPS

 Low leverage of 0.0x
 Progressive ordinary
dividend for shareholders

 By 2030 enhance the
lives of one million
people through our
shared love of pets
 By 2040 become net
zero
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Maintaining our focus on corporate social responsibility
Our Better World Pledge
Purpose

For a better life together: Creating a better world for pets and the people who love them

Vision
Pillars
3 Goals

20
Actions

10 Initial
Targets

To become the most responsible pet care business in the world

Pets

People

By 2030 positively impact the life
of every pet in the UK

By 2030 enhance the lives of one million
people through our shared love of pets

Planet
By 2040 become net zero

20 actions that we will be taking over the course of our strategy to deliver our goals

 By 2025 set the standards for the
safety and quality of pet care

 By 2025 be the leading employer of
pet care experts

 By 2025 be leading the way in
sustainable pet care products

 By 2030 increase the impact of
grants, donations and skill sharing to
the rescue sector

 By 2025 create opportunities for
5,000 people who face barriers to
employment to experience work with
us

 By 2030 maximise the value of our
waste by adopting circular economy
principles

 By 2030 educate 2m children in
responsible pet ownership
 By 2030 improve the health of the
nations pets by focussing on nutrition
and health plans

 By 2030 increase the number and
diversity of people who can benefit
from time with pets

 By 2030 become net zero carbon
operationally (scope 1 & 2) and by
2040 aim to have a net zero carbon
value chain (scope 3) using a
science based initiative approved
methodology
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Generating quality, profitable growth

Our Guiding Principles

To grow our
sales faster
than the
market

To deliver
growing cash
returns to our
shareholders

To Deliver
Quality,
Profitable
Growth

To grow our
profit faster
than our
sales

To invest to
grow. We
save to
invest

Customer
Revenue Growth
FY21 onwards

Long Term
Operating
Margin

EPS Growth
FY21 onwards

Market leading

Accretive

Progressive

 Robust end market
growth

 Competitive
pricing maintained

 No planned
increase in share
count

 Headroom in high
growth subsegments –
veterinary, online,
subscriptions

 Tangible cost
efficiencies
embedded in our
plan – e.g. GNFR,
rents

 Reflects higher
corporation tax
rate in 2023

 Strong track record
of share gain

 Stable margin in
Retail, with
expansion in the
Vet Group

 Reflects current
policy on
business rates
and online sales
tax
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Our capital allocation priorities
Normal operating range of leverage: Up to 1.5x Net Debt/Ebitda or 3.5x adjusted Net Debt/Ebitdar
1

2

3

4

Organic business
investment to drive quality
and profitable growth

Provide a progressive
dividend to shareholders

Value-accretive
opportunities, including
M&A

Return surplus free cash
flow to shareholders

 Strategically aligned to
expanding our ecosystem in
core and adjacent markets

 Post all other identified and
anticipated uses for capital,
including ordinary dividend

 Disciplined ROIC hurdle
rates and investment
appraisal

 Agnostic between Special
Dividends & Buybacks

 Continued investment at
attractive returns

 Regular, growing,
sustainable cash returns

 Digital capability

 Maintained at least in line
with prior year

 Physical capacity
 Store regeneration

 Payout approximate to 50%
of earnings per share

 Methodology dependent on
share price and quantum,
shareholder views
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Acceleration in our underlying growth demonstrates the strength
of our omnichannel pet care model
 Group revenue growth of 7.9% to £1,142.8m with LFL growth of 8.7%
-



“The investments we made preCovid, together with the
adaptability of our operations
during the pandemic, have
supported a step up in our
underlying growth. Our robust
Balance Sheet and strong
liquidity enable us to accelerate
organic investment to drive
quality and profitable growth”
Mike Iddon
Group CFO



H2 LFL revenue growth of 12.4%, includes trading over an exceptionally strong
Q4 in the prior year; 2-year Group revenue LFL of 17.0%

Retail LFL revenue growth of 8.8%; H2 LFL growth of 11.9%
-

Retail revenue reached £1bn for the first time despite Covid-related restrictions

