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Indiana University
 Arlington Heights Veterinary HospitalA Kelley Business School Solution (Team 1)
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 Arlington Heights - A Challenge of Visibility and A Changing Market
 CHALLENGE: Increase profits for Arlington Heights Veterinarian Hospital south side location
 Our initiatives will raise profits by $40-50K in the first year by increasing customer traffic and expanding the customer base
 PROBLEMSGrowing Online Use• Only a small percentage of
 customers are gained by current online status
 Changing Market • Largest players moving
 towards subscription services
 SOLUTIONSImplement a simple, highly effective online strategy
 Bundle services: “Total Life Care Plan”

Page 3
                        

3
 Arlington Heights - Effective Online StrategyPro
 fit
 Per
 Year
 Projected Profit Over the Next Three Years
 1 2 3$0
 $2,000
 $4,000
 $6,000
 $8,000
 $10,000
 $12,000
 $14,000
 $3,196 $4,196 $4,196
 $2,055
 $2,055 $2,055 $648
 $990 $1,161
 $3,988
 $4,067 $4,149
 SEO AdWords Facebook Reviews
 Online initiatives will lead to an increase of 90 customers
 and a total profit gain of $9,800 in the first year
 $9,800$11,000 $11,500
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 Arlington Heights - Effective Online Strategy
 • Search Engine Optimization (SEO)– Get south location on the map – SEO consultant
 • Digital Marketing– NO CURRENT COMPETITION– $5/Day = 80 clicks a day
 • Social Media – Focus on customer education: aim at informing clients– Reduce posts to 7-10/week
 • Online Reviews– Switch focus to Google +– Request reviews after service
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 Arlington Heights - Total Life Care
 Year 1 Profit: $35,000
 Bundle Services to Provide the Best Pet Care
 36% of owners only take pets to vet for vaccines
 Over 40% of customers stated monthly payment options for “wellness” plans would make them visit the veterinarian more often
 Monthly payment plans can increase medical revenue by 19%Initial Investment:
 $1,500
 NPV: $50,000Breakeven Time: <1 year
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 Arlington Heights - Total Life Care
 • 2 Wellness Exams/Year • Discounted Vaccines:
 • VRCP-FeLV • Rabies (Annual) • VFR
 • Dental Exam• Heartworm Test • Discounted X-Ray • Discounted Emergency Services Fee • Free Pet Drop Off Service
 Canine Bundle Feline Bundle• 2 Wellness Exams/Year • Discounted Vaccines:
 • Bordatella (Annual) • Rabies (Annual) • DA2PL
 • Fecal Test • Ear Cleaning • Dental Exam • Urine Testing • Heartworm Test • Free Nail Trim • Discounted X-Ray • Discounted Emergency Services Fee • Free Pet Drop Off Service
 868 additional visits leads to $115,000 in additional revenue
 10% Discount
 10% Discount
 $20 per month
 $12.50 per
 month
 Bundle Services to Provide the Best Pet Care
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 Arlington Heights - Financials
 "Total Life Care" Year 0 Year 1 Year 2 Year 3
 Cash Investment ($1,560.00)      
 Incremental Cash Inflows – Revenue   $115,601.57 $127,161.72 $139,877.90
 Incremental Cash Outflows – Variable Expenses   ($31,431.75) ($34,574.92) ($38,032.42)
 Incremental Cash Outflows – Fixed Expenses   ($49,679.95) ($54,647.95) ($60,112.74)
 Net Cash Flow (NCF) ($1,560.00) $34,489.87 $37,938.85 $41,732.74
 NPV= $50,660.21      
 Online Presence Year 0 Year 1 Year 2 Year 3
 Cash Investment ($1,000.00)      
 Incremental Cash Inflows – Revenue   $48,499.00 $49,856.00 $50,701.00
 Incremental Cash Outflows – Variable Expenses   ($1,825.00) ($1,825.00) ($1,825.00)
 Incremental Cash Outflows – Fixed Expenses   ($36,400.32) ($37,418.80) ($38,053.01)
