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Disclosure

• Lisa Faast is the Vice President of Marketing with Pharmacy 
Development Services.  The conflict of interest was resolved by peer 
review of the slide content.

• Greg L. Alston is the Chief Value Office of GLA Consulting.  The conflict 
of interest was resolved by peer review of the slide content.

Dr. Lisa Faast
VP Marketing

Pharmacy Development Services

NCPA 2018 Annual Convention

The Secret of 
Pain Point Marketing

sponsored by Merck
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Learning Objectives

1. Summarize key benefits to becoming your community's 
prescription problem solver. 

2. Outline methods community pharmacies can use to 
partner with physicians, LTC facilities, and local 
businesses.

3. Examine real-life success examples from pharmacy peers 
working with physicians and self-insured employers.
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What is…

3 Steps to Be a Master Pain Point Marketer

1. Learn about a pain point
2. Solve for the pain point
3. Tell everybody your solution
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Dr. Lisa Faast
VP Marketing

Pharmacy Development Services
Lfaast@pharmacyowners.com

561-275-2660

Questions?
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The Secret of Pain Point Marketing II
Application to LTC Marketing

Greg L. Alston
Chief Value Officer GLA Consulting Inc.

The Value Strategy Guy
www.greglalston.com

980-272-1695

Lisa advised you to create a Purple 
Cow for your business

Take 10 seconds to draft 
your Purple Cow 
message for your new 
service to provide 
compliance packaging to 
Assisted Living Facilities 
in your area.
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In the next ten seconds describe…

How you will 
market (Sell) your 
message to these 
facilities?

What is the difference between 
Marketing Tactics ...

…and a strategic marketing plan?
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Most Pharmacists  gravitate to (how-to) tactics first 
without necessarily ever developing a true strategy.

• Newspaper
• Radio
• Flyers
• Postcards
• Social Media
• Newsletters
• Sales calls
• E-Mail

A Strategic Marketing Plan…

Creates Transformational Value for 
your customer.
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What is transformational value? Take 
someone from being…

a person who can’t to 
a person who can.

a person who won’t to 
a person who will.

a person who doesn’t 
to a person who does.

a satisfied customer to 
an engaged customer

The Secret to a strategic marketing 
plan is…

Focus on solving the problems of the 
customer and communicating value 
not benefits. Sales and profits flow 
from Value not from selling.
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The Human Sigma Project- Profits flow 
from engagement  not satisfaction.

What is the difference between a 
satisfied customer and an engaged 
customer?

Fleming, J. H., & Asplund, J. (2007). Human sigma: 
Managing the employee-customer encounter. Simon 
and Schuster.

Engaged customers tell everyone why they love 
you…while satisfied customers simply use your service
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How do you engage a customer?

1st Star      
Do what you 

do well.

2ND Star  
Treat them 

Special

3rd Star 
Surprise 

them

4th Star 
Demonstrate 
consistency

5th Star 
Encourage 

them to join 
your tribe. 

With 5-Star Service

What is a Tribe?

•A tribe is a group of people connected 
to one another, connected to a leader, 
and connected to an idea.

• Seth Godin- Tribes
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On what should your tribe be 
focused?

Solving problems for your target 
audience.

Such as LTC owners operators and administrators

People happily join tribes to be 
around like minded folk…

People resist being sold 
anything and resent pushy 
salespeople.
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The uber secret to success in pain 
point marketing is……

The biggest mistake marketers make is not 
understanding the buyer’s journey

Desire to 
make a 
purchase

Identify 
broad 
options 
available

Compare 
cost and 
benefits of 
options

Research 
which 
option is 
best 

Research 
which 
provider is 
best
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Most marketing says…

Here is the stuff that we offer. Here are the 
benefits you will receive. Please give me some of 
your hard earned money and then I will give you 
my service.

Hidden message if you pay me I will help you if you 
don’t I won’t. Essentially I care about me more 
than I care about you.

Hearing this message when you are not at the 
final stage of the buyer’s journey…

•Is annoying and off 
putting. Less than 5% 
of your target market is 
at the “ready to buy” 
stage on any given day.
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The Secret Educational alternative is …

An educational 
strategy that educates 

your prospects 
regarding …

1-Problems in their 
area and the risk of not 

solving them

2-Examples of how 
ignoring the problems 

created disastrous 
results

3-A description of the 
broad options available

4- Compares the cost 
and benefits of the 

options

5-Explains why you 
believe the service you 
provide is a stellar way 
to solve the problem

6-Suggests that if they 
need help you are 

available

7- Eliminate/mitigate 
the risk of contacting 

you

What great strategic marketing says…

Here are some problems that you face in your 
business. Here is how we have helped other 
people just like you solve those problems.
If you would like more information get in touch.

Hidden message: I am available to help you solve 
your problems if you need me. In other words I 
care more about you than I do about my personal 
profit.
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Consider the Assisted Living Facility 
Owner and her problems
• Patients on Multiple Meds
• Patients use multiple pharmacies
• Numerous trips to pharmacy each week
• Untrained people dispensing meds to residents
• Unsanitary med handling
• Lack of security for controlled drugs
• Lack of oversight of medication handling
• Requirement to train staff
• Don’t have time to investigate all the options

One potential solution we found was the 
use of a packaging service.
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The key benefits to the Assisted living 
owner were…
• All meds for each patient were in no more than 4 cards
• Al patients receive meds were received from one pharmacy
• No trips to pharmacy were required –monthly delivery
• Accurate medication dispensing by a med tech
• Sanitary medication handling was achieved
• Oversight was made easy by MAR and packaging
• No extra work for owner to set this up
• Patients were billed monthly no cash handling required
• Support and training were provided by our pharmacy

The Educational No-Sell Selling Approach

• Educate don’t sell No pitch made
• Luncheon meetings
• Video Messages
• Medication Safety Classes
• Handouts
• Brochures
• 800 number
• Testimonials from other LTC owners
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The goal of an offer…

Is to make the prospect say, 
“I would be “flippin” crazy 
not to do business with 
you!”

The No-Sell Selling Meeting Agenda

• Here are problems our clients have reported.
• Here is how we help them solve those problems.
• Demonstrate the solution.
• If you would like more information get in touch.
• Make sure they know how to get in touch.
• Offer free access to additional training.
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The success rate on Educational No–Sell 
Selling of pain point marketing

• 100% of the people who wanted a 
solution made contact.

• 0% of people were annoyed by 
getting some free education.

• Conversion from prospect to 
client about 25% on average of 
meeting attendees.

Final Tips

• Don’t try to be all things to all people
• Separate your phone lines
• Resist selling at all times 
• Offer solutions not deals
• Train your people to be 5 star service 

providers
• Never abdicate your role as the 

connection point to your clients.



9/30/2018

23

Greg L. Alston
Chief Value Officer

GLA Consulting-The Value Strategy Guy
greg@greglalston.com
www.greglalston.com

Questions?


