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Learning Objectives

Identify the demographic changes that are expanding the customer base for home 
medical equipment

Describe the growing home healthcare trends that are fueling demand for HME

List reasons why independent pharmacies are ideally positioned to capitalize on growth 
in the HME market

Explain how pharmacies can drive increased-front end revenue with HME sales 

Describe how to effectively display HME products in your store and market them in 
your community

Describe the customer/patient profile for HME products and the most effective ways to 
overcome the challenges of denial, resistance and non-compliance.
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What is Home Health Care?
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In other words....

Get out...

Get well...

               

                                 
At home.
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Identify the demographic changes that are expanding the 
customer base for home medical equipment

Driving Front-End Success with HME
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Baby Boomers

59 
 
77

YEARS OLD
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Double Dipping

66 
 
84

YEARS OLD

59 
 
77

YEARS OLD
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60 Trillion
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Driving Front-End Success with HME

Describe the growing home healthcare trends 
that are fueling demand for HME.

Copyright 2023.  All Rights Reserved.   NOVA Medical Products and Sue Chen 



Thank you Medicare!!

It’s time to 
celebrate.
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HME Medicare UPDATE - 
Reimbursements
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Circa: 2013
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Picture of America

America...YOU are Free to 
CHOOSE Your HME
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Text

We love the freedom to choose.
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Massive Trend Fueling HME  

Out Patient Surgeries & Home Recovery
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OUTPATIENT
Surgeries 

SURGE in U.S.
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Outpatient Surgery       FACTS

75% 

of Surgeries             
are Outpatient 

99% 

of patients are 
 &  

Doctor Office 
DOES NOT 

provide
Post-op home 

recovery 
solutions

75% 

Falls can be 
prevented with 
HME solutions

# 1 
Cause of hospital    

re-admission & post-op 
complications are 

in home accidents
Post op 

complication 

HME Pharmacy 
is

Surgery Center / Surgeon’s

BEST PARTNER 
for 

Successful Patient 
Post-op Recovery 

# 1 # 2 # 3

# 4 # 5 # 6
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# 1 Cause for Hospital Re-Admission

Question? What are FALLS?
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75% 100% 68% 50%
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Carry forward trends  

Life is short …
  live it up & be together

Thriving (not aging) in Place …
       Most prefer to Age and Thrive in their own home 
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Driving Front-End Success with HME

List reasons why independent pharmacies are ideally 
positioned to capitalize on growth in the HME market

Copyright 2023.  All Rights Reserved.   NOVA Medical Products and Sue Chen 



Your Competition

• Pharmacy Chains
• Other Retail Chains
• Medical Supply (HME) Stores
• Hospital HMEs
• Large On-line E-tailers 
• Small On-line E-tailers
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HME Pharmacy Competition

Chain Drug Stores
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Why Independent PHARMACY?
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HMEE
“People don’t care how much you know

until they know how much you care.”

- Teddy Roosevelt

Customers don't buy products or services. 
They buy good feelings and solutions to problems. 
Most customer needs are emotional rather than logical. 

Ultimate Competitive

EDGE
Empathy
Expertise
Education
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let’s get emotional and talk about the relationship

Ultimate Competitive

EDGE Empathy

Copyright 2023.  All Rights Reserved.   NOVA Medical Products and Sue Chen 



let’s get emotional and talk about the relationship

Ultimate Competitive

EDGE Empathy
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let’s get emotional and talk about the relationship

You 
DOMINATE HERE

Trust 
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The Relationship 

Copyright 2016 by NOVA Medical Products and Sue Chen.  All Rights Reserved 



EPIC Emotional State

The Emotional State

Denial
Dispair
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The Disease 
of

DENIAL
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Saving the day
Helping people 
Improving lives
Saving lives

with …

Empathy
Expertise
Education

We are …
Healthcare Educators, Advisors and Advocates

We are SUPER Heroes
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Chain Drug Stores

😍😍😇😇😃😃 

YOUR 

HME RETAIL 
PHARMACY
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Amazon, can you fix my mom’s 
Rollator hand brakes?
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Independent 
PHARMACY is the 

Best Destination for HME

Ultimate Competitive

EDGE
Empathy

  Education
 Expertise
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Driving Front-End Success with HME

Explain how pharmacies can drive increased
      front end revenue with HME sales.
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HMEE= 
Ultimate Competitive

EDGE

$ Margin

Show me the MONEY!!
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Show me the MARGIN!!



