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RENEW RX

Impacting Lives, Restoring Nature

Products expiring on you?

You work hard to control your inventory, but sometimes products expire on your shelves.
You wonder, if there’s a way, you could prevent the headache of expiries.

Expired Stock = Additional Expenses
Expired medicine is additional discarding costs. The more products expire on your
shelves, the more losses you incur. That's bad for business.

We understand your struggle. Many pharmacies face the same problem.
We have the solution. We've helped pharmacies get rid of slow moving stock—all
while impacting their communities too!

Empty the Shelf, Impact Lives

@ Post It - Post the products you want off your shelf.
@ Search It - Check out the products needed for donations.
@ Impact Lives - Impact lives, get rid of stress, and grow your pharmacy brand.

Act Now: Compound Your Impact Today!
@/% Click for impact —before the items become a liability!

The Cost Of Waiting?

X You have expired items.
X You lose money.
X Your pharmacy suffers additional disposal costs.

What You Gain!

V You impact lives.
 Your minimize losses.
 You grow your pharmacy brand & business.


https://renewrx.africa/
https://renewrx.africa/
https://renewrx.africa/
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OPERATIONS: HOW TO SCALE
WITHOUT SACRIFICING
QUALITY

-How To Scale
Without
Sacrificing

Quality
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The Challenge

Every pharmacy owner dreams of growth—
more customers, more products, higher
revenue. But with growth comes pressure.
Staff feel stretched, mistakes appear, and the
quality your customers trust canslip. It’s a
common fear: “If we grow fast, will we lose
what makes us special?”

The Turning Point

The good news is that growth and quality don’t
have to be at odds. The key is building systems
that let your pharmacy expand without
depending solely on your memory or energy.



OPERATIONS: HOW TO SCALE
WITHOUT SACRIFICING
QUALITY
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For example: These small, deliberate actions create a strong
e Standardize Your Processes: Create foundation. Growth becomes predictable
checklists for daily tasks, stock rather than chaotic, and your customers notice
management, and customer interactions. A the consistency—they trust your pharmacy
simple system ensures nothing gets even more.

missed, even if the team grows.
e Train with Purpose: Teach your staff not The Reward
just what to do, but why it matters. When
your team understands the impact of Imagine your pharmacy running smoothly,
quality, they take ownership. your team confident, and customers returning
e Use Technology Smartly: Digital toolscan  because they know they’ll always get the best
track inventory, manage orders, and even care. That’s the reward of scaling wisely.
remind staff of critical tasks. This reduces Growth becomes a source of pride, not stress.
errors while freeing your time to focus on And best of all, you don’t have to sacrifice the
strategy. personal touch that made your pharmacy
e ScaleinStages: Don't try to double thrive in the first place.
everything at once. Add new services,
products, or staff gradually, monitoring
quality at every step.

©
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OPERATIONS: HOW TO SCALE
WITHOUT SACRIFICING
QUALITY
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We'd love to hear how you successfully scaled your pharmacy without sacrificing quality. Share
your story and actionable tips with us by emailing info@thechemist.co.ke. If selected, your
insights will be featured in an upcoming issue of The Chemist’s "From Our Readers" section.
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SALES: HOSPITALITY VS. SERVICE: THE
EMOTIONAL SHIFT THAT MAKES
CUSTOMERS LOYAL

Hospitality Vs.
Service: The
Emotional Shift
That Makes
Customers
Loyal

BY THE CHEMIST
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Most pharmacies today offer service. Very few
offer hospitality.

Yet hospitality is the difference between a
customer who buys once... and a customer
who never leaves you.

Let’s explore how you can easily apply this
approach in your pharmacy today.

Service Is What You Do. Hospitality Is
How You Make People Feel.



SALES: HOSPITALITY VS. SERVICE: THE
EMOTIONAL SHIFT THAT MAKES
CUSTOMERS LOYAL

1. Service is the task. Hospitality is the
emotion.
e Service: “Here is your medicine.”
e Hospitality: “Are you okay? How are you
feeling today?”

With service, the work gets done.
With hospitality, the customer feels cared for.

Customers rarely remember the exact words
you said.

But they always remember how they felt when

they stood at your counter.
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2.Service is transactional. Hospitality is
relational.
e Service: Quick check-out.
e Hospitality: Quick check-out plus
remembering they prefer Moko’s* syrup
for the baby.