-

Omnichannel revenue growth of 71.7%; 15.8% participation of Retail revenue

Vet Group LFL revenue growth of 7.9% or 13.2% on a 2-year basis;
LFL customer sales across all First Opinion practices +9.5%
-

H2 LFL customer sales growth +19.1%; H2 LFL Joint Venture fee income
+17.6%

-

Number of loss-making practices more than halved YoY



Group underlying PBT -6.4% to £87.5m post adverse £30m Covid
impact; H2 PBT growth of 22.0% after normalising the timing of
business rates payment



Group underlying free cash flow of £67.4m, reflecting strong cash
generation and a material increase in profitability from First Opinion



Robust Balance Sheet and strong liquidity
-



Pre-IFRS16 net cash £1.4m and leverage 0.0x; post-IFRS16 net debt
£408.3m and leverage 1.9x; total liquidity of £248.8m

+10% increase in final dividend to 5.5p, and 8.0p for the full year
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We have seen good revenue growth in Retail, with Vet Group
revenues recovering strongly post Q1 restrictions
Group
Revenue (£m)

FY21

FY20

Change

1,142.8

1,058.8

7.9%

8.7%

9.0%

Revenue (£m)

FY21

FY20

Change

Food

551.5

517.4

6.6%

Accessories

431.4

375.3

15.0%

36.0

44.9

(19.8)%

1,018.9

937.6

8.7%

8.8%

9.4%

FY21

FY20

Change

Fee income from JV vet practices

57.0

53.8

6.0%

Specialist Referral centres

33.9

39.6

(14.4)%

Company managed practices3

25.5

21.7

17.7%

6.8

6.2

10.1%

Total

123.2

121.2

1.6%

Like-for-like

7.9%

5.6%

Total1
Like-for-like

Retail

Other2
Total
Like-for-like

Vet Group
Revenue (£m)

Other veterinary income4

1.
2.
3.
4.

Includes revenue generated from The Vet Connection within our Central operating segment, not shown here.
Includes revenue from grooming services, pet sales and insurance commissions
Revenue from company managed practices, which is recognised in full from the point they become wholly owned
Includes income generated from non-revenue based fees such as those relating to the set up of new practices, income generated from the sale of company managed practices, and other supplier income
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Stable underlying gross margin reflects the positive
performance in our Vet Group
Group underlying gross margin bridge (2bps)
Vet Group +40 bps1

Retail (44) bps1

Central +2 bps1

48.9%
(56) bps

FY20

Restricted
grooming sales
and other2

+2 bps
(55) bps

+67 bps

Foreign exchange
& Freight impact3

Mix &
Terms

Retail underlying
gross margin
FY20
FY21
1.
2.
3.
4.

49.7%
49.2%

(34) bps

Recalibration
actions

+74 bps

Underlying
performance4

The Vet
Connection

48.9%

FY21

Vet Group underlying
gross margin
FY20
FY21

42.7%
46.0%

Contribution to Group underlying gross margin year-on-year movement
Also includes gross margin movements in relation to discounts, live pet sales and packaging
Foreign exchange impact results from securing an average rate of 1.28 USD:GBP in foreign exchange forward contracts for FY21 (FY20: 1.33)
Includes the charge made to the underlying provision against funding made by Pets at Home to practices which we plan to retain as Joint Venture practices in the future. For such practices,
the total provision represents 23% of the gross value of the loans
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We continue to invest in our business to drive market leading
levels of growth
Underlying operating cost bridge excluding D&A: 15.1% growth
Operational Efficiency

Supporting our Growth

CV-19 Costs

1.3% growth

9.3% growth

4.5% growth

+£6.0m

£297.2m
FY20

+£4.9m

(£0.2m)

Support
Office1

Stores2

+£3.6m

£301.0m

Omnichannel3

Customer Distribution People £328.7m
acquisition4 capacity capability5

28.1%
of sales
1.
2.
3.
4.
5.
6.

