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	Overarching Message: 
Main Street Pharmacy improves the overall health of the Smallville community. Main Street Pharmacy provides its patients with exceptional customer service, personalized clinical services, and the latest pharmacy advancements to optimize medication management. Main Street Pharmacy cares about its patients… 

at Main Street Pharmacy patient are people not just prescription numbers.


	Stakeholder 1: Pharmacy Staff (Internal)
	Stakeholder 2: Local Primary Care Physicians 
	Stakeholder 3: Patients with 2 or more chronic illnesses

	Goal: We want our pharmacy staff to be strong believers in and promoters of Main Street Pharmacy. We want them to feel like they are a valuable part of the Main Street Pharmacy team.
	Goal: We want our local primary care physicians (and similar healthcare providers) to understand the additional value Main Street Pharmacy offers regarding patient care and patient health.
Goal 2: We want our local primary care physicians to advocate for us and recommend us to their patients.

	Goal: We want our patients to trust the pharmacy staff at Main Street Pharmacy. We want our patients to love their pharmacy experience due the exceptional customer service and personalized clinical services. 
Goal 2: We want our patients to become raving fans and tell others about their experience at Main Street Pharmacy.


	Emotions 
	Emotions
	Emotions

	I love working at Main Street Pharmacy because…

I believe in the role Main Street Pharmacy plays in improving the health of its patients
I believe that my daily actions will impact the care that Main Street Pharmacy patients will receive

	I confidently believe that Main Street Pharmacy provides the best pharmacy experience in the Smallville area and I’m happy to refer my patients to their care.
	I trust the pharmacy staff at Main Street Pharmacy and believe they have my best interest in mind as they work with me to improve my health.
I love the personalized care and warm customer service I receive while shopping at Main Street Pharmacy.
I enjoy telling my friends and family about the great pharmacy team at Main Street Pharmacy. 

	Key Message 1 – ASSOCIATES ARE OUR #1 ASSET
	Key Message 1 – MEDICATION MANAGEMENT SERVICES
	Key Message 1 – FOCUS ON PATIENT HEALTH

	You are a vital part of the success of Main Street Pharmacy.

	Main Street Pharmacy is unique because of their medication management services.
	At Main Street Pharmacy, your health is our top priority. 
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	Key Message 2
	Key Message 2 – CARE TEAM COLLABORATION
	Key Message 2 – CUSTOMER SATISFACTION

	
	The staff at Main Street Pharmacy coordinates care with the broader patient care team to improve outcomes and healthcare quality.
	Pharmacists from independent pharmacies, like Main Street Pharmacy, are tops in customer satisfaction.

	Supporting Fact 1
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	Locally owned community pharmacies are consistently ranked higher than chain pharmacies in customer satisfaction. In August 2015, a JD Power Study on U.S. pharmacies highlighted that independent pharmacies outpaced pharmacy chains CVS and Walgreens in overall customer satisfaction. [JD Power Report] 
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	Locally owned neighborhood independents are the top-rated pharmacies, not giant chains such as Walgreens and CVS. In a 2011 Consumer Reports Study, 94% of readers who shopped at independent drugstores were highly satisfied with their experiences. 

[Consumer Reports]
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	Pharmacists are consistently ranked as one of the most trusted professions. In December 2016, a Gallup Poll of Americans showed pharmacists ranking 2nd out of 22 professions when rating of honesty and ethical standards. [Gallup Poll]
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	Key Message 3 – SUPPORT SERVICES
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