People want to feel seen.

Even something as small as “How is your
mother doing now?” can create trust that no
competitor can copy.

When you build real relationships, customers
stop comparing prices and start valuing your
presence.



SALES: HOSPITALITY VS. SERVICE:
THE EMOTIONAL SHIFT THAT MAKES
CUSTOMERS LOYAL

3. Service is basic. Hospitality goes the extra
100%.

You don’t need big budgets to deliver
hospitality.

Small touches work wonders:

e Greeting every customer with warmth—
even when you're tired.

e Offering to pack medicines separately for
easier use at home.

e Calling acustomer to ask if a new
medication worked well.

e Helping someone find a cheaper
alternative without making them feel
embarrassed.

The extra 10% is usually free—but it multiplies

our returns.
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4. Service solves needs. Hospitality
anticipates needs.

Your customers walk into your pharmacy with
more than symptoms.

Some come stressed, worried about money, or
overwhelmed with caring for a sick relative.
Hospitality is noticing the things they don’t say
out loud.

Examples you can use today:

e A mother with a crying child = Offer to
check her faster.

e Anelderly customer is confused by the
dosage. — Give a simple dosage card.

e A customer buying chronic meds monthly

— Prepare arefill reminder. ©
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SALES: HOSPITALITY VS. SERVICE:

THE EMOTIONAL SHIFT THAT MAKES

CUSTOMERS LOYAL )
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When customers feel understood, they stay How to Make Hospitality Your Daily
loyal for years. Practice (Simple Steps)

5. Service is easy to copy. Hospitality is your

’ Here’s a mini checklist you can start today:
pharmacy’s signature.

e Smile first—before asking “How can | help
you?”

e Use names when you know them.

e End each visit with assurance: “You can
always come back if you're not sure about
anything”

e Watch body language—someone who is
quiet may actually need help.

e Share quick tips, not just prescriptions.

e Create a calm tone even when queues are
long.

Anyone can offer quick service.

But only your team can create the unique
feeling customers get when they walk into
your space.

That emotional connection becomes your
competitive advantage—especially in a tough
economy where customers choose pharmacies
that feel “human,” not just efficient.

These tiny emotional touches build trust, and

trust drives sales more reliably than any ©
PAGE 10 « THE CHEMIST . .
_ discount ever will.



SALES: HOSPITALITY VS. SERVICE:
THE EMOTIONAL SHIFT THAT MAKES
CUSTOMERS LOYAL
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The Emotional Shift That Changes Everything

When customers walk out feeling respected, understood, and valued, they return—not
because they must, but because they want to.

That is the heart of hospitality.

And that is how you build a loyal customer base that grows your pharmacy through word of
mouth, not just marketing.

Share your Hospitality Vs. Service: The Emotional Shift That Makes Customers Loyal.

Success story with us via info@thechemist.co.ke. What worked for you? We'd love to
feature your insights in an upcoming issue of The Chemist’s "From Our Readers" section.
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CASHFLOW: THE INSURANCE
COVERAGE EVERY PHARMACY
SHOULD HAVE

A, R

manes

One unexpected incident can drain your cash

The Insurance flow faster than a slow month ever could.

Coverage Every fThat’s why the right insurance isn't just a
ormality.

Pharmacy It’s a cash flow protection system.

Sh0u1d Have In this article, we'll walk up the staircase—one

simple step at a time—to understand the
insurance coverage every growing pharmacy
should have, why it matters, and how it
Running a pharmacy means carrying your protects your hard-earned money.
community on your shoulders. Every day, .

people trust you with their health, their urgent Step 1: Protect Your Reputation -
needs, and sometimes their emergencies. But Professional Indemnity Insurance

behind the counter, there’s a truth many
pharmacy owners quietly feel: Mistakes can happen even in the most careful

pharmacy.
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CASHFLOW: THE INSURANCE
COVERAGE EVERY PHARMACY
SHOULD HAVE

A wrong label. Step 2: Protect Your Stock - Fire

_ Insurance
A misheard dosage.

Your stock is money on shelves.
A misunderstanding with a patient.
A single fire—whether from an electrical fault,
gas cylinder, or neighboring business—can
wipe out years of investment. Fire Insurance
ensures you don’t have to start from scratch.

