CASE STUDY

Independent Pharmacy in Children’s Hospital
improves discharged patient wait times and workflow
with RMS’ Point-of-Sale solutions.

When Jake Olson was asked
to open Skywalk Pharmacy in
Milwaukee, Wisconsin in 2003,
it was the first independentlyowned community pharmacy
located in a children’s hospital
in the United States.
His team’s mission was, and
still is to this day, to provide
high-quality specialized pediatric
pharmacy service to children
and families who have chronic
diseases and special needs that
cannot be easily addressed by
most pharmacies.

As Skywalk Pharmacy rapidly became the go-to experts for the 240-bed pediatric
hospital, Jake and his team opened two additional locations in 2014 in Delafield
and New Berlin.
With the main campus devoted to the discharge process and transitions of
care for patients going home, the second location offers clinical services, such
as a medication synchronization program, and other higher-touch services that
can’t be provided in a discharge setting. The third location, a remote dispensing
site, is conveniently located in the suburbs and is much closer to the patients
so they can continue to pick up their prescriptions after they’ve been discharged
from the hospital.

Small Storefronts and Logistical Mishaps
While Skywalk Pharmacy is known as the best choice for all children’s medication and offers front-end items that can’t be found anywhere else, the pharmacy’s
small storefront and multi-location network presented logistical problems which
caused workflow, multi-store reporting and customer service mishaps.
“Being the discharge pharmacy at a hospital, we fill about 300 prescriptions a
day at the main location. That’s about 150 new patients with at least two prescriptions that are coming in the door every day. We’ll go two hours with nobody
in the store and then ten people wanting to be discharged at the same time.
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When you only have 900 square feet with three consultation booths, and one of
them is completely dominated by a traditional point-of-sale system, we frequently
have lines out the door with people in a hurry and wanting to be rung up quickly.”

The Point-of-Sale Systems That Caused More Problems
As someone who constantly aims to be ahead of the technology curve, Jake has
had a point-of-sale system installed in Skywalk Pharmacy since 2007. While it
was extremely easy to use, his original system didn’t effectively interface with his
pharmacy management system.
“Anytime somebody would come to the register, there was no way to know how
many prescriptions they were picking up. They’d check out with one prescription,
get home, and realize that two of their prescriptions were still sitting on the shelf
back in the pharmacy.”
Eventually in 2012, Jake switched to a new
pharmacy management system that included an integrated point-of-sale system.
“We thought we had solved all of our problems by installing a point-of-sale system
that came with our pharmacy management
system. However, it came with the unintended consequences of having a program
that was extremely difficult to use and did
not produce any reports or give us information about our front-end retail business. We
couldn’t teach anyone how to use it and had
no idea how to generate sales reports; our
IT manager was the only one who could add
new products or update pricing.
Realizing my team was beyond frustrated,
we decided we needed a point-of-sale
system that could balance all of our needs:
easy to use, integration with our pharmacy
system, multi-store reporting, and a small
physical footprint.
Jake Olson and his team at Skywalk

That’s when we reached out to Retail Management Solutions.”

Pharmacy, Milwaukee, Wisconsin

The Evolution of the Pharmacy Point-of-Sale System
Thinking the pharmacy needed a second cash register to ensure an efficient
customer experience, when Jake spoke with Retail Management Solutions (RMS),
he learned that he wouldn’t have to sacrifice another patient consultation booth.
Instead, they could use RMS’s EvolutionPOS, a mobile point-of-sale device.
“When we have a long line, we can open a second lane to ring people up with the
handheld EvolutionPOS device. Our team will go out into the pharmacy and ask
people who they are picking up for and the amount of prescriptions. They can
actually see if they are ready or not for pickup, have them sign everything, prepare
for checkout and then step up to the consultation window.”
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Multi-Store Communication
What the Skywalk Pharmacy team quickly realized was that the communication
amongst the three locations, pricing and cash flow management, also exponentially improved. When they had one pharmacy it hadn’t been a problem but
with the addition of the new stores, the reporting wasn’t synchronized and it
became a hassle for one person to manage three locations from the cash
register sales system.
“The other challenge that we had was that while we don’t offer a lot of retail
items in the other pharmacies, the ones that we did have would struggle with
being priced consistently across the locations. It was all solved by the RMS
point-of-sale system when the stores integrated and reporting was on behalf of
all three locations.”
Avoiding the Traumatic Switchover
JAKES’S ADVICE
Pharmacy Owners Considering
a Point-of-Sale Solution
“Pharmacy Owners need to take
a serious look at their pharmacy
management system and decide:
do you want an add-on to a pharmacy operating system that’s not
going to provide you what you want,
or do you want an easy-to-use, yet
robust, point-of-sale solution?”
I have evaluated a lot of systems
over the last few years, and every
time I look at my list of needs and
what RMS is able to provide, they
meet all the criteria. If you want all
of your needs met, go with RMS. If
you want just some of your needs
met, go with someone else.”