+£13.4m

+£15.2m

(£0.9m)

Vet
Group

+£2.9m

Support Office includes support centre colleague and occupation costs, plus all central costs covering Group functions such as IT teams
Stores includes grooming costs.
Includes costs in relation to growth in online and flea & worm subscriptions
Includes costs in relation to marketing, advertising campaigns and CRM to drive customer acquisition
Includes investment in our Data, Business Systems and Propositions teams
Includes specific costs incurred in relation to the pandemic including PPE, an additional ‘thank you’ bonus for store colleagues and a £1.0m colleague hardship fund

CV-19
Costs6

£342.1m
FY21
29.9%
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Underlying pre-tax profit includes a £30m financial impact
from Covid-19
£m

FY21

FY20

Change

Underlying EBITDA1

216.7

220.7

(1.8)%

(110.8)

(109.4)

(1.3)%

Underlying EBIT

105.9

111.3

(4.8)%

EBIT margin %

9.3%

10.5%

(124) bps

(18.4)

(17.8)

(3.4)%

Underlying PBT

87.5

93.5

(6.4)%

Non-underlying items2,3,4

28.9

(7.6)

NM

116.4

85.9

35.5%

Effective tax rate

20%

20%

-

Underlying basic EPS (pence)

14.0

15.0

(6.8)%

8.0

7.5

6.7%

Depreciation & amortisation

Net interest

Pre-tax profit after all non-underlying items

DPS (pence)

1.
2.
3.
4.

Underlying EBITDA is stated after IFRS2 charges of £4.7m (FY20: £4.2m).
FY20 non-underlying charges include £6.6m relating to costs incurred for JV practices we have bought out have been charged against gross margin.
FY21 includes £1.9m relating to an accounting charge over minority stakes owned by vet partners in the Specialist Group, prior to the disposal on 31 December 2020, which have been charged
against non-underlying operating costs (FY20: £1.0m).
FY21 non-underlying credits of £30.2m relating to the profit on disposal of the Specialist Group (FY20: £nil) and £0.6m (FY20: £nil) relating to the release of a provision in relation to property leases.
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Underlying pre-tax profit includes a £30m financial impact
from Covid-19
Group underlying PBT bridge: (6.4%) decline
Total COVID-19 impact:
c£30m

+£5.2m

(£0.9m)

£117.4m
(£14.8m)

1.
2.
3.

£93.5m

+£19.5m

FY20

Retail

(£13.4m)

Vet
Group

Central

Revenue
Restrictions1

Operating
Costs2

(£1.7m)

Fees on
new facility3

£87.5m

FY21

Includes revenue impacts from temporary closure of grooming salons and ongoing capacity restrictions throughout the year, pausing of the sale of pets, and reversal of the exceptional, brought
forward demand witnessed in the closing weeks of FY20, which resulted in reduced levels of revenue in the early part of the financial year
Includes specific costs incurred in relation to the pandemic including PPE, an additional ‘thank you’ bonus for store colleagues and a £1.0m colleague hardship fund
Fees relating to the £100m credit facility arranged in May 2020 as part of our Covid-19 response
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Capital investment fully supports our pet care strategy
£m

FY21

FY20

Spend includes

22.9

14.9

Enhancing in-house data capabilities, implementing Click &
Collect, and investment in online customer experience

Existing store estate

4.8

11.1

Ongoing store refurbishment (cumulatively 23)

Vet Group

6.6

4.8

Investment in systems and the Specialist Referral centres

Distribution

5.6

3.5

Increasing capacity in existing distribution centres and
development of new single-site distribution facility

New stores and groomers

2.1

1.8

2 new stores (Putney & Perth) and 1 relocation (Bridgend)

Other

2.5

2.2

Total

44.4

38.3

Business Systems and omnichannel

Returns on capital
CROIC1
1. Definition contained within the appendix

FY21

FY20

22.5%

23.3%
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Accelerating investment to grow the Pets at Home ecosystem





Investing in our distribution
network

17%

Transforming our pet care
centres to provide a best-inclass customer experience



Further digitising our
business (Polestar) and
leveraging our data to create a
seamless pet care experience



Maintaining our asset base

c£70m
21%

FY22 planned
capital investment

16%

46%
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Working capital reflects rebuilding of stock levels following customer
stockpiling at the end of FY20 offset by a reduction in operating loans
£m

FY21 movement

FY20 movement

(22.1)

5.7

Trade and other payables

11.5

16.2

Trade and other receivables

(5.9)

8.8

(16.5)

30.7

Decrease/(increase) in gross operating loans to JV vet practices

10.8

(2.5)

Cash working capital movement

(5.7)

28.2

FY21

FY20

26.7

37.5

Underlying provision

(6.2)

(8.0)

Net operating loan balance

20.5

29.5

Inventories

Trading working capital

Operating loan balances to JV vet practices (£m)
Gross operating loans
1

1.