Even a small error can lead to legal claims,
compensation demands, or negative publicity.

Professional Indemnity Insurance is your
safety net. It covers legal costs and claims that
may arise if a client says a professional error
caused them harm.

Why it matters:

Instead of dipping into savings, taking loans, or
closing temporarily, insurance helps you
recover quickly and keep serving your
community.

Why it matters:

Legal fees can destroy a year’s profit. This
cover keeps one mistake from becoming a

financial disaster.
PAGE 13 e THE CHEMIST




CASHFLOW: THE INSURANCE
COVERAGE EVERY PHARMACY
SHOULD HAVE

Step 3: Protect Your Premises - Step 4: Protect Your Team - Work
Burglary Insurance Injury Benefits Act (WIBA) Cover
Break-ins are expensive. Your team is the engine of your pharmacy.

Replacing stolen stock, fixing broken doors and If a staff member gets injured while on duty,
windows, restoring order... all of that costs you are legally responsible for their
money and disrupts business. compensation.

Burglary Insurance cushions the financial WIBA covers medical costs, disability
shock and gets you back on your feet faster.  compensation, and other related claims.

Why it matters: Why it matters:

This cover safeguards your finances while
Burglary hits cash flow twice—first through  ensuring your team gets the protection they
losses, then through repairs. Insurance absorbsdeserve.
that impact.

©
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CASHFLOW: THE INSURANCE

COVERAGE EVERY PHARMACY
SHOULD HAVE
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Step 5: Protect Your Operations - Step 6: Protect Your Delivery and

Business Interruption Insurance Mobile Services - Goods-in-Transit
Insurance

A fire, flood, or other incident can force your

pharmacy to close temporarily. If your pharmacy delivers to clients or moves
stock between branches, accidents can happen

When that happens, business doesn’t just on the road.

pause—cash flow pauses too.

This insurance keeps your medicines and
Business Interruption Insurance helps cover  gypplies safe while they’re on the move.
lost revenue and ongoing expenses (like rent

and staff salaries) until you reopen. Why it matters:

Why it matters: It saves you from covering transport losses or

paying again to replace damaged stock.
Your cash flow stays steady even when your

doors are temporarily closed.

©
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CASHFLOW: THE INSURANCE
COVERAGE EVERY PHARMACY
SHOULD HAVE
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Step 7: Protect Your Peace of Mind - A Your Pharmacy Is Worth Protecting

Good Broker or Agent
You’ve worked hard to build your pharmacy.

Sometimes the most important “cover” is
guidance. You've invested time, money, and trust.

A knowledgeable insurance advisor helps you: Insurance doesn’t remove risk—but it absorbs
e Choose only what your pharmacy truly ~ the shock so your cashflow, your team, and

needs. your mission stay safe.
¢ Avoid paying for unnecessary extras.
e Understand your exclusions If there's one step you take this month, let it be
e Claim correctly when things go wrong. this:
Why it matters: Review your covers. Fill the gaps. Strengthen

Smart choices save money every year—and your foundation.

ensure payouts when you need them most.
Your future self—and your community—will

thank you.

©
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CASHFLOW: THE INSURANCE
COVERAGE EVERY PHARMACY
SHOULD HAVE

CLOSED

Share your "The Insurance Coverage Every Pharmacy Should Have" success story with us at
info@thechemist.co.ke. What worked for you? We'd love to feature your insights in an
upcoming issue of The Chemist’s "From Our Readers" section.
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LEADERSHIP: HOW TO TURN
DISAGREEMENTS INTO GROWTH

How To Turn
Disagreements
Into Growth

BY THE CHEMIST

Every pharmacy team has disagreements. It’s
normal. When people with different
backgrounds and perspectives work together,
clashes are bound to happen.

But here’s the good news: disagreements can
actually make your pharmacy stronger. The
secret is learning how to climb the “growth
staircase” one step at a time.
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Let’s walk through each step.

Step 1: See Disagreements as Signals,
Not Problems

Pharmacy owners often feel stressed when
team members disagree — especially in the
middle of a busy day.

But a disagreement is simply a signal. It tells
you something is not clear, not working, or not
aligned.

