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Theme 1: Patient Experience: W ait Times & Convenience

1. Shorter queueing times that prevent wasted time

2. Greater support for patient comprehension of prescriptions

Theme 2: Patient Ex perience: Information Defic its

3. Improved caregiver experiences to smoothen pick-ups on behalf of other family members

4. Proactive pharmacist guidance on generics and discounts

Theme 3: Patient Experience: Coordination Burden on Patients

5. Reduce patient burden in coordinating between providers

6a. Support patients to understand insurance and engage their insurance company

6b. Relieve patients from mediating between doctor and insurer to ensure prescriptions are covered

Theme 4: Patient Experience: Consults

7. Facilitate more equal power relationships that invite patient questions and experiences

8a. More 1-on-1 time to fully understand medication instructions, identify risks, and ask questions

8b. Better-designed interactions for pharmacists to coach patients and iteratively align on the best course

9. Infrastructure to better support privacy and effectiveness of patient consults

Theme 5: Patient Experience: Dignified Places & Interactions

10. Spanish-speaking pharmacists/resources to better serve those who speak little or no English

11a. Full staffing and dignified employee experience to create a professional and efficient environment

11b. Courteous and respectful customer service that values the business of the community

12a. A clean, organized, and inviting store environment

12b. Welcoming spaces in which theft prevention is not a dominant feature

12c. Community-oriented design, messages, and information in the physical store environment

13. Interactions that feel more clinical than transactional (e.g. AIDET)

14. Pharmacists from the community who understand the local lived experience

Theme 6: Workforce Issues & Employee Experience

15. Improved working conditions for staff

16. Augment pharmacist workforce with pharmacists fitted for communities

Theme 7: Heal thcare System Collaboration

17. Better pharmacist access to patient health information

18. Enable pharmacists to understand and navigate insurance

19. Ease pharmacists' ability to dispense appropriate therapies more easily

20. Better collaboration between patient, doctor, and pharmacy

Theme 8 : Consumer A wareness & Expectations

21. Increase patient awareness of pharmacy's services and capabilities

22. Shape customer expectations around trust, safety, and expertise in addition to fast and convenient service

23a. Foster more respectful interactions between patients and pharmacy staff

23b. Environments that create safety for both pharmacists and patients
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Theme 9: Closures & Access to Pharmacies

24a. Account for local contextual factors in the location of pharmacies

24b. Incentives for pharmacies/corporate entities to commit to the community (or disincentives to leaving)

25. More flexible operating hours or access models to enable greater access

26. Make pharmacies more physically accessible and/or located closer to where patients live

27. Increased proximity of pharmacy to healthcare to make pick-ups more convenient and to enhance continuity

Theme 10 : Industry-Wide Systemic & Regulatory  Constraints

28. Price accessibility for needed medications

29. Provide reasonable and reliable timelines for prescriptions to be filled

30. Reduce regulatory barriers to innovation and pharmacists practicing to their full scope

31. Shift performance measures away from volume-based metrics

32. Facilitate a reimbursement environment that supports viability for pharmacies

Other Opportunities

No-#. Access to health education, particularly preventive health and health-related community events

No-#. Reliably predict the volume of work within a pharmacy

No-#. Schedule an appointment for patients to pick up prescriptions or receive pharmacy services
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