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Background

l To provide a benchmark that quantifies and
! publicizes the important value of community
pharmacists to the US healthcare system by
identifying improved outcomes and reduced
Obijective: || costs as a result of pharmacists’ preventive
actions and everyday interventions in the
pharmacy environment

Enhanced Pharmacy Services, Prescription-

Related Activities, Counseling/Monitoring/Testing

Survey Topics: Services, Usage of Technical Facilities, Community
Perceptions and Attitudes, Pharmacy Security,

o Demographics and Pharmacist Profile

E-mail invitations sent to APhA's list of more
than 16,000 pharmacists to participate in a web
Methodology: || survey hosted by APhA and WilsonRx. Data
collected between March 23, 2005 and April 17,
2005. A reminder e-mail was sent to
respondents who did not complete the study.
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‘ Sample: |

i

"
1} 468 qualified pharmacists in total, which

includes 164 chain, 144 independent, 55 food,
28 mass, 77 other pharmacists

Geographic
Coverage:

Nationally representative sample. Number of
respondents by US region: 98 East North, 56 Mid-
Atlantic, 17 New England, 45 West North, 82 South
Atlantic, 36 East South, 45 West South, 28
Mountain, 61 Pacific (includes AK and HI)

\ Statistical
Confidence:

The margin of error associated with the results
in total (n=468) is +4.5% at the 95% level of
confidence and +3.8% at the 90% level of
confidence.
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.. Pharmacist and Pharmacy
. Profile
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Pharmacist Title/Position

Employee pharmacist
Pharmacist in charge
Salarled manager

Sole proprietor

Partner proprietor

,:'Chaln executive or manager
Consuitant pharmacist

Store manager

Other
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Respondents to the study incilude employee pharmacists (38%),
phamacists in charge (30%), salaried managers (9%), sole proprietors
(8%), and partner proprietors (5%).
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Primary Pharmacy Practice

35%

Chain independent Mass Deep Discount Other
! Merchant
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Chains (35%) and independent pharmacies (31%) are most commonly
represented, followed by food store (12%), and mass merchant
pharmacies (6%).
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Pharmacy Degree

80%

5%

5%

Bachelor's | BS Master's / MA I MBA
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Doctorate / PhD f MD /

Phaam E .

Q.2

One third of respondents have a doctorate, Ph.D., M.D., or PharmD and

five percent have a master's/MA/MBA.
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Mean Number of Years in Practice
By Store Type
(JLess than § years W5to10 years O10to 15 years [15to 20 years [120+ years

B Total 22% . 12% 50% 7%
Chain 6% . 12% 36% 10%
Mass Merchant 18% - 21% 43% 1o

Independent | 14% - 9% 3% 6%

Food | 13% 20% 53% 7%

Mean number of years (among total) = 20 QM :
10 St st LT -
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On average, respondents indicate that they have been in practice for 20
years. Pharmacists who work for food store and independent
pharmacies most commonly have 10+ years in practice, while chain
pharmacists typically have the least number of years in practice.
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Number of Hours Spent on Continuing Pharmacy
Education per Month

20+ hours
15%

0,
16% 1 to <5 hours

50%

5to <10 hours
- . 19%
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Mean number of hours = 7.8 ] QM "
1 A bt irde o allon, LLC -
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On average, respondents spend about 8 hours per month on continuing

phamacy education.
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Mean Number of Hours Spent on Continuing Pharmacy

Education per Month

By Store Type '

9.2 9.1
- 7.8
‘ 7.3 7.
Total ~ Food Mass Merchant Chain Independent
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Pharmacists who work in food sfore and mass merchant phaﬁnacies
tend to spend more time on continuing pharmacy education than
pharmacists who work in chain and independent pharmacies.
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Yes, currentty
service a long-
term care facility |
17% ‘

"IN
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Involvement with Long-Term Care Facilities

No, do not
currently service
along-term care

facility
83%

Q.49

Only 17% of respondents indicate that they currently service a long-

term care facility.
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Mean Number of Stores with Pharmacy Represented in
Business/Chain

By Store Type
856
84 78
‘ | ’ l—'l 33 16 8
| ‘ ——1
Chain Mass Food Deep Discount Other Independent

Merchant

y YithareBk
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As might be expected, chain pharmacies have the most pharmacies
represented in their business, followed by mass merchant and food
store pharmacies.
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Pharmacy Setting
By Store Typer

& Urban (>1,000,000 people) ® Metropolitan (over 60,000 people) & Rural (under 50,000 people)

Total ;

Food

Chalin
Independent

Mass Merchant |-

o Yithor B
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Independent pharmacies are the most likely to be located in rural areas
(under 50,000 people), while chains are the most likely to be in
metropolitan areas (over 50,000 people), and food stores are the most
likely to be in urban areas (over 1,600,000 people).




Mean Estimated Square Footage of Pharmacy
By Store Type ‘

O Prescription depaﬂmem {Including waiting area and Rx register) @ All other areas
10809

4830

574

Total Mass Merchant - Food Chain Independent
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Independent pharmacies typically have the largest prescription
departments in terms of square footage, followed by mass merchant
pharmacies. Mass merchant pharmacies have the largest stores
overall (in terms of square footage), followed by food store and chain
pharmacies.
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Mean Number of Hours Pharmacy is Open per Week
By Store Type .
20
— ~
7 7 72
55
Total Chain Food Mass Merchamt  Independent
Witoor R
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The average pharmacy is open 71 hours per week. Chain pharmacies
are open the most hours, an average of 90 hours, followed by food
store (75) and mass merchant pharmacies (72). Independent
pharmacies are open the least number of hours per week (55).
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Mgn Average Number of Pharmacy Customers
Serviced per Week
ByiStore Type

1,561

687

|

Chalin Mass Merchant Food Independent

18 ' M
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The average pharmacy services 1,073 customers per week. Chain
pharmmacies typically service the most customers per week (1,561),
followed by mass merchant pharmacies (1,327). Independent
pharmacies service the least number of pharmacies per week (687).
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Mean Annual Pharmacy Sales (in millions)
By Store Type .
$4.4
$4.1
~ 837 $3.9
'$3.3
:
- . Total Mass Merchant Food Chain Independent
WitoorRC
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Mass merchants ($4.4M) report the highest annual pharmacy sales,
followed by food store ($4.1M) and chain pharmacies ($3.9M).
Independents ($3.3M) report the lowest annual pharmacy sales.
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Mean Number of Employees Involved in
Operating Pharmacy
By Store Type

O Non-owners (techniclans)

@ Non-owners (clerks, etc.)
Non-owners (phamacists)

® Working owners (phamacists)

O Working owners (non-phamacists)

20 o ks ¥ e, LE

B 200 - Wilwori Hwalth Informe3on, LLC, New Hepe, PA, = A Rights Rederved

Q.52

Chains typically employ more people in their pharmacy than other types
of pharmacies.
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Percentage of Time Devoted to Patient Care Services
By Store Type

m@ Dispensing S Consulting B Drug use management @ Business management O Other

Total :