HME Retail Math

    Retail         Cost             GP$s
Rollator    $339.00   $160.00      $179.00 

Candy bar  $1.20      $0.85            $0.35

The Math Question:
How many candy bars do you need to sell to equal the margins of one Rollator sale?
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Pharmacy/OTC
Sundry aka … 

Greeting cards, stuffed animals, candy, 
other snacks, novelty items, bumper 

stickers, calendars, flowers, and other low 
priced “stuff”

HME

23%

Current Store Layout
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Revenues

Pr
of

it 
M

ar
gi

n 
%

Pharmacy/OTC

Sundry

Per Transaction

HME
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Pharmacy/OTC

Sundry HME

HME Pharmacy Store Layout

45-60% MARGIN
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HME ROI for Pharmacy

X-Small HME Section
 4 foot planogram, 2-3 displays
 $1,000 - $2,000 per month

Small HME Section
 8 foot planogram, 4-5 displays
 $3,000 - $4,000 per month

Medium HME Section
 8 - 16 foot planogram, 6-10 displays
 $5,000 - $8,000 per month

Large HME Section
 16 - 36 foot planogram, 10-20 displays
 $10,000 - $20,000 per month

HME Pharmacy
Varies on store square feet
$20,000 - $75,000 per month
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Driving Front-End Success with HME

Describe how to effectively display HME products in 
your store and market them in your community.
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MyStore Assessment

Are you ready for the Local News? Are you ready for Oprah?

to 2013
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SERVING The Greater Good
SERVING The Community
SERVING The Health Care Sector
SERVING People

HME Referral Marketing is…

You just need to get 
the word out!
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Traditional HME 
Referral Sources

❑Hospitals, Medical/Rehab Centers, Clinics
❑Doctors, Therapists, Nurses, Care Givers
❑Assisted Living Centers and Homes
❑Senior Adult Communities
❑Senior Day Care Centers and Groups/Chapters
❑Organizations and Support/Advocacy Groups
❑Pharmacies
❑Other HMEs
❑Vocational, Colleges, Universities

Average per 25 mile radius:  50 - 500
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CHAIN PHARMACY - Your Best Referral Source 

Hi, do you have a
 Raised Toilet Seat?

What is that?

Never mind, 
Do you know where

I get a larger selection 
of Bath Safety?

I don’t know …
A surgical 

supplies place?
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Non-Traditional HME 
Referral Sources

Average per 25 mile radius:  50 - 500

❑Fitness Facilities – Gyms, Yoga Studios, Trainers
❑City Council and Chamber of Commerce
❑Bed and Mattress Stores
❑Schools
❑Concert and Sporting Facilities
❑Churches
❑General Contractors and Builders
❑Your Retail Neighbors
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Recovery PREP       Plan of Marketing Partners

1 Surgeon = 
6 Surgery Patients / Week 

HME Pharmacy

Recovery Prep Partner

2 of 6 Patients  = 
Customers 

An average new 
customer spends $300

$300 x 2 = $600

25 Surgeons = 
150 Surgery Patients / Week 50 of 150 Patients  = 

Customers 
50 Customers x $300  = 
          $15,000 / Week

Recovery Prep Partner

HME Pharmacy

$15,000 x 52 weeks = $780,000 / Year
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Make your Website Front Door Welcoming and Awesome
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“You may think your products are getting better and your service is outstanding, but 
what if a large segment feels differently. The public wants to know about your products 
and services, but more importantly, they want to get to know the personality 
and principles behind the company.”

WE BELIEVE IN YOU.  WE’RE HERE FOR YOU.  WE CARE. 
Share your testimonials on your Front Door

Show off your E!

and they are looking to contact you.
Make that visible and easy.

view your Front Door on a mobile device …

75%

Updated
Engaging
Relevant
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Driving Front-End Success with HME

Describe the customer/patient profile for HME products and 
the most effective ways to overcome the challenges of denial, 
resistance and non-compliance.
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The Relationship 
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Reimbursement Retail

Freedom

Optimization

Solutions

Selection

Confinement

Least costly 
alternative

Restrictive

Limitations

HME HME

Disablement Empowerment 
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It’s our mission. 
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Education & Expertise 

Customer 360/365 Why Features & Solutions

Copyright 2020          All Rights Reserved         Sue Chen and NOVA Medical Products



Why

The Why: 
Because pooping by yourself is key to physical and emotional recovery …

The Why: 
Because going to the toilet can be painful, challenging and dangerous …

The Why: 
Because I need to walk with confidence … and I want to be with people. 

The Why: 
Because I need to sleep!!!  So I can feel better and recover. 
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Features & Solutions

The Why: 
Because pooping by yourself is key to physical and emotional recovery …

The Why: 
Because going to the toilet can be painful, challenging and dangerous …

the Commode has an extra wide seat and platform with drop arm feature to 
transfer in - with assistance or BY YOURSELF … to do your business ...

Features & Solutions

the  Raised Toilet Seat with Arms makes going to the toilet much easier & safer 
with a 5” raised seat to reduce the strain and arms for support and safety

Features & Solutions
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Features & SolutionsKnowledge

The Why: 
Because I need to walk with confidence … and I want to be with people. 

The Why: 
Because I can’t get a good night’s rest and recovery … 

the wedge pillow with arm cut gives you the elevation support you need and while 
sleeping on your favorite side. 

Features & Solutions

the Rollator is your new set of wheels, your plus 1 - to walk with safety, stride and 
confidence.  It is so easy to lift, load and take anywhere so you can go and be 
everywhere!