When you shift your view from “This is a
problem” to “This is information,” you instantly
reduce tension.

When emotions settle, finding solutions
becomes much easier.



LEADERSHIP: HOW TO TURN
DISAGREEMENTS INTO
GROWTH

Try this:
When a conflict comes up, ask:

“What is this disagreement trying to tell us about
our systems, communication, or workflow?”

Step 2: Slow Down the Conversation

In a heated moment, people react — they don’t
think. Short tempers lead to short answers.

Slowing down the conversation helps

everyone feel heard.

You don’t need a long meeting. Even 3 minutes
can change everything.
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Use th|s 5|mple phrase:
“Let’s pause. | want to understand you clearly.”

That one sentence creates safety — and safety
creates honesty.

Step 3: Find the Real Issue (Not the
Surface Issue)

Many workplace conflicts are not about what
people say they are about.

A fight about stock levels may actually be
about workload.

A disagreement about shifts may be about
fairness.
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LEADERSHIP: HOW TO TURN
DISAGREEMENTS INTO
GROWTH

A complaint about customer flow may be
about feeling unsupported.

Once you understand the real issue, solutions
become easier — and the team feels respected.

Ask this:
“What's the real challenge underneath this?”

You'll be surprised how often the true problem
is something you can fix quickly.

Step 4: Look for a Win-Win (Not a
Winner)

Growth happens when both people walk away
feeling valued.
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This means you’re not choosing sides — you're
choosing progress.

Instead of asking, “Who is right?” ask:
“How can we make this work better for the whole
team and the customer?”

In pharmacy, the customer is the common
ground.

When a solution improves the customer’s
experience, the team typically comes together
around it.



LEADERSHIP: HOW TO TURN
DISAGREEMENTS INTO
GROWTH

Step 5: Turn the Agreement Into a
Small System

This is where the real growth happens.

Every solved disagreement is an opportunity
to create a simple system that prevents future
conflict.

Examples:
e |f the argument was about stock checking,
— Create a weekly stock-check schedule.
¢ If the issue was communication, = Start a
2-minute daily check-in.
e |f the conflict was about job roles, = Write
clear responsibilities for each shift.
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Systems turn one-time solutions into long-
term stability.

Step 6: Celebrate the Resolution

When your team sees that disagreements lead
to positive change, something powerful
happens:

They stop fearing conflict.
They speak up more.
They take ownership.

This is the beginning of a healthy, growing
workplace culture.

Even a simple “Thank you for helping us fix
this” goes a long way.
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LEADERSHIP: HOW TO TURN
DISAGREEMENTS INTO
GROWTH

Why This Matters for Your Pharmacy
A pharmacy that handles disagreements well:
V has fewer mistakes

J offers better customer service

V reduces staff turnover

 creates a calmer workplace

 grows faster

Customers can feel when a team works well
together.

And that feeling becomes loyalty.

You don’t need to avoid conflict — you need to
lead it well.
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When you do, every disagreement becomes a
doorway to growth.

Share your “How To Turn Disagreements Into
Growth” success story with us at
info@thechemist.co.ke. What worked for
you? We'd love to feature your insights in an
upcoming issue of The Chemist’s "From Our
Readers" section.
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MARKETING: SOCIAL MEDIA
MONITORING: THE EASIEST WAY TO
KNOW WHAT YOUR CUSTOMERS NEED

/
- e
° ° If you’re like many community pharmacies
SOClal Medla today, you probably feel the pressure to serve

a community whose needs are always

Monitoring: changing. Customers want faster service,

better explanations, more relevant products,
The Easiest and clearer answers—often before they even
walk into your pharmacy.
Wa.y TO Know But how do you truly know what they want?
What I Our Here's the good news: your customers are

already telling you. They're doing it every day

CuStomers on social media.
NeEd And with a little intentional monitoring, you

can use their public conversations to guide
your marketing, shape your product mix, and

BY THE CHEMIST stay ahead of your competitors.