Chain |

Food [

Mass Merchant

Independent |.
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Pharmacists indicate that they spend a little over half their time on
dispensing (53%), nine-teen percent on consuiting, thirteen percent on
business management, and ten percent on drug use management.
Chain pharmacists spend the most time dispensing (60%), mass
merchant pharmacists the most time on consulting (23%), and
independents spend the most on business management (15%) and
drug use management (11%). ‘

22



<L

)

Mean Percentage of Time Devoted to Patient

Care Services
By Position

Total §3%

Employee o
pharmacist 81%

Pharmacist in o
charge 56%

Salaried manager 51%

Sole/partner 43%
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proprietor -
- WitroreBk

Q.5

The amount of time devoted to patient care services varies by position
within the pharmacy. Employee pharmacists spend the most time on
patient care services (61%), while sole/partner proprietors spend the
teast (43%).
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Percentage of Time Devoted to Patient
Care Services
By Region

DDispensing ®Consulting @Drug use management @ Business management DO OCther

Mountain

Middie Atlantic

B || U sy

South Attantic | " r“ 7@7 ]‘z
[l

New England

East North Centrat

. East South Central [ =

Pacific |22

i

West North Central |’

YD 212 6%
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The percentage of time devoted to patient care services varies by
geographic region.
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Mean Number of Prescriptions Filled and Refilled
per Week
By Store Type 01 New Prescriptions M Prescription Refills

Total

Chain

Mass Merchant

Independent

Food

s Vit
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As might be expected, chain pharmacies fill the most new (1,175) and
refilled prescriptions (1,427) per week, which is almost twice as many
prescriptions as any other type of pharmacy. Food store pharmacies fill
the least number of prescriptions per week (562; 594).
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Mean Percentage of Prescriptions Dispensed per Week

that are Compounded
By Store Type

Totall
Indepgndent
Chaln
Food

{
o~

Mass Merchant

. YithordX
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Approximately five percent of prescriptions dispensed per week are
compounded. Independent phammacists fill the highest proportion of
compounded prescriptions (8%).
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that are Generic
By Store Type

Mean Percentage of Prescriptions Dispensed per Week

Total

64%

Mass Merchant

73%

Chain

69%

Food

66%

Independent
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57%

Wit

Q.13

Sixty-four percent of prescriptions dispensed per week are generic.
The percentage of generics dispensed is highest among mass
merchants (73%) and lowest among independents 957%).
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Mean Number of Recommendatmns for Generic

Substitution per Week
By*Reglon

82 86

70

tal Mountaln East Eas-t South Pacific West West Middle New
South North Atlantic South North Atantic Engiand
Central Central Central Central
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On average, pharmacists make seventy-nine recommendations for
generic substitutions per week.
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Mean Percentage of Generic Substitutions That
Are Accepted
By Region _
Total |a5%
—J!-West South Central |se%
| Mountain |88%
Pacific 187%
South Atlantic . |se%
JEast South Central IBS%
o 'East North Central 185%
West North Central |85%
Middle Atlantic |81%
New England  7e% _

Q.20
Most generic substitutions (85%) are accepted.
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Mean Number of Recommendations for Therapeutic

Interchanges per Week
By Region

19

10

Total West New ' East Mountain Pacific East South Middle West
North England South North Atlantic Atlantic South
‘ (_:entral Central Central Central

o Wik
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Pharmacists make an average of 13 recommendations for therapeutic
interchanges per.week.
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Are Accepted
By Region

Mean Percentage of Therapeutic Interchanges That

Total

{78%

|84%

.
West South Centrat

East North Central

|83%

' East South Central

~ |81%

{78%

'West North Central

Pacific

| 78%

Mountain

| 76%

South Atlantic

|75%

©  Middie Atlantic

|72%

New England

9 2005 — Wikeor) Huarh (ndormeion, LLC. Maw Hope. PA = Al Rights Reterved

31

" Yitpa B

Q.22

More than three out of four therapeutic interchanges are accepted.
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Each Source
By Store Type

U Medicald/Medicare

Mean Percentage of Préscriptions Covered by

O Third party insurance O Out-of-pocket O Other

" Total

27%

14%

Independent

30%

18%

Chain

29%

10%

Food

24%

1%

Méss Merchant

23%

15%
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Q.14-1

The majority of prescriptions (54%) are covered by third party
insurance, twenty-seven percent are covered by Medicaid/Medicare,
and fourteen percent are paid out-of-pocket. Prescriptions filled at food
store pharmacies (64%) are the most likely to be covered by insurance,
while prescriptions filled at independents are the most likely to be paid
out-of-pocket (18%) and by Medicaid/Medicare (30%). '
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Mean Number of Prescriptions Not Filled for Any
Reason During Past 12 Months
By:Region
-
- 103

——

85 83

|
|

-] .

Total  Middle East West East Paclfic South Mountain West  New
‘ Atlantic North  South South Atlantic North England
Central Central Central Central
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On average, pharmacists say that did not fill 77 prescriptions in the past
12 months (for any reason).
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Mean Number of Prescriptions Not Filled for Any

Reason During Past 12 Months
By Length of Time in Practice

86 88
45
<5 years 5 to <15 years 15+ years
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As pharmacists’ years in practice increase they tend to not fill more
prescriptions. -
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Méan Number of Patients per Week Who Are
Declined Prescriptions
By:Reason for Declining

14
“ ‘Insurance did hot cover

Too costly |
Changed by doctor [N
£ Patient refused [f
Wroriﬁ drug, suspect interaction |

Suspect abuse

Duplicate, Rx defects |

Not needed |

Suspect adverse effect |[NENEGD
Suspect forged, illegal Rx

& Unknown prescriber |

Other §
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Q.16

Patients are most commonly declined prescriptions due to insurance
not covering the prescription {(12), the prescription being too costly (6),
changed by doctor (5), patient refused {(4), wrong drug, suspect
interaction (4), suspect abuse (3), duplication, Rx defects (3), and not
needed (3). '
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Mean Number of Prescriptions Partially Filled per Week
By Region

28 27

g 26
{23 22 22

21 20

19

18

B England North Atlantic South South North " Attantic
- Central Central Central! Central
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i Total New East Mountain Pacific South  West East West Middle’

Q.17
Pharmacists partially fill an average of 23 prescriptions per week.
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Mean Number of Times per Day Discuss Patients’ Drug
Therapy with Physician/Other Healthcare Professional
ByjRegion

i
.