Underlying provision refers to our provisioning methodology for funding made by Pets at Home to practices operating as Joint Venture practices. For such practices, the total provision represents
23% of the gross value of the loans
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Our free cashflow generation enables us to invest in our
business, reduce debt and increase our dividend
£m (post-IFRS 16)

FY21

FY20

133.2

165.8

Tax and interest2
Debt issue costs
Net capex
Purchase of own shares to satisfy colleague options

(21.9)
(0.2)
(35.0)
(8.7)

(34.0)
(39.4)
(2.8)

Underlying free cashflow
Conversion3

67.4
30.4%

89.6
39.8%

Ordinary dividend
Acquisitions4
Disposals5
Non-underlying cash outflow6
Net retained cash

(37.1)
(16.8)
79.4
(5.5)
87.4

(37.1)
(1.5)
(16.4)
34.6

(408.3)
1.9x

(549.8)
2.5x

FY21

FY20

1.4
0.0x

(85.9)
0.6x

Group operating cashflow

1

Net debt
Leverage (Net debt: underlying EBITDA)
£m (pre-IFRS16)
Net cash/(debt)
Leverage (Net cash/(debt) : underlying EBITDA)
1.
2.
3.
4.
5.
6.

Operating cashflow is calculated as underlying EBITDA before IFRS2 charges and with any change in working capital added back.
Lower tax payment in the year due to a change in timing of Corporation Tax payments in FY20, in which we paid a one-off additional payment of £10.7m in Corporation Tax.
Calculated as underlying free cashflow as a percentage of underlying EBITDA
In FY21 includes acquisition of The Vet Connection and investment in certain company managed practices. In FY20, includes an investment in Tailster and in certain company managed practices
In FY21 includes the net cash proceeds in relation to the disposal of the Specialist Group in the year (FY20: £nil).
Includes £nil relating to practices that we have bought out (FY20: £10.0m), plus £5.5m in relation to payments made to certain Shared Venture Partners in our Specialist Group to acquire remaining
minority stake (FY20: £6.4m)
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In summary: FY21 key financial measures
Revenue & like-for-like growth
+7.9%

+8.8%
£1,018.9m

Underlying gross margin & YoY change1
334 bps

(50) bps

46.0%

49.2%

Vet Group

Retail

£123.2m

Vet Group

Retail

Underlying EBIT2 & margin
29.2%

7.8%

Underlying free cashflow 3 & conversion4
89.8%

£79.5m
£38.1m

23.8%
£44.6m

£36.0m

Vet Group
1.
2.
3.
4.

Retail

Vet Group

Retail

In FY21, excludes a £0.6m credit relating to the release of a provision held against property leases. In FY20, excludes non-underlying charges of £6.6m relating to costs incurred for JV practices we
have bought out which have been charged against gross margin
Excludes non-underlying charge of £1.9m relating to an accounting charge over minority stakes owned by vet partners in the Specialist Group, prior to the disposal on 31 December 2020 (FY20: £1.0m).
Excludes non-underlying credits of £30.2m relating to the profit on disposal of the Specialist Group (FY20: £nil).
Excludes £(15.4)m of free cashflow allocated as central
Calculated as underlying free cashflow as a percentage of underlying EBITDA excluding IFRS2 charges

42

Pets at Home Group Plc

Appendix

FY21 Prelim Results
May 2021

43

FY21 Prelim Results
May 2021

Pets at Home Group Plc

Our customer-centric pet care strategy remains the right one
Bring the pet
experience to life

60.0m

£887.1m

number of customer
transactions1

VIP customer
sales2

-4.9% y/y
Set our people
free to serve

£196.7k
1.
2.
3.
4.