Let’s take it step by step.
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MARKETING: SOCIAL MEDIA
MONITORING: THE EASIEST WAY TO
KNOW WHAT YOUR CUSTOMERS NEED

- y g
Step 1: Start By Listening Step 2: Follow Local Conversations
Most pharmacies only talk on social media— Start with simple places:
they don't listen.
¢ Local Facebook groups
But listening is where the opportunity lives. ¢ Local Twitter/X topic trends
¢ Comments under posts from health
People in your community are already posting influencers
about: ¢ Reviews on Google and your competitors’
pages
¢ What health concerns they have e WhatsApp community groups (if public)
¢ Which products they’re searching for
¢ Where they feel ignored or overcharged You don’t need expensive tools.
¢ What they wish pharmacies understood
¢ Which brands they trust and why Spend just 10 minutes a day noticing what
people in your community are asking,
When you listen, you start to see patterns. complaining about, or celebrating.
And once you see patterns, you can respond
with clarity. This is often enough to guide your next move.
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MARKETING: SOCIAL MEDIA
MONITORING: THE EASIEST WAY TO
KNOW WHAT YOUR CUSTOMERS NEED
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Step 3: Turn Comments Into Customer Each signal gives you a clear direction for your
Insights marketing or operations.

Here’'s where growth begins. For example:

e [f people keep asking, “Which sunscreen is
best for oily skin?” — Write a short
educational post and stock recommended

Common illnesses people are experiencing. options.

Products that customers wish were more ~ ° If many say “Pharmacies are too expensive
affordable nowadays,” — Highlight your weekly

offers.

e |f people are confused about dosage, —
Create simple explainer content on
WhatsApp or Facebook.

When you monitor comments and reviews, you
will discover:

Questions that keep coming up

Customer frustrations with service time or
stockouts

Seasonal shifts in interest

Small insights create big opportunities.

Each of these is a signal.
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MARKETING: SOCIAL MEDIA
MONITORING: THE EASIEST WAY TO
KNOW WHAT YOUR CUSTOMERS NEED
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Step 4: Use What You Learn To ImproveThis is how pharmacies move from “posting for
Your Marketing the sake of posting” to creating messages

people actually care about.

Social media monitoring helps you create

marketing that feels personal, not generic. When people feel understood, they respond—

by engaging, visiting, and buying.

You'll know:
Step 5: Respond Publicly and Privately
e What topics your community want you to

explain Customers love pharmacies that show they are
¢ Which products you should advertise morepaying attention.
confidently
¢ When to offer discounts You can do this by:
¢ What kind of content gets the most e Replying to comments with helpful clarity
attention e Sharing educational posts that address real
e How customers describe their problems concerns
(use their words in your captions!) ¢ Posting quick videos answering common
qguestions
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MARKETING: SOCIAL MEDIA
MONITORING: THE EASIEST WAY TO
KNOW WHAT YOUR CUSTOMERS NEED

¢ Updating customers when a previously Try this routine:
unavailable product is back in stock
¢ 5 minutes scanning comments

Every response shows you're listening. e 3 minutes checking reviews
Every post shows you care. e 2 minutes, noting trends in a small
notebook or app

This builds trust long before the customer

walks in. That’s it.

Step 6: Make It a Daily Habit Ten minutes a day can help you understand
your customers better than any expensive
research.

Social media monitoring works best when it’s
consistent.
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MARKETING: SOCIAL MEDIA
MONITORING: THE EASIEST WAY TO
KNOW WHAT YOUR CUSTOMERS NEED
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Your Competitive Advantage

Your community is already telling you what they want.

Your competitors may be ignoring it.

You don’t have to.

Social media monitoring gives you the easiest, fastest, and most reliable way to know what
your customers need—so you can serve them better, market smarter, and grow with
confidence.

Share your Social Media Monitoring: The Easiest Way To Know What Your Customers Need

success story with us at info@thechemist.co.ke. What worked for you? We'd love to feature
your insights in an upcoming issue of The Chemist’s "From Our Readers" section.
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Expand Your Pharmacy Revenue with the 7-Day AM/PM Pill Box

Boost Sales and Client Satisfaction
 Increase your pharmacy's revenue streams effortlessly.

e Enhance customer loyalty and satisfaction with a practical, daily-use product.

Ensure Medication Adherence

 Help your clients manage their medication schedules effectively and conveniently.

« Improve health outcomes with easy-to-use, organized pill boxes.