Features & Solutions
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Empathy

I Hear I Listen

I Empathize
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Empathy

I Empathy = Trust 
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It is your POWER MOVE
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Warranty Support

Service, Parts and Repairs

Save time and money

Reduce frustration

Reduce pain and discomfort

Improve Lives

Empowerment

Education and Expertise

Empathy

Human Connection

Full Service

Product Curation

EXECUTE THE VALUE!

You are the most Powerful INFLUENCER. 
Execute the VALUE!

Because only the best 
will do for the ones you love.



Customer 360/365 



WHY: myHEALTH/Prevention, Proactive, Health and Wellness
WHO: Healthcare Professional

WHO: Sara - Professional Caregiver to Beth

 

3 days a week, two other clients, single 
mom

WHY - Beth has incontinence issues
HOW - email communication from HME Store

THE KNOW 
Beth
 - fell at night two weeks ago
 - has plantar fasciitis, adding to mobility issues
 - not going out with family and friends
 - scared about not being able to stay at home
 - worried about needing spend more on caregiver
 - gets lonely

Sara
 - wants to take Beth on more walks
 - has strained back, lifting clients makes it worse
 - hired by Bethés daughter
 - part of caregiving group, has 1-2 other clients
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Attends Underwear/wipes     $55.00

first visit

Attends Underwear/wipe  $55.00

Dr. Comfort Shoes      $180

Arch Support Bandage
and Relief Sleeve          $27.00

Tub Grab Bar     $59.95

Ultimate Bath Seat     $129.95

second visit

Lift Chair      $2,069.00

Bed Rail     $139.99

Pull It Back Brace     $72.00

Ramp x 3    $3,360.00

total: $7,901.84

Rolling Walker     $199.95

Toilet Lift    $1,495.00

$651.85

Wheelchair Cushion     $59.00
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WHO: Ron - 49, Family, Professional, Aging Parents

 

achilles surgery, has wife & two kids, busy life

WHY: myLIFESTYLE/Recovery
WHO: “Patient” Customer 

WHY - crutches are a pain
HOW - google directory search

THE KNOW 
Ron
-  can’t take time off
-  assistant soccer coach to son’s team
- has business trip in 3 weeks
- doesn’t want to be taken care of
- is a CPAP user
- worried about recovery and being “back”

Heidi
 - sales manger, travels 2 x month
 - worried about taking care of Ron
 - bladder issues post kids
 - worried about her father living alone
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Turning Knee Walker     $320.00

first visit

Underpads     $20.00

Raised Toilet Seat     $59.95
SitzRight Seat Cushion     $39.95

Compression Hosiery   $60.00

second visit

Lightrider Scooter     $2,238.00

Omni Tray    $269.99

TKW Accessories     $69.95

Toe Sleeves    $12.00

Bathroom 365     $385.00

Ramp x 2    $2,240.00

total: 6,164.74

Wrist Brace    $30.00

$541.90

Bath Seat Cushion     $29.00
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Leg Wedge     $59.95

Trigger Point   $29.95
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Standard Battery Kit    $329.95



WHO: Nancy and Annette, daughters/caregivers to Sandy 

 

WHY: myHOME/Thriving in Place
WHO: Family, Friends, Loved Ones

WHY - do we need to put mom in an ALC?
incontinence issues, wears compression 
HOW - mobile search

THE KNOW 
Nancy and Annette
-  disagree about mom living at home
- take turns taking mom on appts., outings, etc.
- both have families, Nancy working, Annette has 
small business and lives two hours way

Sandy
 - fiercely independent, does not want to move
 - does not want a caregiver around
 - is very social
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Attends Underwear/wipes $55.00

first visit

Attends Underwear/wipes  $55.00

Compression     $90.00

Corn Protectors     $8.00

Transport Chair     $379.95

second visit

Lift Chair Day Dreamer  $2,379.00

Toilet Lift    $1,495.00

Secure Pole Grab Bar     $209.00

Envy Power Chair:    $1,995.00

Fold n Go Walker    $149.95

Ramp x 2    $2,240.00

Assist Tray    $269.95

total: $9,649.75

Bath Seat/GrabBars    $249.00

$1,025.90

Metro Car Handle    $34.95
Bath Seat Cushion     $29.00

Copyright 2017 by HME180 and Sue Chen.  All Rights Reserved 



HME Spend HME Spend HME Spend

HME ROI

myHEALTH Value myLIFESTYLE Value myHOME Value

Beth: $100,000 - $250,000
Sara: $20,000 - $50,000

Ron: $3,000 - 5,000
Heidi: $2,000 - $4,000
Dad: $20,000 - $50,000

Annette: $7,000 - $10,000
Nancy: $7,000 - $10,000

Sandy: $100,000 - $250,000

priceless priceless priceless

total: $9,649.75total: 6,164.74total: $7,901.84
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HME ROIHME ROI





family

experiences
being together

healthy

dignity

quality of life

lifestyle
love

happiness

joy

independence

myHOME
myLIFESTYLE
myHEALTH

well being

veryone
veryday

security



Driving Front-End Success with HME

OPEN
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Thank you!
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