
What needs to be set up and when? Always think 
about your pharmacy and your customers so you 
get maximum impact.

How to set up the store

Each new campaign that arrives at your pharmacy will include a comms pack or 
VM guide that outlines a recommended layout of the materials. The skill is to 
understand how you can arrange them to maximise the promotion of the health 
service within your pharmacy’s unique store layout. You need to think like a 
customer and keep asking yourself, ‘why would I put this there?’. Let’s look at a 
recent campaign for diabetes.

Always ask yourself:

POS Counter Mat               Pamphlet    POS Poster

Do I put it… 

…in the category that relates to 
that service so that customers 
can see it when they’re looking 
in that category?

…near the consult rooms where 
a customer may wonder ‘what 
goes on in there?’ and then see 
some advertising around it?

…at the front counter so 
customers see it when they’re 
queueing to pay?

… near the dispensary so 
a pharmacist can access it 
while providing prescription 
medications?
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Will the right customers see it? 
(In-category)

Will customers see it? 
(Customer flow) 

Will customers see it at the  
right time? 
(Before or during promotion)

Have I made changes to 
customer flow during COVID-19 
that affects what they see? 
(Such as wait areas)

Health Services

Successful health campaigns

Why are we always talking about running successful health services?
Running successful health services is increasingly important to your pharmacy 
as a business. The role of the pharmacy is changing from filling prescriptions 
and making over-the-counter sales to offering a wider range of health services. 

Your skills and knowledge are valuable because you have the ability to offer a 
customer service experience that is memorable and invites your customers to 
visit again. 
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Booking Tool and MedAdvisor 

As a pharmacy assistant it is important that you understand 
the customer journey of the modern patient when booking an 
appointment and then arriving at your pharmacy. 

The earliest opportunity you have to engage with customers is 
remotely, via your pharmacy’s booking tool (either GoBookings or 
MedAdvisor). You want them to want to book one of your health 
services, even though they’re not in the pharmacy. Although the 
customer will decide how they engage with your pharmacy and 
how they feel they were treated, your role is to ensure this is made 
as easy for them as possible. 

Online booking is a key driver of your services.
But it doesn’t end with a confirmation email! 

CHECKLIST
Be aware of how bookings work, so that you can help your 
pharmacy team and your customers to make appointments.

Print off a run sheet and put it with the daily notices or diary 
notes, so you know if you have any patients coming in for 
bookings that day and when.

Know who to tell, and where to direct the patient  
when they arrive for their appointment. 

Here are some examples from a recent 
patient survey:
Disappointing customer journey: 
“I was really disappointed with the 
process on the day, the staff members 
didn't seem to know their procedures 
and the booking time didn't make any 
difference. I had to repeat myself to at 
least 4 different staff members before 
someone provided me with a form to 
complete… The most frustrating part was 
that the staff members didn't talk to each 
other at all to work together and it was 
just a really devaluing, frustrating and time 
wasting experience.” 

Positive customer journeys: 
“Customer service was great with a warm 
greeting, friendly and attentive to my time 
and not keeping me waiting too long. 
Overall great experience.”

“Fantastic service from all the staff and 
pharmacist. We went as a whole family of 
4 (2 children and 2 adults) this year and 
last year, and will be back again there 
next year.”

“It is especially important to understand 
patients who don’t already visit your pharmacy 
– these are most valuable patients to get 
through the door because they’re new.”
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Post Service Product Offering

There are many customers who shop in the pharmacy who could 
benefit from the health services and products your pharmacy 
offers, such as:

A customer shopping for a particular product could be 
directed towards a health service; or

A customer who has just finished a health service could 
be directed to complimentary product offerings.

Did you know? 

Health services are designed to support:

The customer through effective health 
outcomes

The team member through meaningful, 
structured interactions

The pharmacy by offering new revenue 
streams

The brand by being known for health 
services.

“Great service and the staff 
at the pharmacy were very 
helpful, knowledgeable about 
the subject, friendly and 
approachable. It is important 
that you know if you are 
suffering from sleep apnoea so 
you can take measures to reduce 
the situation and improve 
your lifestyle.”

Scenario

Michelle is a pharmacy assistant and she often sees the same 
faces come into her pharmacy. Ian is a customer who’s been 
coming in a lot and buying over-the-counter pain products. 
Because the product is not prescription, Ian has not come into 
contact with Jenny, the pharmacist – but Michelle has noticed 
Ian’s buying habits.

Michelle decides to mention to Jenny that Ian keeps coming in, 
which could be a red flag that he needs a more holistic service 
or care. Jenny is pleased that Michelle has noticed this. Next 
time Ian comes in, Michelle introduces him to Jenny and they 
have a chat about some of the health services that might be 
suitable. Ian is quite grateful as he’s tired of living with pain.

Michelle is pleased that she has been able to identify a 
customer suitable for a health service on behalf of the pharmacy 
– and will potentially make a real difference to their health 
and wellbeing.

Based on your ongoing pharmacy training, you have the skills 
and knowledge to engage with customers in your pharmacy. 
Ensure you know which categories link to which services and 
keep practising your service referral conversation to keep the 
customer front of mind.



Pain Management Allergy & HayfeverEczema Care Plan Dose Administration Aids

Blood Pressure Checks
WHY? Because it’s important to 
monitor blood pressure on a regular 
basis, not just at a heart health check.

Medication Management App
WHY? Because if they’re on multiple 
medications for their heart health, referring 
them to this service or your app could help 
them keep their prescriptions in order.

Flu Vaccinations
WHY? Because an annual flu 
vaccination is recommended for all 
Australians over 6 months of age.

Hearing Checks

Respiratory Health

Quit Smoking
WHY? Because if they smoke, 
it can increase the risk of heart 
health conditions. Getting them 
onto a quit smoking plan might 
be a good idea.

Sleep Apnoea
WHY? Because if they have a 
heart health condition and are 
overweight, this puts them at 
risk of sleep apnoea, so direct 
them to this service too.

Weight Management
WHY? Because being overweight increases 
the risk of developing heart health conditions 
so linking them to a plan may reduce the risk. 
Weight management services for patients with 
existing heart conditions is also important to 
assist with managing the condition.

Vaccination Services

Diabetes MedsCheck
WHY? Because, if diabetic, advise a diabetes 
MedsCheck rather than a regular MedsCheck.

MedsCheck
WHY? Because people who have high blood 
pressure or other heart conditions might be 
on several different medications that need to 
be reviewed annually.

Heart Health

Diabetes Risk Assessment
WHY? Because heart health and 
diabetes often exist together. 
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Linking service

Your pharmacy offers many different health services and many of them are connected  
to each other. Most health conditions do not exist independently of others so someone  
who has one health condition and benefits from a service directed at that health condition  
is likely to benefit from other health services in your pharmacy. 

Did you know?

If you complete one service for a customer, there are 
probably lots of other services they can benefit from. 

If a customer has a great experience with one 
service, they’re more likely to take up other services 
you suggest.

Example: Mapping a service
A mind map is a great way to visualise how services are linked. Here’s one that focuses on heart health.  
Let’s look at how to link a customer to these interconnected services now.

Heart health checks are a service that is available in most pharmacies and are linked to almost everything in your system. 
As a pharmacy assistant, you can make these connections for any customer, simply by asking yourself ‘why?’ and then 
using your knowledge of each  service…

Ask your customer:

“Can I book you in for anything else 
for next time?”
And know which services will be of benefit to them.


