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SmartPak Equine

Customers’ needs dictate growth.

A five or 10-vear plan is comman for most
exenllent businesses, but SmartPak™ Equing is an
excaption. The maker of customized supplement
“naks” thal are ubiquitous &t many top training
bams end privately owned stablas, SmartPak is an
excellent company for surz. But they do not have a
olan detailing how big they will get or how many
mare supplements and harse and human products
they'Il add to their catalog-hased business,

“Cur goal is just 1o co our very bes: to come
up with e ways to serve cur custormers, and to
‘el that gozl take us wherever it does,” says Paal
Gisholt, the company’s CEC and husband o its
founder anc president Aebecca inard. They nava
had that mentality since SmartPak's founding i
1398 and it has served them wall, SmartPak now
offers 360 supplaments and medications from a
fully licensed equine pharmacy, plus a wide range
of products thet help horses stay healthy znd
make nerse awnership easier and more enicyable,
“Our main theme has always Lzen that when
horsas or barn managers face challenges,
thosa are opportunities for us to be helplul,”
Gisholt exolains,

It &l started when Minard got frustrated
with inconsistancias in how her awn horse was
recaiving suoplemants and meds. She notice:d
thal his Vitamin Ewas lasting too long, while his
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dawormer was used up very fast and it was hard
ta tell whather he was getting te right amount of
joint supalements. Minard didn’t blame the staff at
the large barn wihere she Loarded ber horsa. The
task of getting the right supplemants in the right
quantities to each horse was in desperate need of
simplification. That epiphany wes the catalyst

for SmartPak,.

SmartPak lives up taits “supolements
simplified” motto and offers many benafits in
cost, convanience, procuct quality and the peace
of mind that herses are getting exactiy the daily
doses their owners intended. Deliverec in packs
made of recycled plastic, with indviduzlly sealed
wells for 2ach supplement, the supplements
and/ar medicarions ara labelad with the horse’s
name and product information. They are shiopad
automatically every 28 days to make sure
customers never run out. The seals on each well
ensure the integrity of each supplement and
oravent mixing of supplements that might
degrade afficay.

Based naar 2oston in Plymouth, M, SmartPak
did not initially intend to oranch seyond
supplements. "In fact, wa could have kept cur
lives & lot simpler if we hadn't," says Gishalz.
“What happened was that customers wanted to
add taings 0 the monthly supplement shipment
that came o1 autopilol: devwormers, Show Shean,
iy soray, for example.” Once SmartPak crossed
that threshold, things snowballzd. Their catalog
and online store now represent everything from
rider clothing to horse gear and barn supplies
and tack,

Supplements, howevar, remain the company’s
core business, New supolements and/or
medications are added to the SmartPak system
onfy alter extansive scruting, “Wa only pick up
preducts that we fea make & real contribution to
the industry and only those that we are willing
to put the SmartPek name cn,” says Gisholt,
SmartPak’s long and extensive association with
the National Animal Supplement Councll is ong of
many vantage points used Lo val potential
new products,

Health Trends

SmartPak’s finger is unicuely positicned to taka
the pulse ol trends in supplement use, Gisholt
notes that digestive health and the balance of
Omega 3s and Bs ara at the forefront of advances
in horse health.

“There is an incregsed knowlecge among
competitors and those who maintain herses in
an active, stressful lifestyle hal their horses are
atrisk for gastric issues, largely irvolving the
stornach lining, and hind gut issues thal affect
digestion,” Gishalt notes. The market s big
because horses” digestive systems are not a good
fit for their modern lifestyles and often grain-heawy
diets. Many reletively new supplements are doing
a graat job of addressing thase proolems, he says.

“We are getling incredible feedhack on these
procucts. In some cases it's transformative.”

The Omega 3 and G balance is integral to
preventing inflammation that is a culprit in many
equine health issues. “Harses should have lve
times as much Omege 3s as Dmega Bs. Yet, it is
still commanplace i the industry to feed corn oil
as a source of calaries that don't provide heat,”
Gisha't relays, "Corn ol can crank uo the ratio
of Omaga 6s to 3s to 80:7, virtually creating
inflamrmation at the callular level, which is the o
cause of a buge number of diseases,”

Digestion and inflammation are just two
of hundreds of equing conditions that can b
positively acdressed by supplements. The averag:
horse owner can find the possibilities daunting an
that’s ane of the raasons SmarlPak is famously
fanatic about its customer senvice leam. hMost
are eguine science graduates and all are salaried
ermployees who have been given 10 weeks of
training hefore taking their first call,

“The wyoical catalog company treats customer
sarvica as an operations function,” Gisholt
asplaing. Their per-call time is carefully monitorac
with the goal of cramming the most possible calls
inta the work day. &t SmartPak that is never a
componant in amployes reviews. "We base it on
now many customer bugs they give or how many
e-mails we get raving about the service they
orovidad,” Gisholt notes.

The Smartak repeesantatives are well
enquipped to advise customers, "We ask a lot of
quastions: what kind of riding they do, the horse’s
background and the ownar's praference in taking
care of the horse, We help tham boil down, from
what could be a list of 30 or 40 products, to a
short st of recommendations.” In some product
categorias, the kay factor is the quantity of the
active ingredients, while in alher categories
there may Le mare than one way lo approach
the problem. SmariPek reps nelp customers
understand that some experimentation is oftan
naedac as one product may work great on ong
harse and bz ineffective cn the naxt. The ability t
buy a supplement in just a month's supply through
SmarsPak is a nice altarnative to buying a
whiole bucket.

~Affordability is another SmartPak priority. The
new Bam Buddies program enables clients to
save substantizlly in shipping costs by grouping
their orders together with those of Iriends.
And the company’s cwn line al supplements,
SmartSupplements, enables customers Lo get the
best for less. “Thesz are not generic versions of
axisting praducts,” Gisholt clarifies. “These are
completely unique fermulas in categories whera
we saw a naed basec on conversations with
our customers,”
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For mose information sn SmartPak Equine, wsit
vowne SmartPakEquine.com or eafl 80G-437-4 126,