1T

Total West New  East South Middle East West Pacific Mountain
North England South Atlantic Atlantic North  South
Central Central Central Central

. Witsor R

[—r=—=———myrr
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On average, pharmacists discuss patients’ drug therapy with physicians
and other health care professionals seven times per day.
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" Counseling, Monitoring, and
. Testing Services

. Witror R
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Compliance Services

Monitor compliance by questioning patients

Refill reminders - verbal/telephone
Refill reminders - written
Refill reminders - E-mail

Other
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Monitor compiiance by frequency of repeats

Refill reminders - automated phone

Mean Number of Patients per Week Who Receive

|18

13

Q25

The leading compliance services received include monitoring
compliance by frequency of repeats (78), monitoring compliance by
questioning patients (60), automated phone refill reminders (25),

telephone refill reminders (16), written refill reminders (13), and e-mail

refill reminders (7).
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Mean Number of Patients per Week Who Receive

Compliance Services
By Type of Pharmacy

Monitor compliance by frequency of repeats

nitor compliance by questioning patients

__187
Refill reminders - automated phone
: OcChaln
Refill reminders - verbalftelephone | ¥ ndependent
— @ Food
K Mass

Refill reminders - written |

Refill reminders - E-mait
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Compliance services vary by type of pharmacy. Chains are the most
likely to use e-mail, written, and automated telephone reminders. Food
store pharmacies are the most likely to monitor compliance by

questioning patients and the frequency of repeats. Mass merchants are

the most likely to make telephone call refill reminders.
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Mean Number of Patients per Week Who Receive
Monitoring Activities for Therapeutic and Adverse
Effects of Their Prescribed Medications

Adverse reactions recorded in patient file

e

Discuss feedback/results with patientsicaregivers f-

Discuss patient drug therapy with physician or other
health professional

, I:.aboratory test results to monitor medication effects | -

12

Clinical testing in pharmacy with devices such as
weight scales, glucose meters, blood pressure
meters, peak flow meters

12

41
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The most common monitoring activities received by patients for
therapeutic and adverse effects of their prescribed medications include
having adverse reactions recorded in their patient file, discussing
feedback/results with patients/caregivers, and discussing patient drug

therapy with physicians or other health professionals.
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Mean Number of Patients per Week Who Receive
Monitoring Activities for Therapeutic and Adverse

cations

Effects of Their Prescribed Medi

Adverse reactions recorded in patient fite

:i.

Discuss feedback/results with patients/caregivers

health professional

. !..abor’atory test results to monitor medication effects

Clinical testing in pharmacy with devices such as
weight scales, glucose meters, blood pressure
meters, peak flow meters

Other

42
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Discuss patient drug therapy with physician or other -

|12

12

===}

Q26

Monitoring activities most commonly received by patients for
therapeutic and averse effects of their prescribed medications include
having adverse reactions recorded in their patient file, discussing
feedback/results with patients/caregivers, and discussing patient drug
therapy with physicians or other health professionals.
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Mean Number of Patients per Week Who Receive Monitoring
Activities for Therapeutic and Adverse Effects of Their
Prescribed Medications
By Type of Pharmacy

Adverse reactions recorded in patient file ;

Discuss feedbackiresults with ,
patients/caregivers _ RNt 47

O Chain
B independent
O Food
B Mass

Discuss patient drug therapy with physician -
or other health professional

Laboratory test results to monitor medication
' effects

Clinical testing in pharmacy with devices
such as weight scales, glucose meters,
blood pressure meters, peak flow meters
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Q26

_ Monitoring activities vary by type of pharmacy. Pharmacists at food
‘ store pharmacies most commoniy discuss patient drug therapy with
patients/caregivers and do clinical testing in the pharmacy.
Pharmacists at chain pharmacies most commonly discuss patient drug
therapy with physicians or other health professionals and record
adverse reactions in patient files.



wi
£

i ) .
Agents from a Pharmacist
Influenza vaccine
Daily multivitamin to prevent nutrition deficiency

Calcium products te prevent osteoporosis

of coronary heart disease

Folic Acid in early pregnancy to prevent birth
defects

Nicotine replacement therapies
Pneumococcal vaccine

Other
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Mean Number of Patients per Week Who Receive

Aspirin (100 mg or less per day) for the prevention [

Iron supplements to prevent anemia in females

1

Q27

The most commonly received agents from pharmacists include the
influenza vaccine, daily multivitamins to prevent nutrition deficiency,
calcium products to prevent osteoporosis, and Aspirin to prevent

coronary heart disease.




Mean Number of Patients per Week Who Receive

Agents from a Pharmacist
By Type of Pharmacy

Influenza vaccine [
Daily multivitamin to prevent nutrition deficiency

Calcium products to prevent osteoporosis

Asgpirin (100 mg or less per day) for the prevention
of coronary heart disease

O Chain
Iron supplements to prevent anemia in females B Independent
_ Food
Folic Acid in early pregnancy to prevent birth B Mass

defects e

Nicotine replacement therapies [eams

Pneumococceal vaccine [
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Agents provided by pharmacists vary somewhat by type of pharmacy.

Independent pharmacies are the most likely to dispense the influenza
vaccine.
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Blood glucose testing
Blood cholesterol testing
Anthropometric tests
Bone density testing
Blood A1C level
Pregnancy testing

Lung capacityffunction testing

Colon occult blood testing
Prostate specific antigen testing

Other

Mean Number of Tests per Week to Screen
Undiagnosed Patients

a0 S SO ¥

Blood pressure testing . .. -

R T
By Type of Pharmacy:

Food 29.2

Mass 19.7
Independent 121

Chain 101

Q28
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Blood pressure testing is the most commonly conducted test at
phammacies to screen undiagnosed patients, followed by blood glucose

testing. Blood pressure testing is most commonly conducted at food
store pharmacies and least commonly conducted at chains.
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Initiated in this Pharmacy
prescribed medication

of prescribed drug or dose, patient
contraindication, or adverse effects

Contacted other health worker or source for
patient health information

Contacted patient or caregiver to assess effects of
' therapy

-

Contacted patient or caregiver to reinforce or
monitor compliance

QOther
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Mean Number of Communication Activities per Week

Contacted prescriber to clarify or correct {7554

Contacted prescriber regarding appropriateness [

a7

T . 12

Q29

The most common communications (on a weekly basis) that are
initiated by the pharmacy are contacting prescribers to clarify or correct
prescribed medications (38), contacting prescribers regarding the
appropriateness of prescribed drugs, doses, or patient contraindications
(21), contacting health workers for patient health information (15),
contacting patients/caregivers to assess the effects of therapy (12), and
contacting patients/caregivers to reinforce or monitor compliance (9).
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Mean Number of Communication Activities per Week
By Type of Pharmacy

Contacted prescriber to clarify or correct
prescribed medication

Contacted prescriber regarding appropriateness
of prescribed drug or dose, patient
contraindication, or adverse effects

O Chain

B Independent
, Contacted other health worker or source for B Food
patient health information o Mass

-t
Contacted patient or caregiver to assess effects
of therapy

Contacted patient or caregiver to reinforce or
monitor compliance
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Communications vary by type of pharmacy with food store pharmacies
more commonly initiating all forms of communication, compared to
other types of pharmacies.
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Mean Number of Patients in Each Counseling Situation
per Week

Counselladminister meds in counsel areg [ 3 5dfm.

Other computer produced info

Other written or printed druginfo [ !