Use data and VIP to
better serve customers

Vision

Be the best
Pet Care
business
in the world
(sustainable,
unique, rewarding)

+8.6% y/y
50% of sales
from pet services

32.8%

customer sales
per colleague3

customer sales
from services4

+5.2% y/y

-129 bps y/y

Includes customer transactions in-store, online, in First Opinion vet practices, cases treated in Specialist Referral centres plus pets groomed in Groom Room salons
Customer sales known to be transacted by VIPs in stores, online, at First Opinion vet practices and in grooming salons. VIP customer sales are shown on a rolling 12-month basis rather than a year-to-date basis
Gross customer revenues divided by the number of full-time-equivalent colleagues employed by the Group
Includes gross customer sales made by First Opinion vet practices, plus revenue from our Specialist Referral centres, grooming services, subscriptions, pet sales, pet insurance commissions and The Vet Connection

44

FY21 Prelim Results
May 2021

Pets at Home Group Plc

Emerging from the Covid crisis a stronger pet care business
Free cash flow from
Vet Group

Active VIP Customers

Number of loss-making
practices

+129%

+9%

(54)%

Puppy & Kitten Club
Members

Pet Care Plan
Subscriptions

% of VIPs shopping
more than 1 channel

+61%

+21%

+10%
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Acceleration in our underlying growth
Looking through the impact of customer stockpiling towards the end of FY20, and the
subsequent unwind, we have seen a significant increase in Retail LFL growth

+10.6%

+7.2%

Retail LFL 56 w/c 28 Feb 2020

Retail LFL 48 w/c 28 Mar 2019

20%

30%

18%
25%

14%

Estimated market growth

20%

12%
10%

15%

8%
10%

6%
4%

5%

2%
0%

0%

Q4 Q1
FY17

Q2 Q3
FY18

Q4

Q1

Q2
Q3
FY19

Q4

Q1

Q2 Q3
FY20

Q4

Q1

Q2 Q3
FY21

Q4

2 Year LFL

Retail LFL growth

16%
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Our Joint Venture model is unique in the industry and creates
long term value for both vet Partners and Pets at Home

if
(up to £1.0m)
Practice
reaches
maturity

JV fee income recurring
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The free cash flow opportunity from First Opinion practice
maturity remains significant
Practice age and FCF in the
future at maturity1

Practice age and Vet Group
FCF in FY21

Future practice rollout
presents further upside

Up to
£60m

32%

100%

£38m

50%

18%
Practice age

Vet Group FCF in
FY21
0 - 4 years

Practice age

5 - 9 years

1. Assuming each existing practice is individually mature, and without opening any new practices

Expected Vet Group
FCF when all
practices mature
10 years+
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Our unique joint venture veterinary model is underpinned by an
equitable relationship between Partners and Pets at Home

Even mature practices grow their customer
revenues ahead of the underlying market, driven
by the incentivisation of ownership

£1,400
Average practice customer sales

£1,200

£’000

£1,000

Average practice PBT (pre fee income)
Average fee income to PaH

£800
£600
£400
£200
£0
0-4 years

# JV practices

70

5-9 years
Practice age
199

10+ years
Total
126

395
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With fee adjustments fully in the base, fee income growth is
more clearly aligning to underlying growth across practices
JV Fee Income Growth
Delta c80bps

JV Customer Sales Growth
Delta c700bps

H1 FY19

H2 FY19

H1 FY20

H2 FY20

H1 FY21

H2 FY21
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Maintaining our focus on corporate social responsibility: our
Covid-19 response
• Our decision to go above and beyond for colleagues was values led. From the outset, we recognised we needed to do
the right thing for our people and support our communities
• Colleague hardship fund enhanced by £1m and comprehensive wellbeing resources developed for colleagues
• Communication was ensured through CEO led daily briefings and a buddy scheme established between senior leaders
and every store manager with weekly calls
• The company has funded furlough for colleagues in Group-owned companies, we have not claimed under the Job
Retention Scheme
• Business rates relief of £28.9m has been repaid

