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AGENDA

1. Welcome Back
2. What We Heard From Patients
3. Activity A: Pharmacy System Mapping
4. Activity B: Opportunity Prioritization
5. Reflection
6. Next Steps
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INTRODUCTION

Welcome
Back

3



VISIONS / the Future of Pharmacy |  03 Sept 2025 SCRPTS x IHDD
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There are communities 
without pharmacies.

THE HISTORY 
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August 13 // Patient W1
Understanding Needs & 
Opportunities

INTRODUCTION

We met with patients

August 6 // W1
Understanding Context

September 3 // W2
Mapping the Current State to 
Define Opportunities

September 24 // W3
Co-Designing & Evaluating 
Solutions

August 13 // Patient W1
Understanding Needs & 
Opportunities

Sept 10 // Patient Workshop 2
Co-designing Solutions
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What We Heard 
From Patients

ACTIVITY A
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WHAT WE HEARD FROM PATIENTS

Since we last met, we 

convened nine pharmacy 

utilizers from South and 

West Side communities. 
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Community participants brought diverse 
experiences and rich intersectionality
Participants included:

▪ A mother and caregiver who utilizes pharmacy services for herself, 

her aging mother, and her children

▪ A community member whose parents were pharmacists in Mexico

▪ A two-time cancer survivor and founder of a nonprofit supporting 

Black people fighting cancer

▪ Two community health workers  

▪ A mother and healthcare professional who sends her teenage son to 

the pharmacy for the family’s prescriptions

▪ + others with unique perspective and lived experience

Participant demographics:

4 South Side // 5 West Side

5 Black // 4 LatinX

6 women // 3 men

6 privately insured // 3 publicly insured

WHAT WE HEARD FROM PATIENTS
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WHAT WE HEARD FROM PATIENTS

Community Patient Workshop #1
August 13, 2025

55th & Pulaski Health Clinic

Gage Park / West Elsdon, Chicago 

What do you expect of pharmacy? What are the biggest pain points 

and bright spots in using the 

pharmacy?

Where should we draw inspiration 

for the future of pharmacy?
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WHAT WE HEARD FROM PATIENTS

Patients feel devalued by 
undignified pharmacy spaces 
and interactions.

The disheveled appearance of pharmacy spaces 
and the low quality of customer service 
interactions communicate to community 
members that their business is not valued.
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WHAT WE HEARD FROM PATIENTS

Pharmacies often approach 
communities without nuance.

Participants observed that pharmacies seem 
uninterested to serve communities in their 
cultural, racial, and communal specificity. 
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WHAT WE HEARD FROM PATIENTS

Patients sometimes face steep 
challenges to get their 
medicines.

Participants are stressed by challenges to the 
affordability and timely availability of 
medications.
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WHAT WE HEARD FROM PATIENTS

Queuing time is a major pain 
point and patients value 
solutions that mitigate it.

Time is a valuable currency for participants, who 
identified several solutions—some that already 
exist—to reduce time burden.
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WHAT WE HEARD FROM PATIENTS

Consultations are a pivotal 
moment with many barriers 
impeding success.

Participants observed that patient counseling 
receives short shrift and identified several 
barriers—most related to trust and power—to 
receiving satisfactory consultations.
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WHAT WE HEARD FROM PATIENTS

Patients need clarity on 
insurance and cost-saving 
options.

Participants’ most significant information needs 
relate to insurance and resources to mitigate 
cost; several participants also mentioned a desire 
for guidance for caregivers and for broader 
health-related information.
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WHAT WE HEARD FROM PATIENTS

Mediating between doctors, 
pharmacists, and insurance is 
exhausting.

Participants described being caught between 
insurers, doctors, and pharmacies, with no party 
stepping up to coordinate.
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WHAT WE HEARD FROM PATIENTS

Participants voiced the inequities 
fueling pharmacy deserts and the 
burdens they create.

Participants were acutely aware of the history of 
pharmacy’s disinvestment from their 
communities, and called for more pharmacies, 
flexible hours, and stronger corporate 
commitment to the community.
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One statement 
summarized it best.