No.n -or-poor-English speaking patients
’ Literacy impaired |
Blood pressure monitering |- .
Lipid monitoting
Anticoagulation monitoring
Sight impaired

Hearing impaired

Diabetes training

Asthma training

Immunizations

Osteoporosis
AIDS specialty services [|2
Other []a
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Q23

The most common counseling situation is counseling or administering
medications in the counseling area, providing computer produced
information, providing other written or printed drug information, and non
or poor English speaking patients.
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Mean Number of Patients in Each Counseling Situation
per Week
By Type of Pharmacy

Administered meds in
counsel area

225

Other compiiter produced

info B 165

Other written or printed )

drug info A7 0 Chain
# Independent
X @ Food
- Non-or-poor-English = Mass

I * speaking patients
Literacy impaired

Bicod pressure
monitoring

o Yiterdk
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Food stores most commonly provide computer produced information
and written or printed drug information. independents most commonly
deal with non or poor English speaking patients. Mass merchants most
commonly counsel or administer medications in the counseling area
and provide blood pressure monitoring.
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English
Spanish

i French

Asian

" Other

. Wilrore Bk
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Nearly all pharmacies have counseling available in English and seven
out of ten have counseling available in Spanish.
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- Enhanced Pharmacy
~ Services

52
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Availability of Enhanced Pharmacy Services
Top Tier Services Offered
[ Currently offers M Plans to offer [ Does not offer/plan to offer

Compounded medication orders |03

Personalized counseling in private counse) area |. 1 3%
L

Flavoring {4

Other

Diabetes treatment and counseling [aiiae
Herbal medicine/nutrition counseling
Home delivery

Durabtle medical equipment |, !

Drug therapy management

Health screening

tmmunizations |- <530

Hypertension

@ 2005 — Witson Hastth Irdormasion, LLC, New Haps, PA — ANl Righlz Reserved

Q6

The most commonly offered enhanced pharmacy services include
compounded medication orders (70%), personalized counseling in
private counseling areas (55%), flavoring (54%), diabetes treatment and
counseling (44%), herbal medicine/nutrition counseling (44%), home
delivery (44%), durable medical equipment (44%), drug therapy
management (42%), health screening (41%), and immunizations (36%)
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Middle Tier Services Offered
B Currently offers

Geriafric care

Community education, structured
Smoking cessation

Hospice care

Specialized compounding

Asthma

Scheduled patient appointments in pharmacy

Ostecporosis

Pediatric pharmacy

M Plans to offer

Pain management |-

Availability of Enhanced Pharmacy Services (cont.)

8 Does not offer/plan to offer

T 4 7’}."‘-?1%

Hyperlipidemia monitoring and counseling

200% - Wiwon Heath Indarmebon, LLC, New Hope, PA - AN RIgHSS. Reservd
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Availability of Enhanced Pharmacy Services (cont.)
Bottom Tier Services Offered
O Currently offers N Plans to offer O Does not offer/plan to offer
Discharge services for hospital patients 17%I 7% ]
- Wound care | 15% I Ti% ]
Community clinic services with a nurge 14%! 79% ]
Ostomy counseling and care 13‘%_. 82% ]
 Nutrition support (e.g., prenatalienteral) 12%I 83% _|
weighttoss | 9% L 79% ]
Psychiatric pharmacy 84% ]
L. skin care management [6% [ 83% |
k Drug tevel monitoring/Kinetic dosing E. 89% ]
Anticoagulation monitoring and counseling E-_ 86% I
Chemotherapy preparation 6% 53% ]
Home infusion B 94% )
e e % Yitrrhk

Q6 continued
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Percent of Pharmacies Currently Offering Enhanced
Pharmacy Services

By Type of Pharmacy
t1Chain & Independent B Food N Mass
Compounded medication orders - — Lys G:w'

Personalized counseling in private consult area

(AT%

Hypertension ————

005 - YWiison Heath Informanon, LLC, New Hope. PA — A3 Rights Raserved

Flavoring [ eme——————————r——e——risuitiomy 1%,
Hame delivery [N 2%
. —
Diabetes treatment and counseling 5%
erbal medicinenutritional supplement counseling m"ﬁ‘
— e J0%
Durable medical equipment et X% rmy 3%
Drug therapy management [Eoaempmsse1 0% 5%
Health screening SEMSSSSS—1. ; .,
Immunizations b NIRRT 67 %
T - ¥
45%

Q6

Enhanced pharmacy services offered vary by type of pharmacy.
Independents are the most likely to offer many services, including

compounded medication orders, home delivery, and durable medical
equipment, geriatric care, and hospice care. Food store pharmacies

are the most likely to offer immunizations and heaith screenings.
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Percent of Pharmacies Currently Offering Enhanced
Pharmacy Services (continued)

By Type of Pharmacy
@ cChain # Independent @ Food # Mass
Geriatric care - o

Community education, structured ¥
Smoking cessation
Hospice care |

Specialized compounding ' B

Asthma
Scheduled patient appointments in pharmacy =
‘ Pain management
Ostecporosis [
Pediatric pharmacy B

Hyperlipidemia monitoring and counseling
: Discharge services for hospital patients
Community clinic services with a nurse [ —_—
Wound care

& 2007 - Wikson, Heslft Information, LLC, Hew Hope, PA - A% Rights Ragenved

Q6
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By Type of Pharmacy
BChain # independent

Ostomy counseling and care

Drug ievel monitoring/fkinetic dosing
Anticoagulation monitering and counseling
Chemotherapy preparation

Home infugion

© 2005 - Witson Heash Informmlion, LLC, New Hope, PA - AS Righis Reserved

utritional support {e.g., prenatalienteral nutrition) Ff¥e
Weight loss |9
Psychiatric pharmacy .,

Skin care management [%%)

Percent of Pharmacies Currently Offering Enhanced
Pharmacy Services (continued)

W Mass

Q6

58



£y
W2

Type of Professional Administering Each Service
Among Those Who Currently Offer/Plan to Offer Each Service

Specially Trained/Accredited Pharmacist 8 Specially Trained/Accredited Non-Pharmacist & Both

Drug level monitoring/kinetic dosing [ -6

Drug therapy management .

ersonalized counseling in a private consult area §;
Asthma
Pgychiatric pharmacy

i Diabetes treatment and counseling |/

Pain management

- Anticoagulation monitoring and counseling |-

‘Scheduled patient appointments.in pharmacy

Herbal medicine/nutrition supplement counseling | Ba

Pediatric pharmacy |

Hyperlipidemia monitoring and counseling

2003 - Witzon Hasth Informakon, ELC, New Hops, PA - Al Rights Resarved

Q7

Most services offered are provided by specially trained/accredited
pharmacists. '



it
i

=)

Type of Professional Administering Each Service
(cont.) Among Those Who Currently Offer/Plan to Offer Each Service

‘Specially Trained/Accredited Pharmacist B Specially Trained/Accredited Non-Pharmacist & 8oth

Smoking cessation | - SR S e
D F]

Qompounded medication orders |
Geriatric care
Hypertension

Specialized compounding

Chemotherapy preparation [

Hospice care

- Immunizations

Osteoporosis

Corﬁmunity educaiion. structured

! Home infusion

Flavoring [ - ™amled%: o0 o

60
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Type of Professional Administering Each Service
{cont.) Among Those Wha Currently Offer/Plan to Offer Each Service

] Specially Trained/Accredited Pharmacist B Specially Trained/Accredited Non-Pharmacist 8 Both

Discharge services for hospital patients

Weight loss

Skin care management

Health screening

Wound care

Nut;itional support {e.g., prenatalienteral nutrition)
Community clinic services with a nurse
Durable medical equipment

Ostomy counseling and care

Home delivery

200% ~ Whgan Hoaith Informaion, LLC, Hew Hope, Pa - A Righty Raserveq
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O No charge for this sefvice

Herbal medicine/nutrition supplement counseling
Community education, structured
Discharge services for hospital patients ¢

Personalized counseling in a private consult area

$kin care management [

Whether Payment is Received for Each Service
Among Those Who Currently Offer Each Service

B Receives payment for this service

Ostomy counseling and care

Psychiatric pharmacy

Wound care |[: .. s

Pain management |

Drug therapy management ).

