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Extreme Pharmacy Makeover

1. Evaluate your pharmacy and make simple changes to the pharmacy layout, fixtures 
and furniture to improve workflow, efficiency and productivity.

2. Describe changes that can be made to your practice and with technology that will 
help to improve medication dispensing safety, implement health care related programs 
and implement and/or increase other areas of the profession and business.

3. List a variety of automated counting, robotic, workflow and pouch packaging systems 
can be utilized to meet the immediate needs of a pharmacy’s prescription volume, labor 
demands and desire to engage in other health related programs. 

4. Describe “real life” examples of pharmacy owners and managers who utilize 
automation and technology and have realized the successful launch of other “health 
care related” programs.

5. Explain basic evaluation criteria and simple ROI models that will allow you to 
determine what kind of structural changes can be made or which type of 
automation/technology best fits your pharmacy operation and your needs.

Learning ObjectivesLearning Objectives
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Average Medicaid generic
prescription reimbursement

decreased by $4.25 

Average generic
Payments

reduced by about 17%.

US Pharmacist 2006 
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Financial ConcernsFinancial Concerns

The Economy
AWP
AMP



CommodityCommodity
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CaregiverCaregiver
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Hy-Vee Quincy Pharmacy
Current Layout
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Hy-Vee West Des Moines Pharmacy
Current Layout
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Simplicity FirstSimplicity First
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Lighting levels: 73% of the content 
errors occurred in pharmacies with a 
lighting level below 94 foot candles in 
the inspection area.

EA Flynn et al
Journal of the American Pharmaceutical Association
Vol. 43, No. 2
March/April 2003
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Pharmacy Vial Usage
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Flexible and Adjustable Systems

Extreme Pharmacy Makeover

Tightly packed shelves: 66% of content 
errors associated with tight spacing.
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IVR Technology in Today’s Community Pharmacy



IVR Technology in Today’s Community Pharmacy

• Acute shortage of technicians 
and pharmacists

• Chance of medication errors
• Managing costs
• Increasing script volumes
• Customer satisfaction and 

service levels
• New market opportunities

Factors Driving AutomationFactors Driving Automation
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IVR
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IVR Reality

Doctor Fax Authorization – This type of application or module 
works every time a patient enters a refill that requires 
authorization.

Prescription Pick-ups – An application that helps the pharmacy 
control the prescriptions in the "will-call" bins. The module 
activates automated outbound reminder calls to patients to tell 
them that their prescription refill is ready.

Internet Refills - Allows a patient to request prescription refills via 
the pharmacy's Web site.  The application confirms and notifies 
the patient whether or not refills are available and schedules a
pickup time.  The request is then posted to the pharmacy system 
work queue.
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IVR Reality

Pharmacy Based - a fast and convenient way for staff to enter a 
refill request. Instead of using a pharmacy terminal, the pharmacy 
staff use a small touch screen that can be used to securely submit 
a prescription refill directly to the pharmacy system.

Kiosks- is a self-service touch screen that can be placed on the 
counter or as a kiosk that gives patients the ability to place refill 
requests from any location that is connected to the pharmacy 
network.
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•33% reduction in phone ringing and distraction
•60% of refills could be processed in this manner
•ROI is generally less than 6 months

•Interfaces with Pharmacy Management Systems, 
Fax and Dispensing Systems

IVR Reality
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E-prescribing
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Automated Counting Systems
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“Utilization of simple prescription 
technologies, like bar codes and 

onscreen drug images, can reduce 
medication dispensing errors by one 

full percentage point.”

KN Barker et al
Journal of the American Pharmaceutical Association
Vol. 43, No. 2
March/April 2003
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AutoMed
An AmerisourceBergen Company
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Innovation Associates
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Parata Systems
(Formerly McKesson APS)
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ScriptPro USA
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Asteres, Sintek & AutoMed
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Case StudyCase Study
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Hy-Vee Le Mars Pharmacy
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Over $600,000 invested 
in dispensing, tracking 
and will call technology

Over $600,000 invested 
in dispensing, tracking 
and will call technology
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Study pharmacy answers the phone an 
average of every 2.31 minutes (25.97 
per hour) and fills an average of almost 
300 prescriptions per day.
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Study pharmacy phone calls:

•32% - questions about front end merchandise
•16% - questions about hours of operation
•34% - requests for Rx refills
•6% - questions about Rx being ready
•12% - questions for the pharmacist

Extreme Pharmacy Makeover



One More ThingOne More Thing
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$177 billion is wasted annually on 
drug related complications

Extreme Pharmacy Makeover



83% of the prescription errors in a 
community pharmacy are discovered 
during patient counseling and are 

corrected before the patient leaves the 
pharmacy.

Deadly Dispensing: An exclusive survey
of Rx Errors by Pharmacists, pages 100 - 111
Drug Topics , Ukens C, 1997
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Source: Medical Expenditure Panel Survey, 2001.

Compared to people with 
no chronic conditions:

• Spending is over 
seven times greater 
for someone with 
three chronic 
conditions.

• Spending  is almost 
15 times greater for 
someone with five or 
more chronic 
conditions.

David G. Schulke, AHQA
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CaregiverCaregiver
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Private Areas

Telepharmacy

Online Software
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Potential new revenue stream as
MTMS reimbursement will be 
provided to pharmacists who 

complete special 
Training Programs
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www.mercksource.com
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SummarySummary
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Step outside of your pharmacy and look at 
the “big” picture

Start “small” and have a plan

Pharmacy automation/technology can not 
provide “magical” results.

A complete pharmacy makeover requires 
serious effort and continuous 

management.
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•Automatically handle calls and refill requests
•Seamlessly prompt pick-up and/or compliance
•Eliminate manual labor from the filling process
•Store and dispense some or all prescriptions
•Automate vial retrieval & labeling
•Automatically track and manage, prescriptions
•Standardize the prescription filling process
•Track, manage and/or deliver completed prescriptions

Know What You Want to Achieve
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•Daily/weekly prescription volume
•Ratio of oral solid prescriptions vs. pre-packs, other
•Prescription volume & revenue growth/decline rates
•Hours of operation
•Size and availability of staff
•Wages and benefits for every staff member
•Daily and annual labor costs
•Current cost (labor included) to fill a prescription
•Size and layout of pharmacy/dispensing area

Selecting Technology
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•Cost of equipment (lease/purchase)
•Space, power and data line requirements
•Upgrade/expandability costs
•Costs for software licenses
•Remodeling requirements
•Costs for interfaces, installation and training
•Ongoing maintenance requirements
•Costs for service and support
•Performance guarantees

Know Your Vendor 



Automation/Technology are Tools

Leverage the Pharmacy

Differentiate Yourself

Link Pharmacy to the Front End

Create Patient Care Opportunities
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Questions?Questions?



948 West 33rd Terrace
Kansas City, MO 64111

816.960.1233 Direct
chris@thethomsengroup.com
www.thethomsengroup.com

No part of this document may be reproduced or transmitted in any form or by 
any means, electronic or mechanical, for any purpose, without the express 

written permission of The ThomsenGroup Inc.

(c) 2006 The ThomsenGroup Inc.  All rights reserved.

Group Inc.The Thomsen


