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AWARD WINNER’S PROFILE

The sweet smell
of success

Jay Rayani acquired a pharmacy in a town alien to

him, revamped it and ended up winning two awards

for his efforts. He shares his route up the success

ladder with Faras Ghani and how he converted

Riverside Pharmacy into a health and beauty hub...

A care e r in m e dicine , e ngine e ring or law
use d to be  th e  pre fe rre d ch oice  for
Asians, but for Jay R ayani, it w as a pe e r-

instille d dislik e  for be com ing a doctor com bine d
w ith  a love  for scie nce s and inte racting w ith
pe ople  th at drove  h im  to tak e  up ph arm acy as
a profe ssion.

H e  w as 14 w h e n w ork  e xpe rie nce  at an
Uxbridge  ph arm acy spark e d an inte re st in th e
re tail side  of th e  h e alth care  busine ss. Follow ing
h is studie s, h e  w ork e d at Boots w h ile  clim bing
up th e  rank s, spe nt tim e  w ith  a prim ary care
trust and acte d as a locum . H ow e ve r, w h e n th e
ch ance  to acq uire  a ph arm acy cam e  up – albe it
in R ick m answ orth , a tow n alie n to h im and one
h e  h ad not visite d be fore  – R ayani grabbe d it
w ith  both  h ands, re vam pe d th e  place  and e nde d
up w inning aw ards for h is e fforts.

H is R ive rside  Ph arm acy w on h im  th e
Ph arm acy Busine ss H e alth  &  Be auty R e tail-
e r of th e  Ye ar in 2008 and com e s just tw o ye ars
afte r w inning th e  Ph arm acy Busine ss Young
Ph arm acist gong.

‘I lik e  inte racting w ith  pe ople , and a ph ar-
m acy alw ays h as th at buzz about it. So I de cide d
to ve nture  in th at dire ction rath e r th an be com ing
an optician w h e re  it’s q uie te r or a de ntist w h e re
you’re  fiddling inside  a pe rson’s m outh  all day,’
R ayani said. ‘Th at is w h at le d m e  to th e  w ork
e xpe rie nce  de cision all th ose  ye ars ago. W h e n
th e  opportunity cam e  up to buy th is ph arm acy,
I de cide d to tak e  it up straigh t aw ay.’

Not be ing a local, it w as a difficult de cision.
But R ayani w as de te rm ine d and se t about
carrying out som e  first-h and m ark e t re se arch
of R ick m answ orth . H e  took  a w alk  around th e
h igh  stre e t, look ing at th e  range  and type  of
products on offe r.

‘W e  k ne w  th e  footfall, w e  k ne w  th e  de -
m and in tow n and w e  k ne w  w e  couldn’t pos-
sibly incorporate  all th at de m and and m ak e
th e  ph arm acy look  lik e  a sh abby little  sh op.
Pe ople  ne e de d fragrance s and h igh -e nd cos-
m e tic products.

‘R ick m answ orth  is an afflue nt are a and w e
found out th at th e re  w e re  se ve ral custom e rs
w h o w e nt to  W atford [a ne arby tow n] to sh op
for th e se  products since  th e re  w asn’t m uch  on
offe r on th e  h igh  stre e t h e re .

‘W e  h ad to plan som e th ing ne w . Th e  e x-
isting busine ss h ad an e stablish e d re putation
as w e ll as a loyal custom e r base . But th e  old style
of th e  sh op w ouldn’t h ave  ge lle d w ith  th e  be auty
products I planne d to introduce . So w e  h ad to
re vam p it com ple te ly.’

It w as not an e asy task . Instant ch ange s w e re
not w h at h e  h ad in m ind, e ve n th ough  h e  w as
cle ar about w h at h e  w ante d. W h e n R ayani
took  ove r th e  busine ss, th e  sh op h ad not h ad
a re fit for th e  last 20 ye ars. So h e  le t th e  sh op
continue  as it w as to gauge  th e  busine ss, se e
w h at type  of custom e rs cam e  in and act accord-
ingly.

‘Th e  sh op w as re de signe d b y m yse lf. I
im ple m e nte d th e  contine ntal style  as w e  se l-
dom  w itne ss ph arm acie s w ith  a long counte r.
Since  w e  w e re  busy w ith  h e alth care , w e  de cide d

to go ah e ad w ith  th at.
‘W e  did ch ange  a lot of th ings so as to

accom m odate  be auty products, sk incare  and
oth e r e sse ntials. W e  didn't w ant custom e rs to
th ink  th is as a just a b e auty sh op.

‘W e  adde d a baby se ction and trie d ne w
w indow  displays w h ich  dre w  in custom e rs.
Adding a ‘9 9 p gondola e nd’ did w onde rs as w e
stock e d th at up w ith  ne w  products. Alth ough
of not m uch  profit, th e  products te m pte d th e
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custom e rs into th e  sh op th at follow e d w ith
th e m  buying oth e r th ings as w e ll.’

Brim m ing w ith  ne w  ide as w as one  th ing
but R ayani w as k e e n to re tain th e  fam iliar face s
w alk ing across th e  sh op’s aisle s, both  in th e
form  of custom e rs and staff.

‘W e  gave  th e  ph arm acy a ne w  nam e  to
ge ne rate  e xtra inte re st. At th e  sam e  tim e , re gular
custom e rs w ould se e  no ch ange  in th e  se rvice
offe re d. Th e re  w as also a log of loyalty attach e d
to th e  sh op – th e  pre vious ow ne r w as base d h e re
for 20 ye ars – and w e  w ante d to k e e p th at as
it is.