Drug level monitoringfkinetic dosing |-+

Hypertension

2005 ~ Wiion Heath infoTskon, LLC, New Hope, PA - Al Righis Reservd

Qs

immunizations (90% receiving payment), flavoring (87%), and home
infusions (69%) are the services for which payment is most commonly
received. Herbal medicine/nutrition supplement counseling (92%
offering service free of charge), community education (30%), discharge
services (88%), and personal counseling in a private area (86%) are the

services that are most commonly provided free of charge.

i
i
i
]
]
i
]
]
i
i Pharmacies offer many enhanced pharmacy services free of charge.
i
i
|
i
1
i
]
]
i
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DO No charge for this service

Pediatric pharmacy

Geriatric care

Home delivery

Smoking cessation

Diabetes freatment and counseling

Asthma

Nutritional support (e.g., prenatal/enteral nutrition)

Weight loss

Scheduled patient appointments in pharmacy

6 2005 = Wilson Heath tarmeren, LLC, Naw Hope, PA - AR Rights Reserved

Whether Payment is Received for Each Service
(cont.) Among Those Who Currently Offer Each Service

# Receives payment for this service

Hospice care | 4

Health screening” |~

Community clinic services with a nurse
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Whether Payment is Received for Each Service
(cont.) Among Those Who Currently Offer Each Service

W Receives payment for this service

O No charge for this service

Chemotherapy preparation
Osteoporosis

Durable medical equipment
ticoagulation monitoring and counseling
Compounded medication orders
Hy:perlipidemia monitoring and counseling

Specialized compounding

Flavoring

|© 2005 - Wilson Heath Information, LLC, Hew Hope, PA - Al Rights Reserved

immunizations

Home infusion Lo
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Timeline for Plans to Offer Each Service

Among Those Planning to Offer Each Service
O Planned in next 12 months W Planned longer than 12 months

Flavoring

Durable medical equipment |

Home delivery |-
Scheduled patient appointments in pharmacy I
Health screening |

Compounded medication orders |}

Community education, structured

Immunizations |

Personalized counseling in a private consultarea |

Discharge services for hospital patients

BDrug therapy management

rbai medicine/nutrition suppfemernt counseling

TO05 - wikisan Healh (nformlion, LLC, Niw Ho08, PA - AN Rights Reswhnid

Q9

The enhanced phammacy services that pharmacies most commonly
intend to offer in the next 12 months (among pharmacies that intend to
offer services) include: flavoring (83%), durable medical equipment
(80%), home delivery (75%), scheduled patient appointments in the
pharmacy (72%), health screening (65%), and compounded medication

. orders (64%).
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Timeline for Plans to Offer Each Service {(cont.)
Among Those Planning to Offer Each Service
B Planned longer than 12 monthg

@ Ptanned in next 12 months
Hypertension
Smoking cessation
Hospice care

Weight loss

Diabetes treatment and counseling
Osteoporosis

Pain management

Chemotherapy preparation
Hyperlipidemia monitoring and counseling

Pediatric pharmacy

€ 2005 - Wiison Healih Informed on, LLC. New Hope, PA = A Fights Reserved

Anticoagulation monitoring and counseling '

Community clinic services with a nurse |
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{1 Planned in next 12 months

Asthma

Drug level menitoring/kinetic dosing
QOstomy counseling and care
Nut!'itional support {e.9., prenatalienteral nutrition)
' Geriatric care
" Psychiatric pharmacy

= Specialized compounding
Wound care
Home infusion

- §kinm care management

© 2005 - Wison Heeth Infermation, LLC, Hew Hone, PA — All Riphts Retwvad

Timeline for Plans to Offer Each Service (cont.)
Among Those Planning to Offer Each Service

@ Planned longer than 12 months
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Barriers to Implementing Enhanced Pharmacy Services

O Strongly Agree W Agree & Neither Agree nor Disagree  # Disagree [ Strongly Disagree

Shartage of time for this pharmacy | - 53,

Shortage of pharmacists | , ¢
There Is no extra remuneration for these sarvices | . 28% 1)
Customers will not pay for these services |, - “27%" ;

Lack of space

Physicians do not recognize pharmacists’ skills in
enhancing pharmacy seivices

Lack of opportunity to meet with local ganeral '
practitioners (GPs} or other health workers {223

Lack of appropriate knowledge/skill by pharmacists

Would impair working relationships with local general [
. medical practitioners {GPs)

2004 - viiteon Haw®h Intormglion, LLC, Mew Hope, PA - Al Rights Resarned

Q10

The most commonly cited barriers to implementing enhanced pharmacy
services include a shortage of time, a shortage of pharmacists, that
there is no pay for these services, the belief that customers will not pay

for services, and a lack of space.
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lfacilitators for implementing Enhanced Pharmacy
Services

D Strongly Agree wmAgree 8 Neither Agree nor Disagree ®Disagme O Strongly Disagree

Designated counseling [
area

Access to detailed [
medical records  |;

Dedicated study time |
for pharmacists :

Accreditation for
specific activity F

Appointment systems [

69 Vil Mt o sbon, LLO

© 200% - Witson Heatth Information, LLC, New Hops, PA - All Rights Resersed

Q11

The leading facilitators for implementing enhanced pharmacy services
according to pharmacists include having designated counseling areas
(81%), access to detailed medical records (81%), dedicated study time
for pharmacists (77%), accreditation for specific activities (76%), and
appointment systems (74%).
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Overall Satisfaction with the Current Level of
Recognition That Pharmacists Receive from the
Healthcare Industry

Highly Satisfied

Highly 4%
Dissatisfied
15%

Satisfied
35%

Dissatisfied
46%,

@ 2005 - Yison Heath Informanon, LLC, tew Hopy_ PA — AR Rights Reserved

Q.37

More than three out of five respondents are dissatisfied with the current
level of recognition that pharmacists receive from the healthcare
industry.



o3
»)

Qverall Satisfaction with the Current Level of
Recognition That Pharmacists Receive from the

Healthcare Industry

By Store Type .
E Highly Satisfied W Satisfied E Dissatisfied ® Highly Dissati:

Food ;;.«-

independent {

Chain J¥

Mass Merchant

2005 - Vison Hesllh Informabon, LLC, New Hope. PA ~ All Rights Recarved

Q37

The maijority of pharmacists of all types of pharmacies are dissatisfied
with the current level of recognition that pharmacists receive from the

healthcare industry.
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@verall Satisfaction with the Current Level of
Recognition That Pharmacists Receive from the
Healthcare Industry
ByjRegion

® Highly Satisfied @ Satisfied B Dissatisfied mHighly Dissatisfied
Mountain [KT1%Y}

New England @H

Middle Atlantic @{]

East North Central [5%]
Pacific E%)

West North Central 3;'1
* South Atlantic §
West South Central 3%
) f, East South Central

. 73 ?.—-——-——M

D200 2 Winnn Haslh Infarmalion, LLC, Haw Hops, PA - AX Righis Reserved.