Special Offer: Limited-Time Only

e Receive a 10% discount on your first purchase when you use the discount code

“THECHEMIST™!
e Enjoy free shipping on all orders placed this month*

*Terms & Conditions Apply

wd  wd | wd
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Innovative
Product
Spotlight: Dawa

BY THE CHEMIST

Dawa (Packaged Herbal Cold Remedy)

RRP: Ksh 350 - Ksh 900
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PRODUCT: INNOVATIVE
"tl] PRODUCT SPOTLIGHT: DAWA
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Overview

Dawa is a herbal cold and flu remedy
traditionally made from roots, leaves, and
spices. Modern packaged versions bring this
cultural favourite into a safe, standardised, and
hygienic format. With clear labelling and
controlled ingredients, these products offer
customers a natural option for mild cold
symptoms while giving pharmacies a new way
to meet seasonal demand.

Packaged Dawa blends the familiarity of
traditional remedies with the reliability of
modern manufacturing — making it an
attractive choice during the cold season.



PRODUCT: INNOVATIVE

PRODUCT SPOTLIGHT: DAWA

¥

Key Features e Individuals preferring natural or herbal
remedies.
e Standardised herbal formulation for e Elderly customers familiar with traditional
consistent strength Dawa
¢ Hygienically packaged for safety.
e Clear dosage instructions Psychographics

 Natural ingredients with soothing effects ¢ Value natural, herbal solutions.
e Suitable for mild coughs, colds, and nasal ¢ Prefer remedies they “trust from

congestion experience”
e Can be used alongside conventional cold ~ ® Seek comfort and relief during cold
medicines (where appropriate) weather.
e [nterested in products that feel gentle and
Target Market non-chemical

Demographics
e Adults 18-65
e Customers with mild cold or flu symptoms
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PRODUCT: INNOVATIVE
PRODUCT SPOTLIGHT: DAWA

Value to Clients Sales Projections
Short-term Potential Market Size:
* Provides soothing relief from mild cold 40-70 units monthly (December peak)
symptoms
* Easy, comforting alternative to chemical-  Estimated Monthly Revenue:
based products KES 14,000 - KES 63,000
* Accessible and familiar option duringthe  (assuming average RRP of KES 550)
cold season
Selling Strategies
Long-term ¢ Place near cough syrups, throat lozenges,
e Encourages customers to explore safe, and cold-care essentials
packaged herbal products e Create asmall “Cold Relief Corner”
¢ Builds trust in pharmacies as sources of featuring herbal + conventional options.
reliable herbal solutions e Offer bundle deals: Dawa + honey
e Reduces unsafe homemade mixtures lozenges + steam inhalation.

e Provide quick explanations at the counter
(“This is a safe, standardised herbal
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e Use warm colours or herbal imagery on shelf labels.

Marketing Suggestions

Social Post
“Feeling the cold season? Try a safe, packaged herbal remedy trusted by generations.”

WhatsApp Broadcast

“Dawa is back — but safer and standardised. Ask us about our packaged herbal cold remedies
today.”

Shelf Talker

“Herbal relief for mild cold symptoms — safe, packaged, and trusted.”
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DUOPHARMA: A OPharma

PLAY.LEARN. CARE

3 + -~

4 4360 ks

DAY STREAK POINTS

31/282
COMPLETED

Play. Learn. Care

A 22 units

& v Abacavir O T——
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Click below to check out available jobs:
€4 Pharmacist

€4 Pharmaceutical Technologist

Want employers to find you faster? Create your profile today and let opportunities come to you.

Jb Start Now!

Looking for Your Next Pharmacy Job? We've Got You!

Are you a skilled pharmacy professional looking for the right job in a community
pharmacy?

We know how tough job hunting can be.

¥ ! Over 500 community pharmacies trust us for practical advice—now, we’re making job
searching easier for you!

The Pharmacy Career Jumpstart

Step 1: Visit thechemist.co.ke/job-board/
Step 2: Create a candidate profile.

Step 3: Let employers reach out to you!

# Create your profile and find your next job now! - thechemist.co.ke/job-board/

@ Don't miss out on great opportunities!
Start growing your career today.

PS: Looking for a team member to grow your pharmacy? Check out profiles of candidates
looking for opportunities at https://thechemist.co.ke/job-board/employer/ for FREE &
shorten the process of getting the best candidate.
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