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Lynne Cunningham’s 

Book Review

I just read a great book that I think should be added to your Leadership Library.
	Book
	Beyond the Gift Shop:  Strategic Healthcare Retail

	Author
	Mindy Thompson-Banko

	Pillar of Excellence
	Finance

	Publisher’s Book Description
	Beyond the Gift Shop will inspire you to reconsider how healthcare and retail traditionally have worked together. Author Mindy Thompson-Banko has advised healthcare leaders on over 100 major retail initiatives. Use her expert advice to transform your existing retail efforts or launch a new concept. She uses real-world success stories to debunk common healthcare retail myths and to explain how retail generates new revenue while providing convenience and care for patients.

	LC Review
	This was an outstanding book that hit my reading list at the perfect time.  There were great ideas that can certainly be used by healthcare organizations looking for opportunities to diversify revenue sources.  Thompson-Banko’s ideas are well-grounded in her own experience and research.  The book is well-organized, easy-to- read and will be a valuable resource.

	Page
	Lynne suggests that you pay special attention to some of these features in the book. 

	2+
	Healthcare retail is full of discovery opportunities.  Here are some examples:
· Improved Patient Satisfaction

· Improved Patience Compliance

· Improved Employee Satisfaction

· Improved Facility Use

· Improved and New Revenue Streams

	5
	This book is not a how-to guide to buying and selling products.  It’s written for healthcare executives who are convinced that the healthcare industry must change and want new ideas and solutions.

By the time an organization has wrung the last 5 percent of efficiency out of the how, someone else will have invented a new what.  Inventing new whats – that’s the key to thriving in the age of revolution.

	7+
	The Need for Products – some examples
· More than 50 million people in the US care for a chronically ill, disabled, or aged family member or friend.

· Almost half of Americans live with at least one chronic condition, such as heart disease, cancer, arthritis, Alzheimer’s disease, and diabetes.

· By 2020, approximately 128 million Americans will be over 50 years old.
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	By targeting the post-customer experience, the provider can ask new questions, such as, “What does the patient need at home to recover from surgery, to comply with a treatment plan, or simply to live comfortably with a chronic condition?”
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	The good news is that healthcare retail is not only mission drive and customer focused; it is measurable and revenue generating.  Even better news is that the product market is enormous.

	33+
	A series of myths are debunked by the author.
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	Healthcare Retail Product Categories
1. Health and Care 

2. Convenience and Work Site

3. Gift and Spiritual

4. Prescriptions

5. Durable/home Medical Equipment
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	Four Retail Philosophies
1. Design the customer experience

2. Manage traffic flow

3. Maximize every inch

4. Make buying easy for the customer

	105
	Retail is quantifiable.  You can’t fake it.  You make money or you don’t.
Retail is about accountability, which is why retailers track and measure everything – inventory, traffic, conversion rates, daily sales, monthly sales, square footage, sales per square foot, gross margins, gross sales, net sales, shrinkage, return on investment, internal rate of return and net present value.
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	The positioning of healthcare stores is not price leadership (lowest price available), but thoughtful, well-chosen, physician-recommended products offered conveniently.

	121+
	Critical Success Factors
1. Change or Die

2. Deep Executive Support

3. Understanding the Organization’s Culture

· Is the organization able to handle entrepreneurial ventures?

· Does the organization have a decision-making process in place that allows for quick answers and reaction to good business opportunities?

· Does the organization embrace change (even if some staff members resist and criticize?)

4. Retail Expertise and Leadership

5. A Retail Mind-Set

6. Stakeholder Buy-in and Integration

· A conversion and integration plan is necessary to give employees time to understand and accept retail as an extension of patient care.

7. A Customized Retail System

	Overall rating 
	Outstanding.  Buy it.  Read it.  Share the book with your CFO.

	Publisher and Year Published
	2009
	ACHE Management Series

	Price
	$73
	

	Recommended by
	The publisher
	


This book report is posted at www.studergroup.com.  To read additional titles reviewed and recommended by Lynne Cunningham, visit Book Reviews under Tools and Knowledge at www.studergroup.com.  
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