Q37

Some variation can be seen in satisfaction with recognition that
pharmacists receive by region. Dissatisfaction is highest among
respondents in New England (83%).




Overali Satisfaction with the Current Level of
Recognition That Pharmacists Receive from the
Healthcare Industry

By Position

O Highly Satisfied M Satisfied B Dissatisfied W Highly Dissatisfied

Salaried manager [ 0%

Employee
pharmacist ?‘5&5‘

Sole/partner E‘-f-_
proprietor ]

Pharmacist in §
charge

200% = Wison Heath tnlormedion, LLC, New Hope, PA - Al Righty Reterved

Q37

of recognition that pharmacists receive from the healthcare industry.

Sole/partner proprietors are the most apt to be dissatisfied with the level

74




wh
oy
wy

Agreement with Statements Regarding Community
Perceptions and Attitudes About Your Pharmacy

O Strongly Agree  mAgree B Neither Agree nor Disagree @ Disagree [ Strongly Disagree

ts reliable and trusted within its community |-

improves patient satlsfaction, quallty of Iife and
productivity

GConsistently delivers care to improve patient
health outcomes

Consistently dellvers care to significantly reduce
costs to consumers

Promotes proper adherence, persistency and [

compliance with drug therapy
Collaborates with other heafth professionals to B
ensure patients get the best use of thelr medicines |~

Proactively intervenes in order to prevent FT==oon

hospitalizations and avoid devastating =

Offers enough quality services to adequately meet [T oops

the needs of its community MLt

Has a role in reducing costs to the government by [T vy

reducing morbidity and mortality rates

. Gonsistently delivers care to significantly reduce |
costs to physiclans and other healthcare

| 2005 - Wilson Heath I}ﬂmhnn, LLC, New Hopa, PA ~ Al RIghts Ressived

Q38

Respondents agree with many statements regarding community
perceptions and attitudes about their pharmacy, including:

Is reliable and trusted within its community

Improves patient satisfaction, quality of life and productivity
Consistently delivers care to improve patient health outcomes
Consistently delivers care to significantly reduce costs to consumers

Promotes proper adherence, persistency and compliance with drug
therapy

Collaborates with other health professionals to ensure patients get the
best use of their medicines

Proactively intervenes in order to prevent hospitalizations and avoid
devastating consequences due to medication use problems

Offers enough quality services to adequately meet the needs of its
community

Has a role in reducing costs to the government by reducing morbidity
and mortality rates
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Personal Relationships with Specific Community

Groups
MostClospe <} B & [} LeastClose
Relatlonship 5 4 3 2 Relationshlp

. Customers/
patients/ caregivers [

Physiclans |8 ‘

Other health
professlonals

(Using a Scale of 1 to 5 where 1 is I have no personal relationship™ and 5 is
“we are on a first name basis and have known each other for a very long time™) Qﬁ'ﬁ &‘;
=] N

76
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Q39

In terms of personal relationships, pharmacists have considerably
closer relationships with customers/patients/caregivers than with
physicians and other health professionals.
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~ Usage of Technical Facilities

77 %M
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Pharmacy Management Computer System Used

Other 53%

None
McKesson APS
ScriptPro

Kirby Lester

Innovative Assoclates 2%
AutoMed 2%,
AutoScript l2%

Parata Systems LLC Q§1%

PickPoint FlexRx 0% ; &\;
78 2—’{;—.;5—“ -

200% - ¥Wiison Healls Informetion, LLC, New Hops, PA — A¥ Rights Resarved

Q32

Among phamacies that use computer management systems,
McKesson APS is most commonly used, followed by ScriptPro and
Kirby Lester.
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Pharmacy Management Computer System Used
By Type of Pharmacy
D B 4 P E5. oy H:/.

McKesson APS

ScriptPro | -' —

Kirby Lester .

OChain

Innovative Associates N Independent
@ Food
AutoMed B Mass

*  AutoScript

Parata Systems LLC

PickPoint FlexRx

Q32 ,

Chain pharmacies more commonly use ScriptPro and Mckesson APS,
compared to other types of pharmacies. Food store pharmacies are the
most likely to use Kirby Lester. Independent pharmacies are the most
likely to use no pharmacy management computer system.
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‘l"echnologies Employed in Pharmacy

Point of Sale (POS) system

Interactive Voice Response (IVR)
Technology {automated phone
system)

Drive-Thru Pharmacy System

Automated Dispensing System
{(automated counter, robotics, etc.)

Central Fill/ Central Adjudicationf
Telepharmacy

Other technology or rabotics

i

@ 3005 ~ Wiisan Health Intormabon, LLC, Mew Haps, PA - All Rights Rexsrved

Q31 and Q31a (type of drive-thru system)
The most common technologies employed in pharmacies are point of

sale (POS) systems (64%), interactive voice response (IVR) technology

(61%), drive-thru systems (28%), automated dispensing systems
(counter, robotics, etc.) (28%), and central filling/adjudication (17%).
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Technologies Employed in Pharmacy
By Type of Pharmacy

Point of Sale (POS) EENEEE
system

Interactive Voice P&

Response ((VR) il ]
o | 100%

Drive-Thru Pharmacy [

System
@ Chain
45%
Automated ] O Independent
Dispensing System |l B Food
@ Mass

Central Fill/ Central
Adjudication

Other
technology/robotics

P 2005 - Witson Health Information, LLE, New Hopa, PA - A Ragnis Resarvad

Q31 and Q31a (type of drive-thru system)

Technologies employed vary by type of pharmacy. Point of sale (POS)
systems are most commonly used by chain (84%) and mass merchant
pharmacies (82%). Mass merchants (100%) are the most likely to use
IVR systems, followed by chains (90%). Chains are much more likely to

employ drive-thru windows and automated dispensing systems,

compared to other types of pharmacies. Central fill/central adjudication

systems are most commonly used by chain (26%) and food store
pharmacies (24%). -
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Drive-Thru System Employed by Pharmacy

; ~ Single window

Dual window
{drop off - pick up
window)

Other

82
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61%

Q31 and Q31a (type of drive-thru system)

Sixty-one percent of pharmacies that employ a drive-thru have a single

window and thirty-five percent a dual window.
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Internet Access
By Store Type

E At home O At pharmacy ¥ At another location

C 9% 100%g70;, 100% 99% 100%

Total Independent Food Chain Mass Merchant

© 2005 - Wilzon Heatth informaton, LLC, New Hope, PA — AN Rights Reierved

Q33/34

Nearly all respondents have Internet access at home, and three
quarters indicate that they have Intemet access at the pharmacy.
independent pharmacies (97%) are the most likely to have Intemnet
access, followed by food store pharmacies (87%), while chain (54%)
and mass merchant pharmacies (50%) are much less likely to have
Internet access.
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E-Mail Access
By Store Type

At home O At pharmacy H At another location

99% 100% 100% 100%

Mass Merchant Chalin

o Yk

2005 — YWheon Heafh Informeion, LLC, New Hops, PA - A3 Rights Reserved

Q33/34

About four out of five respondents indicate that their pharmacy has e-
mail access. Independent pharmacies (86%) most commonly have e-
mail access, while mass merchant (71%) and chain pharmacies (69%)
are the least apt to have e-mail access.
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Does Pharmacy have a Website?
’ OYes B No