 Net Cash Flow (NCF) ($1,000.00) $10,273.68 $10,612.20 $10,822.99
 NPV= $27,222.79      
 Combined Strategy Year 0 Year 1 Year 2 Year 3
 Cash Investment ($2,560.00)      
 Incremental Cash Inflows – Revenue   $171,282.57 $184,917.92 $199,269.12
 Incremental Cash Outflows – Variable Expenses   ($38,091.91) ($41,718.60) ($45,707.96)
 Incremental Cash Outflows – Fixed Expenses   ($86,080.27) ($92,066.75) ($98,165.75)
 Net Cash Flow (NCF) ($2,560.00) $47,110.39 $51,132.57 $55,395.41
 NPV= $133,903.56      
 IRR: 1030
 %
 B/E:<1 Yr
 IRR: 2221
 %
 B/E:<1 Yr
 IRR: 1848
 %
 B/E:<1 Yr
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 Arlington Heights - Implementation
 Launch SEO and Digital Marketing Campaign
 Continue Leveraging Social Media
 Update Systems for TLC Plan
 Market the Bundle Option
 8/4/2014 9/13/2014 10/23/2014 12/2/2014 1/11/2015
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 Arlington Heights - Other Factors, Risks, and Recommendations
 Operational Efficiencies – South location layout is efficient, clean and prepared for expansion○ Can handle the growth from TLC○ TLC encourages appointments at the south location
 – Consider IU/Social Media Intern
 PAWS Program1. Online Presence2. Refer-a-Friend Program3. Power Partners Use4. Farmers’ Market
 Risks– Low sign-up rate for TLC– Other competitors imitating – Resistance from stakeholders
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 Arlington Heights - Call to Action
 • Search Engine Optimization (SEO)– Build up SEO or hire a consultant
 • Moderate Facebook Content
 • Continue Implementing PAWS Plan
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 Appendix
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 Arlington Heights - Appendix
 Paws Data• $465 Profit/Customer• $349 Costs/Customer• $116 Profit/Customer• ~5200-5400 Customers in 2013 Based Off Revenue
 Exhibit Data• Exhibit 5:
 • ~$133 Revenue/Visit, • 9,750 Patients over 8.5 Month Period• 18,752.58 Visits in 2013 Based Off Revenue
 • Exhibit 1: • COGS ~28%, • ~1325 New Customers to Regain 18% at Current Margins, • 1.8 Pets Per Customer• 3.5 Visits Per Customer
 Michael/Case Data• ~40 New Customers a Month, ~480/Year• ~10 Visits a Day
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 Appendix – Proposed Bundles
 Canine Bundle Feline Bundle
 Current Price Discount Price within Plan Current Price Discount Price within
 Plan2 Wellness Exams per year $58.00 $5.80 $52.20 2 Wellness Exams per year $29.00 $2.90 $26.10 Discounted Vaccines: - Discounted Vaccines:
 Bordatella (Annual) $19.75 $1.98 $17.78 VRCP-FeLV $32.00 $3.20 $28.80 Rabies (Annual) $18.00 $1.80 $16.20 Rabies (Annual) $18.00 $1.80 $16.20
 DA2PL $21.00 $2.10 $18.90 VFR $16.00 $1.60 $14.40 Fecal Test $45.00 $4.50 $40.50 Dental Exam $- $- $- Ear Cleaning $10.00 $1.00 $9.00 Heartworm Test $72.60 $7.26 $65.34 Dental Exam $- $- $- Totals $167.60 $16.76 $150.84 Urine Testing $43.00 $4.30 $38.70 Discounted X-Ray $95.00 $9.50 $85.50
 Heartworm Test $46.50 $4.65 $41.85 Discounted Emergency Services Fee $75.00 $7.50 $67.50
 Free Nail Trim $10.50 $10.50 $- Free Pet Drop off Service $- $- $- Totals $271.75 $36.63 $235.13 Discounted X-Ray $95.00 $9.50 $85.50 Monthly Price $12.57 Discounted Emergency Services Fee $75.00 $7.50 $67.50 Billed Price $12.50
 Free Pet Drop off Service $- $- $- Revenue per Member $150.00
 Monthly Price $19.59 Billed Price $20.00
 Revenue per Member $240.00
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 Arlington Heights - Appendix
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 Arlington Heights - Bibliography
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