Change is difficult for a lot of people, and switching systems and processes can
very much disrupt a business in the short term. As it is for all customers, it was
RMS’s mission to make the Skywalk Pharmacy installation and training process
as smooth as possible. And if something did come up, Jake had a support team
in place to help his team find a solution.
“It was pretty nontraumatic for the staff to switch. When the RMS trainer came
to the pharmacy and spent a couple days teaching and training the staff, we realized it was pretty easy, again, and a pain-free system. If we have any problems,
they have not been urgent and the RMS team has been very responsive in solving our issues.”
The Bottom Line Impact of an RMS Point-of-Sale System
Jake and his team chose the RMS point-of sale system because they knew the
integrations and easy-to-use platform would make their retail business easier to
manage. Everything is more streamlined and his team is freed up to take care of
their patients and work on growing their business with the RMS technology.
“We’re planning on implementing a bedside delivery for a Transitions of Care
project that we have with the Children’s Hospital. We currently only capture about
10 percent of the discharges and we know that using the EvolutionPOS to deliver
medication up to their rooms will greatly increase our business.
When you’re a small pharmacy trying to discharge 200 people a day, you simply
cannot fit them all in that little space and care for them in an appropriate amount
of time. We want to alleviate the pressure of people coming down and standing
in the pharmacy.
With the handheld point-of-sale device, my team will be able to go up to the room,
provide one-on-one consultations, ring people out, and make sure they have all of
the documentation and capture signatures all in one place. It not only makes life
easier for the patient, but also for the pharmacy if we’re audited.
We’re also excited about offering curbside delivery at our suburban locations
since we do not have a drive-thru. Parents can just pull up and not have to get
the kids bundled and out of the car to pick up the medications.”
With 3 busy stores and high demand for his specialized pediatric products and
services, RMS gave Jake the tools he needed to better understand his business,
while increasing staff efficiency and customer service.
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Contact RMS today and see if RMS would be a good fit for your needs as well.

Things overheard at a
recent trade show:
“Don’t you offer
anything that fits my
small pharmacy?”

“You guys have the best
system on the market, but
I can’t afford you.”

“Will you
stamp my
bingo card?”

“Are you
giving away
any free
pens?”

“I need inventory
management,
but you’re too
expensive.”

“Where’s
the bar?”

“I need to be able to
download OTC price
changes easily.”

“Do you interface
with my pharmacy
system?”

“Audits are taking me
away from servicing my
customers.”

We think we may have some of the answers for you.
Announcing the new RMS Subscription Pricing Plan:
Buy your hardware and training upfront, and software starts as little as $79/month.
Example: Our Star-Lite 1 register solution, typically $9,500, will now start at $5,000 for
hardware and training, with monthly software costs starting at $79!
First Time Ever!
Bonus #1: Our Star-Lite software will include OTC price updates from your primary wholesaler.
Bonus #2: Additionally, replenishment ordering is also available from your primary wholesaler.

Having a business partner who has installed over 1000 pharmacies nationwide,
that has a CEO who grew up working in his father’s pharmacy and a support staff dedicated
to only pharmacy POS, what could be EASIER?

FOR A LIMITED TIME ONLY
Don’t delay! Call us today to take advantage of this incredible pricing!
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