Total

Chain

. Mass Merchant }

Food

independent |

o Vit

2005 « WD Heat?h Informeton, LLC, New Hops, PA - All RIphts Reserved

Q35/36

Sixty-three percent of respondents indicate that their pharmacy has a
website. Chains (80%) are the most likely to have a website, followed
by mass merchants (68%) and food store pharmacies (60%). Fewer
than haif of independent pharmacies (46%) have a website.
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Whether Pharmacy Sells OTC Products on Website

OYes H No

Total i

Chain |

Mass Merchant |

Independent

Food |

]

007 ~ Witon Hast informelion, LLC, Méw Hops, PA — A RIgRDY Resarved

Q35/36

Neariy half of pharmacies sell OTC products on their website. Chains
(77%) are the most likely to sell OTC products on their website,
followed by mass merchant pharmacies (58%).
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Agreement with Statements Regarding Use/lmpact of

Communication Technologies
G Strongly Agree R Agree & Neither Agree nor Disagree B Disagree D Strongly

Telephone is the best method of communication with | 24
community doctors or other heatth workers

Tekphone s the best method of communication with
community patients or their caregivers o

Fax will replace telephones in this pharmacy as the best [ 13
method to communicate with community doctors, health | 14%}
workers, patients or caregivers

Internet sales of prescription medicines will depress the [T™3
, number of medicines dispensed in this pharmacy within 8%
24 manths -

E-mail will replace telophones In this pharmacy as the [F5
best method to comimunk:ate with community doctors, 7
health workers, patients or caregivers -

Internet sales of all medicines will depress the sale of :
P ribed medicines or other heaith products n this 6%}
pharmacy within 24 months

@ 2005 - Wikson Hesdh informed o, LLC., Hew Hops. PA — ANl RIgTs Reservad

Q30

Respondents most commonly agree that telephone is the best method
of communication with doctors/health workers and with
patients/caregivers. They less commonly believe that the Internet will
depress the number of medicines dispensed and the number of non-
prescribed medicines that are sold and that e-mail will replace
telephones as the best means of communicating with doctors and
patients.
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To what Extent do You Agree or Disagree that You Feel
Safe in Your Work Environment?

[ Strongly Agree °~ @ Agree B Neither Agree nor Disagree & Disagree/Strongly Disagree

Total |

Mass Merchant |-

'

(ndependent [

Chain

Food |

@ 20073 ~ Wiion Heath Infarmegon, LLC, New Hope, PA - Al Rights Resarved

Q30

Eighty one percent of respondents strongly agree or agree that they feel
safe in their work environment. Employees of mass merchant and
independent pharmacies are the most likely to feel safe in their work
environment. _
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Prevalence of Crimes Committed in Pharmacies
(Crimes Ever Commiited at this Pharmacy)

OYes % No

Forged
prescriptions

Shoplifting

Employee theft |-
Robbery X
Other crimes

Assautt J i

Murder

[© 05 - Wiison Heamh tntormel 6n. LLC, New Hops, Pa — ANl Righty Resarved

Q48-1

The most commonly committed crimes in pharmacies include forged
prescriptions (88%), shoplifting (78%), employee theft (58%), and
robbery (29%).
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Whether Pharmacy was Robbed in Past 12 Months
Among Respondents who Said Pharmacy had been Robbed in Past

B 20052 Wason Hesth Intormabon, LLC, New Hops, PA - All Riphis Reservd

Q48-2
One out of four pharmacies has been robbed in the past 12 months.
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WHhether Perpetrator was Armed
A ng Respondents who Said Pharmacy had been Robbed in Past

Yes

No 45%

55%

% ‘ 2—@;—&‘5&
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Q48-3 ‘
Forty-five percent of robberies were committed by armed perpetrators.




Whether Crime Occurred During Business Hours
Among Respondents who Said Pharmacy had been Robbed in Past

e

PR

a3 M
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Q48-3
Sixty-four percent of robberies occurred during business hours.

T - 5 . B .

f
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Number of Criminals Involved
Among Respondenis who Said Pharmacy had been Robbed in Past

28%

3 or more 4%

o Vitror B

= Witsbn Heatll Infarmetion, LLC, New Hope, PA - AN Rights Reserved

© 2005

Q48-5
Two thirds of robberies involved only one criminal.
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Whether Pharmacy was Forcibly Broken Into
Among Respondents who Said Pharmacy had been Robbed in Past

No
61%

- Yitserd

€ 2004 - Witson Haslit snformation, LLC, New Hops, PA — Al Righis Resarved

Q48-6

Among respondents who say that their pharmacy has been robbed,
thirty-nine percent indicate that the pharmacy was forcibly broken into.
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] _
Have You and Your Staff been Trained in Company

Security Policies? Oves aNo

Total 655

e e e

Mass Merchant

Chain
; Food &
Independent ety
Q48-7 y

Approximately two out of three respondents indicate that their staff has
been trained in company security policies. Employees of mass
merchant pharmacies are most commonly trained in company security
policies, while employees of independent pharmacies are least
commonly trained.
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Do You Think a Pharmacy Continuing Education
Program on Security is Needed?

No

97 M

€ 2005 — Wilton Hentth Intormatian, LLC, New Haps, PA = Al Righls Reserved

Q48-8

Most respondents (72%) think that a continuing education program on
security is needed.
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Alarms 1%

Access Control

Surveltlance (CCTV) o] 84%

P

Security Guard(s) 22%

AOH'ler b T%

@ 2005 - Wilson Hoatth Information, LLG, New Hepe, PA - Al Rightt Resarved

Q48-9

Commonly employed security measures include alarms (91%), access
contrql (80%), surveillance (CCTV) (64%), and security guards (22%).
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Whether Compény Does Security Audits on Regular
Basis

o Voo
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Q48-10

The majority of respondents indicate that their pharmacy does security
audits on a regular basis.
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Ways in Which Class |l Narcotics are Stored or Secured

Secured locker
' - and/or cabinet

Spread out though
the inventory

Secured UL listed
safe

17%

Other 3%
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Q48-11

Class |l narcotics are most commonly stored in secured
lockers/cabinets (67%), spread out through the inventory (25%), and
secured UL listed safes (17%). .

100



Appendlx

10 M

£ 2005 - Wilson Heelth Inzormaden, LLC, Nawr HOps, PA —A) Roghis Reserved

101



|

Al

ud

A J

any,pharmacists appreciate the ongoing efforts of the APHA and the
pportunity to be surveyed.

RS,

Bositive Feedback from Pharmacists about the Survey

o{ q enjyed doing this survey.”

e thorough survey. Thanks for the opportunity to compete this survey. | would
¥iike to know when results will be available”

q tught this was an excellent survefv1. More should be conducted. How will this
information be used? The public and healthcare community in particular need to be
made aware of our skills and training. We have done a poor job of selling ourselves.”

iThe questions actually helped me think of ways to improve our pharmacy service to
the community.”

*In my opinion this survey exemplifies the continuing efforts APHA has with
merncas' ghan'nacists and | congratulate you for putting such interesting survey
together. Good luck compiling the results.

