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NOTE: This is the full-length article that appeared in the March 2014 edition of America’s Pharmacist. 

 

Spring Forward in 2014 
By Gabe Trahan 

 
Do you ever wonder why banks look like mansions? Answer: It’s because people have a need to put 
their trust in an institution that appears to be solidly embedded in the community, is doing well and 
growing, looks alive, and is thought to have been around forever. Because of this mentality, banks have 
great curbside appeal and brightly lighted interiors. (They change light bulbs before they burn out.)  
They keep reinventing the lobby and consistently look alive – never stale. This is the year that you must 
turn your spring cleaning projects into a “looking alive” project. 
 
First, have a meeting with your team. Tell them that the store is moving forward, there will be positive 
changes, and they will need to help. If you sense pushback on the concept of change, then maybe you 
need to consider making changes to your team. Your meeting is to announce that you are moving 
forward – you did not call everybody in to ask for their permission. 
 

EXTERIOR: 
 
Building & Landscaping: 

 Start by looking up! Clean underneath overhangs and awnings. A good sweep with a broom will get 
rid of all of those cobwebs. 

 Steam power wash the sidewalk. Your entrance will look like new. Trust me, it’s a great investment.  

 Next, clean or replace all exterior lighting. Add more lights if necessary. For security and safety 
reasons, eliminate all dark areas outside of your store.  

 Paint something! A fresh coat of trim will do wonders.   

 Grow something! But do not plant a tree; think shrubs or plants instead. Trees tend to grow and 
camouflage your store. 

 Restripe the ADA parking area. Clean the “handicapped parking only” sign.  

 Consider investing in easy-to-open or automatic doors, especially if you offer DME products. 
 
Signs: 

 Test exterior signage for proper illumination. Does you sign read Drug Store or Rug Store? 

 Reset timers for signage. Have signs turn on the minute you open and not shut off until your store is 
closed, even on sunny days! Consider keeping your signs on 24/7. 

 Invest in a sidewalk sign and/or temporary banner promoting your compounding or diabetes shoe 
business. 

 Consider additional signage for either the back or the two sides of the building. If you can see any of 
them from the road, you should have a sign.  

 Remove all paper signs from the door; only store hours written in white should be on your entrance 
door. Your entrance door should not look like your refrigerator door. 

 Remove discolored, outdated, and unnecessary signs from your window. 
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INTERIOR: 
 
Waiting Area, Restrooms & Break Rooms: 

 Paint and clean the employees’ bathroom. Everything will go much more smoothly if you start here 
first. 

 Next, brighten up the appearance of the public restroom, employees’ break room, fitting room, and 
counseling area. Set a reasonable budget to bring a fresh look to these areas. Remember, paint and 
a little artwork will go a long way. 

 Be sure to set a cleaning schedule for all of the areas mentioned above.   

 Spruce up your waiting area. Be sure you have at least one chair with no arms and one chair with 
arms. I’ve been in high volume pharmacies that offer rocking chairs in the waiting area. Children’s 
rocking chairs are a big hit! Benches are not a good idea for waiting areas. 

 
Cleaning: 

 Professionally clean the flooring. Remove all stains from the carpet.  Replace any worn runners or 
area rugs. 

 Replace worn-out mops and/or vacuum cleaners. The top reason why carpet wears out so quickly is 
because it is not vacuumed properly or often enough. 

 Look up! Ensure that every light in the ceiling works. Replace defective light ballast and burnt or 
nearly-burnt out bulbs. Clean the fluorescent tube lighting, diffusers and lens covers. (Suggestion: 
clean one row a week until the entire store has been done; start in the pharmacy area.) 

 Keep looking up! Remove all soiled and stained ceiling tiles, even if it isn’t your responsibility. It 
could be a long wait if you are waiting for the landlord to do it. 

 Dust and clean the frames and glass of all professional licenses. 

 Paint something inside – one wall, trim, or lettering. Consider adding graphics to your walls: graphics 
picturing a wheelchair, wrist brace, diabetic shoe, and/or compounding are a good place to start.  

