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IMPROVEMENT 
THROUGH 
INNOVATION

Headquartered in Kansas City, MO, Balls Food Stores has 20 
pharmacies housed within their supermarkets. Employing over 50 
pharmacists and more than 100 pharmacy techs, the pharmacy  
chain fills approximately 700 prescriptions each week per location  
for regional communities.

It’s Not Easy To Run A Pharmacy

In addition to the day-to-day operation of the store and all the hard 
work that goes on behind the scenes, pharmacy owners also have to 
compete with mega-conglomerates like CVS and Walgreens with their 
convenient multiple locations, longer hours of operation, and  
sky-high marketing budgets. With the addition of online retailer Amazon 
to the pharmacy wars, the struggle is only going to get worse. Is there 
anything community pharmacies can do to stand out from that crowd?

It turns out, there is. Offer a customer service model that can exceed 
the nationally recognized chains. And that’s exactly what Mike  
Halliwell, Director of Pharmacy for Balls Food Stores, set out to do.

 
 
 
 
 
 
 

How Balls Food Stores used PMS-integrated technology  
to increase their Star Rating and generate new business.

Case Study

Balls Food Stores’ 
Outcomes with FDS

31.7%
Immunization increase after 
implementing FDS ENGAGE

13.8%
Increase in completion  
of OutcomesMTM cases

Star Rating increased by 1 due 
to rise in adherent patients

2018 APhA Pinnacle  
Award Recipient
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Complexities And Pain Points

When PBMs began to negatively impact  
reimbursement rates, Halliwell knew that something  
had to change if Balls Food was going to stay 
competitive. He decided to shift Balls Food Stores 
pharmacies toward adopting a CPESN model,  
allowing them to remain profitable without relying  
on dispensing prescriptions.

To achieve this goal, Halliwell broke down the  
specific pain points he wanted to address:

• Improve communication with pharmacists and 

pharmacy techs.

• Increase consistency between stores to maintain  

a standard of care across all Balls Food locations.

• Introduce enhanced services like flu shots and 

vaccinations, as well as the ability to address 

individual patient needs within critical healthcare 

areas — like diabetes or heart disease — 

 and become a go-to pharmacy in that field.

Ultimately, he wanted to do all these things  
with just one software provider. One login,  
one password to remember, and no headaches.  
Spoiler alert: He found it.

“FDS ENGAGE offers talking points  
without hesitancy. It’s all data  
driven and pre-set based on initial 
customizations, so it eliminates 
uncertainty. We now have definitive 
workflows for pharmacists, as  
well as alerts and reminders to  
pharmacy techs and staff to better 
care for our patients.”
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One Answer, Three Solutions 

Halliwell was introduced to FDS while vetting  
options for his pharmacies’ pain points. He was 
confident that the ENGAGE, MYDATAMART,  
and EZDME features would be viable choices to  
help improve operations and put the focus back  
on the customers in their community.

ENGAGE 
FDS’s patient management solution, would help Balls 
Food Stores prioritize patients, deliver on clinical 
opportunities, and strengthen patient relationships.

MYDATAMART
A complete business intelligence tool, would 
provide analytics to help Balls Food pinpoint specific 
opportunities to drive better business results and 
improve patient care. Halliwell could even send  
reports to individual stores to gauge progress  
and assess needs.

EZDME
A low-cost durable medical equipment billing solution, 
would allow the pharmacy to eliminate tedious paper 
forms and avoid costly custom hardware and systems  
by seamlessly integrating with existing pharmacy 
software all while speeding up reimbursement.

While impressive on their own, the solutions really  
shine when they work together. The ENGAGE  
and MYDATAMART platforms changed the way  
Halliwell was able to communicate with pharmacy staff. 
By generating daily reports and applying the data 
from multiple sources, Halliwell was able to stress the 
importance of specific information to pharmacists and 
techs, and in turn, the community. Working in tandem, 
the communications features of ENGAGE and  
the critical insights of MYDATAMART allowed Halliwell 
and his team to convey important responsibilities and 
tasks based on timing, seasonality, and individual 
patient needs. For example, patients filling five or more 
prescription drugs could be asked about enrolling in a 
medication synchronization program, and new patients 
could be informed about flu shot availability.

How is a CPESN Pharmacy  
different from others?

Short for Community Pharmacy Enhanced 
Services Network, a CPESN pharmacy is 
one that:

• Focuses on patients, not prescriptions

• Establishes strong relationships with 

patients and members of the local 

healthcare community

• Provides service that transcends 

the conventional requirements of an 

outpatient pharmacy program

A CPESN pharmacy is committed  
to improving health outcomes and  
decreasing total healthcare costs  
for patients under their care.
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And The Award Goes To...

For its achievements, Balls Food Stores received 
the prestigious Pinnacle Award. By revolutionizing 
operations and applying analytics to Balls Food’s 
processes, the team was able to make better business 
decisions, benchmark performance, and help forecast 
additional revenue streams. Regular reporting and  
task automation eliminated labor-intensive and  
time-consuming manual processes, improving  
quality of service and quality of care.

Primary systems are now fully integrated to  
provide critical information with a single login.  
“It’s all laid out for the team in one place,” explains 
Halliwell. “FDS has changed how Balls Food Stores 
pharmacies gets information out to the front line, 
including the necessary numbers to better illustrate  
how to improve operational deficiencies and  
patient care.”

“Most importantly, FDS has given 
us the ability to create a culture of 
accountability. The visibility and 
awareness of what the priorities  
are has shaped the pharmacy  
staff to become more focused to  
differentiate Balls Food Store 
Pharmacies as a community  
resource with great customer  
service and enhanced  
clinical care.”

Goals

• Increase consistency between stores  

to maintain a standard of care across 

all Balls Food Store locations

• Introduce enhanced services  

like flu shots and vaccinations

• Address individual patient needs 

within critical healthcare areas

• Improve communication with their 

pharmacists and pharmacy techs

Results

• Simplified operation with one login 

across a fully integrated system

• Improved quality of service with  

new performance benchmarks

• Increased profitability with ability to 

forecast additional revenue streams

• Eliminated labor-intensive, time  

consuming manual processes through 

regular reporting and task automation

We strengthen the health of pharmacies and their patients. At FDS, we help our clients build the clinically focused New Era Pharmacy, 
enabling their business to thrive now and successfully transition to a provider of community and population health with data, technology, 
and clinical services. We’re not just a technology company but a team of pharmacy experts with experience and playbooks developed 
from our work with more than 10,000 pharmacies and partnerships with leading PSAOs. Our clients have improved adherence and care 
coordination in their communities while achieving significant increases to revenue and profitability.


