PAINPOINTS BY THEME & COHORT

Theme 1: Patient Experience: Wait Times & Convenience

1. Wasted patient time waiting in line Patient
2. Patient difficulty understanding Rx instructions Patient

Theme 2: Patient Experience: Information Deficits
3. Lack of guidance/protocol for patient caregivers picking up Rxs Patient
4. Patients unaware of cost saving options for medication Patient

Theme 3: Patient Experience: Coordination Burden on Patients
5. Patient burden of mediating between physician and pharmacist Patient
6. Patient burden mediating between insurance & doctor Patient

Theme 4: Patient Experience: Consults

7. "White coat" power dynamic affecting service interactions Patient
8. Rushed patient consults / not enough time for consults Patient
9. Stores poorly designed for patient consults Patient

Theme 5: Patient Experience: Dignified Places & Interactions

10. Patients interacting with a pharmacist outside mother tongue Patient
11. Overall undignified customer experience Patient
12. Depressing and unwelcoming physical spaces Patient
13. Transactional over relational/clinical interactions Patient
14. Lack of cultural competency by pharmacists/pharmacies Patient

Theme 6: Workforce Issues & Employee Experience
15. Poor staff working conditions and burnout Patient
16. Shortage of pharmacists Patient

Theme 7: Healthcare System Collaboration

17. Lack of pharmacist access to EMR/patient info

18. Pharmacist confusion/challenges working with insurance
19. Formulary restrictions

20. Poor collaboration with pharmacists by physicians

Theme 8: Consumer Awareness & Expectations
21. Lack of patient awareness about pharmacy's capabilities

22. "Fast food mentality" shaping patient expectations
23. Customer aggression and disrespect towards pharmacists

Theme 9: Closures & Access to Pharmacies

24. Corporate insensitivity to the community Patient
25. Hours of operation are too constrained for patients Patient
26. Travel burden getting to the pharmacy Patient
27. Pharmacy closures and deserts Patient

Theme 10: Industry-Wide Systemic & Regulatory Constraints

28. High co-pays and medication costs for patients Patient
29. Medications not timely available (shortages, backorders) Patient
30. Protectionist regulatory environment affecting the industry

31. Metrics prioritizing volume of scripts over patient care

32. Influence of PBMs and insufficient drug reimbursement
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