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. Here are 15 ways to make the experience of entering, -
workmg and shdpplng in your pharmacy more enjoyabid

FOR YOUR CUSTOMERS:
Ensure the reception is in a logical
path from the entrance(s). As we've
noted recently in our Pharmacy Makeover se-
ries, a common mistake in pharmacy is poor
placement of the reception and the pick-up.
The reception should always be located where
a client entering the store will naturally move
toward it without thinking or paying atten-
tion. Too often, traffic naturally flows first
towards pick-up, which can cause problems
both inside and out of the dispensary.
E Do not overwhelm your clients with
frontshop shelving that is too high
for many to reach. In addition to frustrat-

ing customers, high island shelving can feel
claustrophobic, especially if the aisles are

not wide enough
B Make sure the aisles are wide enough!
Paco Underhill, in his book Why We
Buy discusses the “butt brush” factor. If a cli-
ent, bending over to look at a product on the
shelf; does not feel comfortable having anoth-
er person pass behind them (because the aisle
is too tight), they will get up—and leave—

without buying the item they were looking at.
Frustrated customers mean lost sales.
n Our clientele is aging, and as they
age they find it more difficult to
move around. Consider having more than
one waiting area, especially in a large phar-
macy. You obviously need a comfortable
waiting area near the Rx pickup, but why
not spread a few more chairs throughout
the pharmacy? Replacing a four-foot sec-
tion of frontshop with two chairs may not
seem good for business, but if you place
them properly, and have them facing items
you expect your older patients to purchase,

you might be surprised. Happy clients mean
increased sales.

Free Wi-Fi is becoming the norm in

retail spaces. Do you offer it in yours?
Remember that time is a relative term. It’s not
important how long a patient waits for their
prescription; it’s important how long they
“think” they waited. Offer free Wi-Fi, and a
couple of Internet-enabled computers and
waiting time will (seem to) pass very quickly.
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FOR YOUR STAFF:

n Ensure work spaces are
adequate for the tasks be-

ing performed in those areas. This

is the Goldilocks principle: Too

small won’t work; but too large will

increase walking distances (and

promote clutter).
Similar to Paco’s frontshop
“butt brush” factor, you need
to ensure there is enough room in
the dispensary for employees to
pass behind each other without
disturbing the task at hand. The
general rule of thumb is 18" for a
person to work and 30" for another
to pass behind. Distance between
work counters and shelving (or
other structures) should therefore
be 48". Any less and people feel
crowded. Too much and you've in-
creased walking distances.
n Allow privacy where pri-
vacy is needed. We all love
the new open-concept dispensa-
ries, but there are some tasks that
aren't meant to be in the open.
Prescription verification, for ex-
ample, needs a quiet area without
distractions, as does making calls

to patients and doctors.
n Have enough exits from
the dispensary to the front
shop, so staff are encouraged to
leave the dispensary to assist pa-
tients. When your only exit forces
you to walk 20 feet, through a
maze of people and clutter, you're
likely to stay put.
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FOR YOUR WALLET:
m Pharmacy layouts have contin-
ued to evolve over the past 20
years and usually that evolution is due
to “form follows function.” As changes
in packaging, technician regulations,
technology, etc., modify what tasks you
perform and how you perform them,
the environment in which you work
needs to change as well. If your phar-
macy is all custom woodwork, chang-
ing means spending. If your pharmacy
uses flexible fixtures—such that work-
station details can be changed within
minutes—changing means saving,

m The same principle applies

with your prescription shelving.
Wood shelves are what they are, now
and forever. Metal slatwall shelving al-
lows you to use shelves, trays, bins, peg
hooks, or whatever else your business
needs (or your heart desires).

FOR EVERYONE:

E As we've covered in the past, it is
imperative that your dispensary

have provide separate drop off and pick up

counters.

E Are you open 24-hours a day? You

can be, by installing a system that
allows your patients to phone in their re-
fill prescriptions or submit them online. In
addition to the benefits to patients, these
systems also free up staff time.

m Play music in the pharmacy. Con-

sider some of the potential benefits:
Music has been shown to reduce errors;
slow customers’ walking speed in the front
shop (thus increasing sales); and makes
time seem to pass more quickly in the
waiting area.

E What colour is your pharmacy?

Louis Cheskin, Founder of the
Color Research Institute calls white walls
“an optical strain and psychological haz-
ard.” There is no reason a dispensary can-
not use colour to make the space more
enjoyable to work in. []
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Ontario Pharmacists

“Your Prescription for Protection”
Since 1985

v’ All-Risk Store Insurance

v' ocp Approved Individual Malpractice
v" Group Home & Auto

v Comprehensive Life & Health Benefits

No Membership Fees Required!!!
Programs Endorsed by Leading Pharmacy Networks

McCaslin Horne

Insurance Brokers Inc. PHARMAGUARD
1-800-668-4830
info@mccaslinhorne.com
www.mccaslinhorne.com

Overwaitea Food Group

a great place to work

With over 95 pharmacies in 48 communities
across BC and Alberta, pharmacy team
members at the Overwaitea Food Group
share a passion for healthy living and
for bringing quality patient-centered
care to our customers.
We offer:
* Friendly, professional and supportive
work environments
¢ Flexibility, stability and great compensation packages
¢ |Innovative technologies to help you deliver exceptional service
* Opportunities to develop your skills, expand your scope
of practice and advance your career
We have opportunities for pharmacists in the following locations:
British Columbia: Creston, Fort Nelson, Grand Forks, Kelowna,
Kitimat, Parksville, Prince George, Quesnel, Terrace, Williams Lake
Alberta: Fort McMurray, Lethbridge, Red Deer

Relief pharmacist floater and pharmacy technician positions are
also available.

Please email your resume to pharmacyemployment@owfg.com.
We sincerely thank all the applicants for their interest; however, we
will only contact those selected for an interview.

SIN@M 'Pm:eSmart foods M'

Overwartea Foods (Coopers Foods FARE