> (Good range of topics covered, all relevant. May need to look more at why people
are leaving the profession and why others do not want to go into pharmacy as a
career.

‘ Thank you for asking me to participate in this study. | think you need feedback from
what the pharmacists feel about their current situation in the field. It's hard to move to
thejnext fevel of care, when we aren't established in the current environment.”

&

“This was well done.” / &\
102 @m—é l
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EPharmacists suggest many new survey topics, including overall work
gatisfaction, the number of hours worked per week, the frequency of
mistakes, quality assurance issues, Spanish pharmacy courses, repeat
ustomers, compounding services, and the effect of formularies on time.

New Topic Suggestions from Pharmacists
“What's the average working hours per week for pharmacists?”

' “Would you like to see more Spanish pharmacy courses?”

' “This questionnaire has no questions about pharmacist satisfaction. How
many pharmacists actually get to take a lunch? | know that | am a type 1
diabetic and there are many days | don't get to have lunch. How is this
legal?”

“Overall work satisfaction rating and quality assurance issues.”
“It may be relevant to ask the percentage of repeat customers/patients.”

~“| think questions on the effects of formularies by insurance companies on

our time should have been asked. They truly are in charge of our patients'
health care decisions. They have taken the control out of the hands of the
health care providers and the patients.”

“Didn't question sufficiently about compounding services offered, i.e.
veterinary, sterile, bio-identical hormone replacement, pain, nutrition, etc.”

‘| feel it is important to ask about frequency of mistakes (especially incorrect
Rxs that have left the pharmacy).” QM1

8
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Suggestions for improving the survey include making it shorter, making
questions more concise and specific, and adding don't know or not
applicable answer choices. Many respondents say they had difficuity
with the question about pharmacy revenues {since they do not have
access to that information) as well as the question about the size of the
pharmacy. Another recommendation is to ask about the percentage of
customers rather than the number of customers.

-Constructive Criticism from Pharmacists about the Survey

“On future surveys, please let the participant know (at the beginning of the survey) how
_lpﬁnykquestions are involved and the approximate time required to complete this survey.
anks."

*I spent 2 hours answering the questions. How tong did you estimate that it would take to
complete the questions?”

“For a survey of this length | expect to be compensated for my time.”
."Please make future surveys more concise.” :

; “Maybe not making it so long. Split up the questions between different responders. Too
long and no reward!”

“Much too lengthy.”

*It's too long.”

*Percentages are more useful to estimate then number of patients falling into categories.”
"Percentages rather than numbers might have been a better way to answer. In particular

with immunizations which are only done certain times of the year.” Q % ﬂﬂ&
104 ’ e
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>onstructive Criticism from Pharmacists about the Survey (Cont)
uestions require "don't know" because they either don't apply or are too vague in
qQUeryz® "

Nilwasiniot sure how to answer some of the questions and | was not always given the
optionito select don't know”

Riease.add "Don’t Know" as an option for the fiscal year end date question. Please also
ention if info provided will be kept confidential. *

5u should have a n/a line for the other columns or allow the user to move onto the next
guestion without having to enter an answer on the other questions.”

al 'h‘ d the “other" needing an answer. If it doesn't apply, | shouldn't need to answer it.
Thi was way t00 long. | read fast, and it still took approximately 30 minutes.”

E@ncial status was difficult to answer - Sometimes this info is not available to
jem Io|¥ees or not known to employees of large corporations, Some questions were
difficult to comprehend. If you coufd be a bit more specific (give examples) next year

JZBeing part of a large chain, | do not have access to the fiscal information. | estimated
W pharmacy sales. | do not have information on entire store sales.”

";_Qu.estion about size of pharmacy was difficult to answer - | would have preferred muttiple
choice or don't know as an option. Fiscal year end date was asked, even though | gave
no financial info and don't know the fiscal year end date. . _sfill had to input one to
continue.”

éprry, | don't have access to the pharmacy's financial data.”

'qybe break down questions into sections of independent, chain/retail. | felt that some
dld!’,t really apply to me or { was unable to answer because | work for a large company.”

sInclude "clinic-based” as a of pharmacy.” ' 1
type of pharmacy Vit
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rmacists voice concerns about the PBM industry and formulary lists

5

!
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ithe amount of time spent on bureaucracy and solving insurance
problems. Some are even concerned about being able to stay in

iness. There is some interest in patient therapies and other projects,
timany pharmacists feel pressured by the need to make a profit and

e-bottom line.
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Pharmacists’ Opinions on Other Topics

4 _“The PBM industry with their mandatory mail service is a detriment to the
&.small independent pharmacy. More information is needed on what
pharmacists in the retail work environment think about the PBM industry.”

i “its simple. You fill a prescription and make $1.50 gross. You provide all the
B services we have in the past with no remuneration for that. We have to
make a profit as any good business people have to. Think about this my
friends. Managed care? My question was: Who do we want to manage?”

t “Pharmaceutical care the term has been around for over 25 years---how very
¥ LITTLE progress we have made in this area!!l  Very simply, until we show
Hthe insurance industla/ that our interventions and counseling save health

B care dollars they (and the public) will not reimburse us.”

,‘_f “A tremendous amount of my time is dedicated to solving insurance
k.questions related to patient insurance. Drug lists and exclusions, prior
#:approvals and other issues must be dealt with by phone. PBM's do not offer

# efficient methods of problem resolution. Too much time is lost 2}1’;01&"
i ;bl : HPBE 1
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PharmaCisté; Op}hiohs 6n Other Topics (Continued)

"Pharmac¥ is a thankless profession constantly bullied by manufacturin?
lobbies with deep pockets and greedy third party managers attempting to
take all the profit out of independent ownership. If given the chance to do
over, | would not be a pharmacist.”

- “I believe that pharmacists should participate more in patient therapies.

¢ Increased bottom line profits and the unwillingness of corporation to truly
invest in new ideas and concepts will be the downfall. Currently, my
company times everything that | do and is constantly pressing pharmacists.”

“Striving for other pharmacy reimbursement and recognition is fine, but
shouldn't we be concerned about getting better payment for the drugs first?
it is only logical to assume that if we were reimbursed from third party more
‘appropriately then we would be able to fund other pharmacy projects.”

= '“._..my biggest fear is staying in retail pharmacy. | am very worried with
mandatory mail order. 1 have lost a large % of my patient base to mail order
and the trend is getting worse.”

107 M
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Female
47%
Maie
53%
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Fifty-three percent of respondents are male and forty-seven percent

female.
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%M Company Overview

L
E S
¥ . independent, privately-owned, limited liability

company based in New Hope, PA

» Founded in 2000 by third generation pharmacist
Jim Wilson, R.Ph, _MBA

- » Twenty years of healthcare, marketing
and consumer research experience

* Retail, chain, hospital, long-term care, wholesale
pharmacy & pharmaceutical industry experience

* www.wilsonrx.com
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< For additional information, or if you have any
questions regarding this report contact:

Jim Wilson, R.Ph., MBA
Wilson Health Information, LLC
P.O. Box 253
New Hope, PA 18938
Phone: 215-862-4581
Fax: 215-862-4584
Email: jim@wilsonrx.com
Web: www.wilsonrx.com
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