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Delivering a Customer Experience 
Fit for the 21st Century

Does this scenario sound at all familiar? You’ve been managing 
a successful small business for years. You feel fortunate to have 
a loyal base of customers, and you’re proud of the personalized 
service you provide them every single day. Over time, you’re 
able to recognize that you’ve made a positive impact on your 
community. Yet, something feels incomplete…

Deep down, you have this nagging hunch there is more you 
could offer to make the lives of your customers easier. What 
if there was a way to boost engagement, cut costs, and drive 
retention simply by innovating and trying something new?

Eric Chung, owner of Glengarry Pharmacy—an  
independent community pharmacy that’s been serving 
patients in Edmonton, Alberta for over 30 years—found 
himself in just such a scenario. And while his clients have 
consistently expressed their happiness with his team’s 
care and expertise, he knew it was time to take customer 
engagement into the 21st century.

That’s where TouchPoint Studio came in! Eric partnered up with 
our team, and we developed an affordable, full-service mobile 
app that not only meets the needs of his pharmacy’s diverse 
clientele, but also supports his store by cutting costs and saving 
his team time.

Want the full scoop? Continue reading to learn about 
Glengarry Pharmacy’s mobile solution and the impact it’s 

had on both customers and the business.
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The team at Glengarry Pharmacy has worked hard to distinguish themselves in a crowded industry. They 
serve a wide variety of special needs patients, many of whom live in group homes, and their free delivery 
service enables their customers to spend more time doing the things they care about. Moreover, their 
one-on-one medication review sessions and on-site inventory of injectables (insulin, for example) also 
differentiate Glengarry from a number of its competitors.

Most importantly, Eric Chung and his team have focused on cultivating close relation-
ships with many of the pharmacy’s patients.  But in a marketplace riddled with big brands 
sporting big budgets, there’s always pressure to provide the same conveniences and tools as other industry 
players. This was the key reason why Eric began to pursue investing in a mobile solution: modernizing to 
remain competitive.
 

What Drives the Decision to Pursue a
Mobile Solution?

“Just like small businesses in other industries, independent pharmacies like my own 
need to keep up with technology in order to stay in touch not only with young people, but 
also with the senior population.  It’s more and more important to show you’re willing to 
adapt to new things.”

In the spirit of innovation, Eric truly saw going mobile as an opportunity to improve customer engagement 
and support routine services. With fewer points of friction involved, a mobile app could render processes 
like refilling prescriptions simpler and more streamlined. He believed these types of electronic amenities 
would only make the customers happier. Furthermore, an app could provide a viable solution to a few of 
Eric’s other pressing concerns.
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“To ensure customers had accurate information, we used to distribute maps to help 
them find our store. But a mobile solution is more practical, and it integrates with a GPS. 
Plus, recommending our app is a lot more professional than advising them to ‘Google 
us’. Going mobile is simply more in tune with how the rest of the world is moving.”

Eric was also looking to take more control over the information about his business that was out there 
in the digital sphere. He had previously discovered a problematic Yelp page that incorrectly listed his 
pharmacy’s address and hours of operation. Issues like these made it likely that customers searching for his 
pharmacy online with questions in mind were ending up with the wrong answers.

“Going mobile is more necessary than 
ever. If you invest in these changes at the 
wrong time, you look like a laggard who 
doesn’t know the latest business best  
practices. Adapt now, and you become an 
innovative leader in your community.”

— Eric Chung, Owner, Glengarry Pharmacy

Finally, Eric’s team had historically received a deluge of faxes from group homes – and in many cases, 
they’ve had to provide these facilities with the fax machine themselves so these prescription requests could 
be made. The most frustrating part, however, was that Glengarry would receive troubleshooting calls from 
homes with broken down fax machines, despite tech support not exactly being in the pharmacy’s 
wheelhouse. Wouldn’t it be ideal if this whole situation could be completely avoided?

Thus, it was time to take action. So Eric connected with the TouchPoint Studio team… 
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Glengarry Pharmacy has had a small website for a long 
time, but Eric Chung now considers it to be an “old-school” 
way to communicate with patients – and we couldn’t agree 
more. While a mobile-compatible website has a role to play 
in helping new customers find a business via a Google search, 
it doesn’t give people the one-click access and simplified 
experience they’re looking to have directly at their fingertips. 

Eric was initially focused on an easy solution his patients 
could use to order a prescription refill – and to clarify 
the store’s geographic location, of course. But he knew 
a mobile app could do more. So we sat down with 
him to discuss other helpful features we could 
incorporate that would make for an outstanding 
user experience.

We studied the Glengarry site and communications strategy 
to see if there were components we could leverage as useful 
details on the app, and we let him know we could promote his 
pharmacy’s lesser known services, provide guides and tips 
to his customers, and enable them to order new prescriptions. 
What’s more, we wanted his patients to be able to easily 
contact him through the app should they decide to do so! 

After working together, Eric had this to say about our team:

Forging a Partnership with TouchPoint Studio

“Because of their experience in pharmacy, TouchPoint was able to produce the app rather 
quickly. But what impressed me the most was the level of service. Chad and his team are 
very responsive – and they help you navigate a process that’s difficult to understand. When 
you have no idea what you need to do with the Apple Store or Google Play, they will hold 
your hand every step of the way. Despite the amount of work I know they put in, it’s just 
incredible how they make the process feel so seamless.”