Th e  staff pre se nt w h e n R ayani took  ove r
th e  busine ss is still e m ploye d by R ive rside , but
th ings are  b e tte r organise d and laid-out now
th an pre viously, according to R ayani.

‘All staff h ave  th e ir ow n se ctions to look
afte r. I’ve  also give n th e m  a b it of a cre ative
lice nse  to com e  up w ith  ide as to im prove  sale s.
I’m  ope n to ne w  ide as, so th e  staff can look  at
a range  and w e  can h ave  a ch at about w h at's
w orth  trying.

‘It h as b e com e  a re laxe d atm osph e re , it’s
not a m ilitary atm osph e re  but th e y k now  w h e n
it’s w ork  tim e .’

As part of th e  ne w  busine ss m ode l, R ay-
ani h as laid e m ph asis on staff training; e m ploy-
e e s h ave  unde rtak e n NPA training and now
th e re  is an NVQ-q ualifie d te ch nician in th e
ph arm acy. R ayani also m ak e s it a point for
visiting com pany re pre se ntative s to provide  th e
ne ce ssary product training on ne w  and upcom -
ing products w h e ne ve r th e y are  in-store  so th at
th e  re gular staff not only acq uire  product
k now le dge , but also im part cre dible  advice  to
custom e rs.

D e spite  a h e avy w ork load th at com pris-
e s th e  clinical as w e ll as th e  adm inistrative  side
of th e  busine ss, R ayani is m anaging just fine
large ly due  to h is e stablish e d vision of w h e re
h e  w ants to tak e  th e  busine ss com ple m e nte d
aptly by h is prioritising and de le gating q uali-
tie s.

‘It’s [th e  w ork load] not th at bad,’ h e  said.
‘Th e  sim ple st solution is to prioritise  eve ryth ing

and de le gate  accordingly. A lot of clinical
stuff, such  as blood pre ssure  te sting, I assign
to m y staff. I th e n do th e  follow -up ch at w ith
th e  custom e r and th e  de le gating of task s

Jay’s top tips
Be proactive – Get  involved with customers and staff; take decisions regarding the busi-

ness. Stay on top of the market trends, especially with beauty products. You need to know

what is happening outside your pharmacy doors, what is being launched and what the consumers

are asking for.

Go the extra mile – Independents can’t always compete with the big companies, so you need

to offer something extra - exceptional customer service to the locals is a great way to increase

sales.

Re-merchandise constantly – Offer seasonal varieties as well as what is being advertised.

Plan ahead – Know what you want to achieve and be flexible for any opportunity that presents

itself. Also, have a backup plan in case things take a bad turn.

Plan personal life accordingly – Being a pharmacist can take a toll on your private life. Ensure

you delegate time accordingly.

tak e  a h uge  burde n off m y sh oulde rs.. It’s th e
sam e  w ith  adm inistrative  task s, th e y are  divide d
am ong th e  staff. W e  also h ave  an accountant
th at tak e s care  of all th e  num be rs so I don’t ne e d
to w orry about th at on a daily or a m onth ly
basis.’

O ne  draw back  of th e  busine ss is th at R iv-
e rside  Ph arm acy h as faile d to conq ue r th e  local
GP m ark e t. H ow e ve r, according to R ayani, th at
is th e  case  w ith  all ph arm acie s in th e  are a.

‘No ph arm acy in R ick m answ orth  h as a
gre at re lationsh ip w ith  th e  doctors. Th e re  are
five  inde pe nde nt contractors in th e  are a, w e
ge t toge th e r and visit th e  surge ry as a unit in
orde r to put our vie w s across to th e m .

‘W e  h ave  m e e tings e ve ry fe w  m onth s,
discuss issue s, tak e  an appointm e nt and visit
th e  doctor. W e  do h ave  a daily surge ry colle c-
tion se rvice  but w e  don’t h ave  daily ch ats w ith
th e  doctors. Th e  im portant th ing is th e y k now
w h o w e  are  and w h at se rvice s w e  offe r so th e
re com m e ndations are  alw ays th e re . H aving
a loyal se t of custom e rs - w h ich  w e  do our be st
to h old on to - also goe s a long w ay in h aving
a ste ady flow  of busine ss.’

R unning a succe ssful busine ss m e ans lis-
te ning to custom e rs and e ncouraging fe e dback ,
and th e  box of ch ocolate s and Ch ristm as cards
re ce ive d by th e  ph arm acy are  proof of R aya-
ni's affinity w ith  h is custom e rs. Th e  dual aw ards
sitting be h ind th e  ph arm acy counte r also
re affirm s custom e rs’ faith  in R ive rside  Ph ar-
m acy.

‘Alth ough  I w as q uite  sh ock e d at w inning
th e  se cond aw ard, I m ust adm it th at it h as h e lpe d
e stablish  a rapport w ith  m y custom e rs,’ R ay-
ani said.

In h is opinion, in a re gular ph arm acy, 80
pe r ce nt of th e  sale s com e  from  be h ind th e
counte r w h ile  20 pe r ce nt are  from  sh opfloor
sale s. At R ive rside  Ph arm acy, th at ratio is 50:50,
com ple m e nting th e  tim e  and e ffort R ayani h as
put into all aspe cts of th e  busine ss. And w ith
th e  plans th at h e  h as for th e  future , e xpansion
cannot be  rule d out.

‘I w ould love  to e xpand th is ph arm acy as
w e  h ave  e nough  products and plans.

Th e re  is  a sm all h itch , h ow e ve r.
‘Th e  guy ne xt door doe sn’t w ant to se ll.’

Happy faces – Jay Rayani is flanked by his staff at Riverside Phramacy
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