Let’s zoom out.

Common pains emerged between the 
two groups, alongside group-specific 
barriers that hold pharmacy back.



Pain points voiced 
by patients

Pain points voiced 
by subject matter 
experts

Pain points voiced 
by both cohorts
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PAIN POINTS BY THEME

Theme 1: Patient Experience: Wait Times & Convenience Theme 7: Healthcare System Collaboration

1. Wasted patient time waiting in line 17. Lack of pharmacist access to EMR/patient info

2. Patient difficulty understanding Rx instructions 18. Pharmacist confusion/challenges working with insurance

Theme 2: Patient Experience: Information Deficits 19. Formulary restrictions

3. Lack of guidance/protocol for patient caregivers picking up Rxs 20. Poor collaboration with pharmacists by physicians

4. Patients unaware of cost saving options for medication Theme 8: Consumer Awareness & Expectations

Theme 3: Patient Experience: Coordination Burden on Patients 21. Lack of patient awareness about pharmacy's capabilities

5. Patient burden of mediating between physician and pharmacist 22. "Fast food mentality" shaping patient expectations 

6. Patient burden mediating between insurance & doctor 23. Customer aggression and disrespect towards pharmacists

Theme 4: Patient Experience: Consults Theme 9: Closures & Access to Pharmacies

7. "White coat" power dynamic affecting service interactions 24. Corporate insensitivity to the community

8. Rushed patient consults / not enough time for consults 25. Hours of operation are too constrained for patients

9. Stores poorly designed for patient consults 26. Travel burden getting to the pharmacy

Theme 5: Patient Experience: Dignified Places & Interactions 27. Pharmacy closures and deserts

10. Patients interacting with a pharmacist outside mother tongue Theme 10: Industry-Wide Systemic & Regulatory Constraints

11. Overall undignified customer experience 28. High co-pays and medication costs for patients

12. Depressing and unwelcoming physical spaces 29. Medications not timely available (shortages, backorders)

13. Transactional over relational/clinical interactions 30. Protectionist regulatory environment affecting the industry

14. Lack of cultural competency by pharmacists/pharmacies 31. Metrics prioritizing volume of scripts over patient care

Theme 6: Workforce Issues & Employee Experience 32. Influence of PBMs and insufficient drug reimbursement

15. Poor staff working conditions and burnout

16. Shortage of pharmacists
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PAIN POINTS BY THEME & COHORT

Theme 1: Patient Experience: Wait Times & Convenience Theme 7: Healthcare System Collaboration

1. Wasted patient time waiting in line Patient SME 17. Lack of pharmacist access to EMR/patient info SME

2. Patient difficulty understanding Rx instructions Patient 18. Pharmacist confusion/challenges working with insurance SME

Theme 2: Patient Experience: Information Deficits 19. Formulary restrictions SME

3. Lack of guidance/protocol for patient caregivers picking up Rxs Patient 20. Poor collaboration with pharmacists by physicians SME

4. Patients unaware of cost saving options for medication Patient Theme 8: Consumer Awareness & Expectations

Theme 3: Patient Experience: Coordination Burden on Patients 21. Lack of patient awareness about pharmacy's capabilities SME

5. Patient burden of mediating between physician and pharmacist Patient 22. "Fast food mentality" shaping patient expectations SME

6. Patient burden mediating between insurance & doctor Patient SME 23. Customer aggression and disrespect towards pharmacists SME

Theme 4: Patient Experience: Consults Theme 9: Closures & Access to Pharmacies

7. "White coat" power dynamic affecting service interactions Patient 24. Corporate insensitivity to the community Patient

8. Rushed patient consults / not enough time for consults Patient SME 25. Hours of operation are too constrained for patients Patient

9. Stores poorly designed for patient consults Patient SME 26. Travel burden getting to the pharmacy Patient SME

Theme 5: Patient Experience: Dignified Places & Interactions 27. Pharmacy closures and deserts Patient SME

10. Patients interacting with a pharmacist outside mother tongue Patient SME Theme 10: Industry-Wide Systemic & Regulatory Constraints