Customers



Safe distance markers,
masks, sanitisers, control
of numbers, perspex
screens



Click and collect launch



Deliver to car service



Home delivery

Shielding
Colleagues

Communities






£100k donation to
CaRE20 (BRC and Retail
Trust campaign to
support retail colleagues
in hardship)





10% discount for NHS
£1.3m emergency grant
programme for pet
rescue charities

Colleagues with
caring responsibilities


Wellbeing days offered



Home working introduced
with flexible working

Flexible working patterns



Family support leave
introduced

Voluntary company
funded furlough offered



Development resources
and volunteer guides
issued to support
colleagues who took
company funded furlough



Homeworking grant
offered

Extended category to
exceed government
guidelines



Offered company funded
flexible furlough



Reduced hours

Included clinically
vulnerable colleagues,
pregnant and 70+.






Offered full pay



Personal regular contact
to keep connected

Support office
colleagues

£2.9m thank you bonus to frontline colleagues. Closed on Boxing Day to give all colleagues two days off.
Every colleague received a £50 voucher to buy their family Christmas dinner
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We continue to be recognised externally
World Retail Awards Winner 2020
Retail Employer Initiative of the Year for our
Mental Health Focus
Marie Curie Fundraising Excellence Awards
Cause-Related Marketing Partner of the Year
Institute of Student Employers (ISE) 2020
Awards Winner of the Best Graduate On-Boarding
and Induction Activities Programme
Financial Times
2020 Diversity Leaders Special Report
Ranked 51 out of 850 European Companies
(from 101 in 2019)

1

Data IQ Awards
Vlad Jiman of Pets at Home
Winner of the New Talent Award
PLC Awards
Transformation of the Year Award
Retail Week 2020 Winner
Store of the Year and
Speciality Retailer of the Year
Retail Week 2021
Finalist in 7 Categories
Petplan Veterinary Awards 2021
Practice of the Year
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Impact of IFRS16: decreasing PBT but leaving FCF unchanged

£m
Revenue
Operating lease rentals
Depreciation & amortisation
Underlying operating profit

Pre IFRS16

Finance income
Finance expense
Underlying PBT

£m
Group operating cashflow
Tax
Interest
Debt issue costs
Net Capex
Purchase of own shares
Group free cashflow

Exclude
Include
rent depreciation

Include
interest

Post IFRS16

1,142.8
(78.1)
(40.5)
98.1

78.1
78.1

(70.3)
(70.3)

-

1,142.8
(110.8)
105.9

0.3
(5.9)
92.5

78.1

(70.3)

(12.8)
(12.8)

0.3
(18.7)
87.5

133.2

Add
back
rent
79.6

Capital
lease
payments
(66.4)

Lease
interest
payments
(12.8)

Costs to
acquire
ROU assets
(0.4)

Post IFRS16
133.2

(17.5)
(4.4)
(0.2)
(35.0)
(8.7)

-

-

-

-

(17.5)
(4.4)
(0.2)
(35.0)
(8.7)

67.4

79.6

(66.4)

(12.8)

(0.4)

67.4

Pre
IFRS16
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Financial definitions

‘Like-for-like’ sales growth comprises
total revenue in a financial period
compared to revenue achieved in a prior
period, for stores, online operations,
grooming salons, vet practices & referral
centres that have been trading for 52
weeks or more.
EBITDA being Earnings before interest,
tax, depreciation & amortisation before
the effect of non-underlying items in the
period.
Free Cashflow being net cash from
operating activities, after tax, less net
cash used in investing activities
(excluding acquisitions), less interest paid
& debt issue costs, and is stated before
cash flows for non-underlying items.

CROIC being Cash return on invested
capital, representing cash returns divided
by the average of gross capital (GCI)
invested for the last 12 months. Cash
returns represent underlying operating
profit before share based payments
subject to tax, and then adjusted for
depreciation on property, plant and
equipment, depreciation on right-of-use
assets and amortisation on intangible
assets. GCI represents gross property,
plant and equipment and right-of-use
assets, plus software and other intangibles
excluding the goodwill created on the
acquisition of the Group by KKR
(£906,445,000) plus net working capital.
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