 Update any signs that state your return policy. 

 Check all exit signs before the fire marshal inspects your store. 

 Check the music in your store. Is it on an appropriate station? Is it too loud or too soft? Make sure 
your music matches the majority of your customers’ tastes, not necessarily yours. 

 
Checkout Area & Counters: 

 Strip clean all checkout, pickup, and drop off counters. Remerchandise these areas so they remain 
clutter-free. Be sure to clean the top of your pharmacy counter.  

 Trick: reverse the order in which the candy is merchandised underneath your checkout counter. 
Customers will insist that you brought in new candy. 

 Purge underneath all checkout counters. These should be well arranged and never have employee 
personal belongings in them, such as backpacks, purses, food and/or drink.  

 
Shelving & Accessories: 

 Purchase 200 pegboard hooks, all the same size. 

 Purchase 24 pieces of shelf fencing for your end-cap shelving. 

 Purchase 36 low-profile plastic shelf lips for your shelving. 

 Place hand-held shopping baskets, in three groups of 10, throughout your store. The best locations 
are near the first end-cap at the front of the store, near the center of the store, and at the rear of 
the store. The worst places are at register counters and by the door. 
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Merchandising: 

 Add at least one new item to each major OTC category in your store. Place a “new item” sign in front 
of the item.  This will help your image as a progressive establishment. 

 Display five new signs promoting your private label brand. 

 Fill your sunglass and reading glass racks. 

 Remerchandise any item that is sitting on the floor and not on a fixture.  

 Return, donate, or dispose of all 2014 calendars and date books (marking these at 75 percent off is 
not doing you any good). 

 Inspect all storage areas for outdated and overstocked items. Start with the drawers underneath the 
greeting card section. The owner of the store needs to do this, not an employee. 

 Discard or refill all floor displays that are half or less than half full.  

 Set a schedule to visit NCPA’s Front-End Overhaul webpage (ncpanet.org/feo) with your key 
employees.  

 
Employees: 

 Upgrade the employee dress code – all staff should look as professional as your store does. 

 Set a policy of NO CELL PHONES on the sales floor or in the pharmacy. The store’s hard line can be 
used for emergencies, and cell phones should only be used on breaks and during lunch time (blame 
this on me if you like). 

 
Customer Service: 
Can you name one thing in your store that can’t be found anywhere else?  Answer: Your level of 
customer service. 

 Starting today, mandate that every customer needs to be greeted. (Yes, it can be done.) 

 Ask every customer if he/she found what they were looking for, and offer to help if they haven’t. 

 Thank your customers for visiting your store. 
 
 
 

The story behind the red sneakers: I once gave a presentation wearing a new suit 
with a tailored white shirt, a bright blue and gold silk tie, and red sneakers. The 
sneakers were comfortable, had been with me for a while, were fun to wear, and 
didn’t seem like a big deal. Boy, was I wrong! I looked silly. Many people remarked 
that they couldn’t take me seriously; others said I ruined my image; and a few had 
voiced a problem with my credibility. “What kind of guy would wear red sneakers 
with a suit?” I wear them today to remind me and you that every business wears a 

pair of red sneakers, something that is comfortable; something that we don’t think is a big deal but 
quietly is ruining our image. This spring, hunt down and recognize your red sneakers and change them to 
improve your image and credibility. 
 
Thank you for choosing to be a member of NCPA! 
 
Gabe Trahan is NCPA's senior director of store operations and marketing. Gabe uses 30 years of front 
end merchandising experience to help NCPA members increase store traffic and improve profits. Visit 
(www.ncpanet.org) and click on Front-End Overhaul. Watch the videos, read the tips, and view two 
galleries of photo examples by Gabe. Follow him on Twitter @NCPAGabe for additional tips. 

http://www.ncpanet.org/feo
http://www.ncpanet.org/
http://twitter.com/NCPAGabe