11. Overall undignified customer experience Patient 28. High co-pays and medication costs for patients Patient SME

12. Depressing and unwelcoming physical spaces Patient 29. Medications not timely available (shortages, backorders) Patient SME

13. Transactional over relational/clinical interactions Patient SME 30. Protectionist regulatory environment affecting the industry SME

14. Lack of cultural competency by pharmacists/pharmacies Patient SME 31. Metrics prioritizing volume of scripts over patient care SME

Theme 6: Workforce Issues & Employee Experience 32. Influence of PBMs and insufficient drug reimbursement SME

15. Poor staff working conditions and burnout Patient SME

16. Shortage of pharmacists Patient SME
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Pharmacy System
Mapping

ACTIVITY A
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WE ARE HERE
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We are here.
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VISUALIZING THE CURRENT STATE
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A system map is a 
visual tool that shows 
different parts of a system 
and how they connect.
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VISUALIZING THE CURRENT STATE
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We interact with 
system maps everyday.



VISIONS / the Future of Pharmacy |  03 Sept 2025 SCRPTS x IHDD

VISUALIZING THE CURRENT STATE
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System maps are 
a useful...

Visualize
system 

complexity

Support a 
shared 

understanding

Surface 
insights + 

opportunities

Help 
determine our 

next steps
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SMALL GROUP: 

Annotate the map
INDIVIDUAL: 

Review the map
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SMALL GROUP: 

Map paint points

VISUALIZING THE CURRENT STATE
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ACTIVITY A

WHOLE GROUP:

Share out.

Part 1

Review the system map

Take 3 minutes to review the system 
maps on the wall. Think about your POV 
of the pharmacy ecosystem. Does this 
reflect what you know about how the 
pharmacy systems works?
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ACTIVITY A

WHOLE GROUP:

Share out.

Part 2

Annotate the system map

Take 10 minutes to annotate the system map 
on the wall.

Yellow: additions + missing pieces
Pink: questions + corrections
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ACTIVITY A

WHOLE GROUP:

Share out.

Part 3

Place Pain Points 
on the map

Take 15 minutes to review the pain points 
and add them to the system map. 

Where in the system does the pain point 
show up? Who or what does it affect? Why?
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ACTIVITY A

WHOLE GROUP:

Share out.

Part 4

Discuss as a full group

Take 15 minutes to make sense together. 
Where are the pain points clustering? 
What parts of the systems need intervention? 
What gaps or opportunities are emergent?
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BREAK for five.
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Mapping 
Opportunities

ACTIVITY B
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ACTIVITY B

INDIVIDUAL:

Review the 
‘opportunities’

SMALL GROUP:

Map the opportunities 
on the impact + 
feasibility matrix

WHOLE GROUP:

Discuss the clusters 
as a group

37
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ACTIVITY B

Part 1

Review the opportunities.

Take 5 minutes to review the opportunities that 
emerged from your pain points. Do you see any 
new emergent opportunities based on the 
system map activity?
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ACTIVITY B

Part 2

Map the opportunities
on the matrix.

Take 20 minutes to map the opportunities on the 
impact vs feasibility matrix.

Impact is the difference the opportunity makes if 
implemented. Feasibility is how realistic it would 
be to put this opportunity into practice

/”?
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ACTIVITY B

WHOLE GROUP:

Share out.

Part 3

Share out & discuss

Take 20 minutes to discuss the 
opportunity matrix as a whole group.
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Next Steps

41
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NEXT STEPS

See you later.

August 6 // W1
Understanding Context

September 3 // W2
Mapping the Current State to 
Define Opportunities

September 24 // W3
Co-Designing & Evaluating 
Solutions

August 13 // Patient W1
Understanding Needs & 
Opportunities

Sept 10 // Patient Workshop 2
Co-designing Solutions
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NEXT STEPS

By 3 P.M. tomorrow
You should receive an email with your 
Amazon gift card information.

After 3 P.M.
Check your Spam and Junk email folders 
if you haven’t received your gift card by 
3 P.M. tomorrow.
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Thank you.

Please grab a tupperware 
and take food home.
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