We appreciate his kind words and have really enjoyed working with Eric too. In addition to building and 
launching his new mobile app, we were happy to help brainstorm ways to market it and communicate the 
launch to his patients. Because he has a personal interest in technology, we also provided training to get Eric 
well acquainted with the solution so he could make updates to the content on his own. And so he has!
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In early 2018, our project came to fruition and the Glengarry Pharmacy mobile app was launched. As 
we offer a full-service platform, several updates have been released since then, and we continue to make 
tweaks and add new functionality to improve the experience.
  
Leveraging a clean and practical interface, what Eric likes most about the solution is its simplicity. And what 
surprised him the most? Patients of all ages are using the app without a hitch. There is absolutely no stop-
ping his senior clientele when it comes to embracing this technology! 

The Glengarry Pharmacy App

Would you like to see the app in action on your own mobile device? 
You can download it here: 

Here’s a little taste of the Glengarry Pharmacy mobile app’s features...

Refill Prescriptions

Requesting a prescription 
refill is also a breeze! In 
addition, patients can 
ask for Glengarry’s free 
delivery service in the 
‘Special Requests’ field, 
and they don’t even have 
to leave their homes to 
obtain their medications.

Special Services

Not every Glengarry 
Pharmacy patient is aware 
of each individual service 
this multi-faceted business 
offers. But the app is a 
great way for Eric and his 
team to highlight them, 
not to mention products, 
promotions and other 
announcements.

About Us

Wondering if the pharmacy 
is open? Need directions 
to the store? Integration 
with Google Maps is only 
a click away, and the 
hours of operation are very 
clearly labeled for all to 
see. No more handing out 
paper maps!

Featured Topics

The Glengarry app also 
hosts a few resources in its 
Featured Topics section, 
including an infertility 
guide, information about 
healthy pregnancies, and 
fertility health tips. As 
Eric’s team produces more 
educational resources, the 
content can be added into 
these modules.

https://itunes.apple.com/us/app/glengarry-pharmacy/id1268770163?mt=8
https://play.google.com/store/apps/details?id=com.glengarrypharmacy.touchpoint


Time Savings
Because patients no longer need to make a phone call or fax to fill, refill or transfer a prescription, an 
enormous amount of time is saved for both the customer and the pharmacist. Patients also don’t have to 
wait for the store to open if they want to perform these actions – the app is live 24/7. What’s more, Eric 
has found that instead of answering phone calls to explain things to his patients, they 
are simply able to check the app for more information.

Mobile Making a Difference for the Business

The Glengarry Pharmacy mobile app has really taken off! It just goes to show that a little innovation goes 
a long way. The qualitative feedback from customers has been overwhelmingly positive – and everyone, 
including Eric and his staff, prefers having the app over the old processes it replaced.

But the impact of having a mobile app isn’t just measured in “oohs” and “ahs” – far from it!                 
Here are a few other ways this intuitive mobile solution has made a difference for 
Glengarry Pharmacy:

Customer Engagement
There’s no doubt customers have been engaging with the pharmacy via mobile. The app receives at 
least a few hundred visits per month – reaching a high of 650 visits in a single 30-day period. 
That’s a lot of traffic! And the prescription filling functions have been getting plenty of use as well.

Cost Savings
Reducing the amount of paper the pharmacy uses, lowering the number of maps they have to print, and 
eliminating the budgetary line item comprised of fax machines they’ve had to buy (that last one is 
particularly rewarding), the mobile app has proved to be a cost slasher in addition to a time saver. Now 
that his pharmacy has a paperless solution, Eric also sees his app as environmentally friendly!

Accountability
In a group home setting, caretakers and nurses are typically the people who download the app and 
organize the prescription filling process on behalf of their patients. Because everything is electronically 
recorded, there is a “paper trail” of sorts that shows when exactly each step was carried out. Confirma-
tions are built into the app, and this accountability leads to improved adherence and making 
sure patients receive their medications in a timely manner.
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Eric is delighted by the impact going mobile has had on the business, but he admits that telling his custom-
ers about the app is one of the best parts. He really feels the community is seeing his pharmacy as modern 
and on top of trends, and he knows they’ll keep coming back as a result.  Like Eric Chung says…

“If you can order a coffee or a sandwich through an app, why can’t you do the same  

thing for your prescription refill?  That’s what people have come to expect.”
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We couldn’t have put it better ourselves. And we’re more than happy to be able to deliver this solution to 
clients like him. Remember, you don’t have to be big to be mobile! 



CONTACT US TODAY 

800.691.2932 
info@touchpointstudio.com

CONTACT US

Join the Mobile Revolution!

OR VISIT OUR WEBSITE
https://www.touchpointstudio.com

Interested in learning more about how mobile technology 
can benefit your business?

Let’s Talk.

Our core mission is to help organizations of all sizes amplify their brand’s reach and value to the rapidly 

expanding population of active mobile users. After spending nearly two decades designing and developing 

for some seriously big brands, we set out to create a platform that would make mobile technology available 

to every company, not just big corporations with large marketing budgets. After countless hours putting our 

heads together, unpacking and then repacking our ideas, TouchPoint Studio—the most  cost-effective mobile 

app platform for small to mid-sized businesses—was born. We pride ourselves on solving problems for our 

clients. We’re experts in our field, always learning and growing to remain competitive. And we care about 

our partnerships, as you do yours.

ABOUT TOUCHPOINT STUDIO

https://www.touchpointstudio.com/
https://www.touchpointstudio.com/

