
A lberta  pharmacy technicians, like 
their colleagues in Ontario, are 
moving closer—if a little 

slower—to achieving regulation by 2010. 
At the 18th Annual Pharmacy Technician 
Conference in Calgary in September, 
members of the Pharmacy Technician 
Society of Alberta (PTSA) learned how 
regulation will impact technicians both in 
Ontario and in Alberta.

Susan James, project director, 
pharmacy technician regulation, Ontario 
College of Pharmacists, explained the 
legislation and proposed models for 
regulation in Ontario.  

“This is a very exciting time, we truly 
believe the regulation of pharmacy 
technicians is going to enhance overall 
pharmacy services to the public,” said James. 
“Regulation will allow, and is necessary to 
allow, comprehensive pharmacy services. It 
will allow pharmacy technicians and 
pharmacists to use their expertise to the 
fullest… We are envisioning a new type of 
healthcare professional.”

Remuneration for pharmacy technicians 
may or may not increase following 
regulation, suggested James. “That’s a 
crystal ball question,” she told Tech Talk. 
“It’s very hard to tell. The history of 
regulation of professions would suggest that 
higher remuneration will follow. How 
quickly, what those models will look like, 
the business case – they have yet to be 
presented or to be established.”

The Council of the Alberta College of 
Pharmacists (ACP) is pursuing the 

regulation of 
technicians within 
the College, said 
ACP deputy 
registrar Dale 
Cooney. “There’s 
been some back 
and forth with 
government 
regarding the 
definition of what 
a pharmacy 
technician is. 
Now we’re hopeful they’ll take that 
definition forward during the spring session 
of the legislature and have it added to the 
Health Professions Act (HPA), the new 
umbrella legislation that governs all health 
professionals in Alberta.”

After amendments to Schedule 19 of 
the HPA are approved, regulations will be 
developed that detail the requirements for 
registration as a regulated pharmacy 
technician, the restricted activities that 
may be performed, and the requirements 
for continuing competence and annual 
permit renewal.

“There’s a good group of Alberta 
pharmacy technicians that are interested 
in regulation and think it is going to be a 
good thing, but there’s maybe a little fear 
and trepidation too,” suggested Diane 
Reeder, PTSA treasurer for 2008-2009.  
Technicians do seem concerned regarding 
the significant education costs and 
examination expenses associated with 
regulation, said Reeder.

Alberta pharmacy technicians 
move closer to regulation in 2010
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➤ BRITISH COLUMBIA News

B.C. takes next 
step to regulation  

British Columbia conducted a series of 
focus groups with pharmacists and 

technicians this fall, to establish a 
benchmark for current technicians’ 
knowledge, skills and abilities. This will 
then be compared to the Professional 
Competencies for Canadian Pharmacy 
Technicians standard, developed by the 
National Association of Pharmacy 
Regulatory Authorities (NAPRA). 
Feedback obtained from the focus groups 
will help identify the gaps and lead to the 
development of appropriate bridging 
programs. The College of Pharmacists of 
British Columbia (CPBC) expects to 
develop the programs through 2009, says 
Marshall Moleschi, CPBC registrar.

The province has also submitted its 
draft Health Professions Act to the 
Ministry for approval. The draft, which 
incorporates the regulated pharmacy 
technician role, is anticipated in  
Spring 2009, says Doreen Leong, 
director, registration/project 
management, CPBC. Pharmacy 
technicians will be appointed to council 
as observers, starting at the November 
2008 council meeting.
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➤  ONTARIO News

Ontario rolls out bridging course

This fall, the Ontario College of 
Pharmacists (OCP) began offering 
the first of four bridging courses, 

“Professional Practice for Pharmacy 
Technician Bridging,” at several 
community colleges in the province. The 
other three courses will be rolled out in 
January 2009. Access to all courses will 
be increased next year with the addition 
of satellite programs and online course 
delivery. Pharmacy technicians who plan 
to become regulated must complete the 
bridging programs by January 1, 2015.

In other developments, the last OCP 
certification exam was administered in 
October, and will be replaced in 2009 
with the Pharmacy Examining Board of 
Canada (PEBC) evaluation exam. 
According to Dr. John Pugsley, PEBC 
registrar, the PEBC has held two 
workshops with pharmacists from across 
Canada to develop test items for both the 
multiple-choice and performance-based 
examinations. The evaluation exam is on 
target to be piloted in Ontario by early fall 
of next year, he says. ➤ 

➤  québec News

New AQATP president — mandate to  
consolidate the association

L    uc Dumouchel was elected last 
May as president of the Quebec 
association of pharmacy 

technicians (AQATP). He intends to 
devote a significant portion of his term in 
office to consolidating the administrative 
structure of the association, which was 
founded in 1986 and has nearly 1,000 
members today. 

“It may be a lot of work, but if we 
want to convince the 5,000 pharmacy 
technicians (PTs) in Quebec who are not 
members to join our association, it needs 
to be done,” states Dumouchel. 

He believes that recruitment is the 
AQATP’s biggest challenge. “About 80% 
of our members are hospital pharmacy 
technicians. We want to recruit more 
members from the community, but it’s a 
lot more difficult to do, because these 
employees are mobile and will not 
necessarily remain pharmacy technicians 
for their entire careers,” he explains. 

Dumouchel would also like the 
association to take part in negotiations 
between the Quebec College of 
pharmacists (OPQ) and the Quebec 
association of owner pharmacists on the 

creation of a skills profile that would 
provide precise definitions of the tasks to 
be entrusted to PTs. 

In this respect, Dumouchel believes that 
Quebec trails significantly behind other 
provinces, particularly Ontario, 
Newfoundland and Labrador, and Alberta. 

Dumouchel states that if the Quebec 
PT skills profile is adopted during his 
term as president, he would also like to 
begin drafting the association’s first  
code of ethics.

Dumouchel also notes that the 
association’s board of directors is more 
motivated than ever to represent the 
interests of Quebec PTs. “And the more 
members we have,” he concludes, “the 
better able we will be to present our 
views to the pharmacists.”
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Bipolar disorder, which affects about 
one percent of Canadians, is one of 
the more difficult illnesses to 

treat—most notably because of mood 
swings between depression and mania. 

“In any given year, it seems that half 
the time, people [with bipolar disorder] 
are well, and half the time, they are ill,” 
says Dr. David Gardner, PharmD, 
associate professor in the Department of 
Psychiatry and College of Pharmacy at 
Dalhousie University, Halifax. “And when 
you look at the time that they’re ill, 
probably three-quarters of that time is 
with symptoms of depression, as opposed 
to hypomania (a milder form of the 
disorder) or mania.”

Besides psychotherapy, a number of 
medications are used to treat bipolar  
disorder. Most patients are prescribed a 
mood-stabilizing medication, such as 
Lithium. Doctors may also prescribe  
antidepressant, antipsychotic, and  
anti-anxiety medications. 

Adherence to medication is challenging, 
says Gardner, because when patients are in 
the manic phase, they lose insight into their 
illness and may not feel the need for 

medication; when they are in a depressive 
state, they may feel there is no point in 
taking it. Adherence is complicated by the 
fact that medications change as people go 
from one mood state to another. “So 
prescribers are often evaluating patients  
and trying to catch up to what their mood 
state is,” explains Gardner. 

For those patients who have achieved 
stability of mood—called euthymia—
Gardner suggests the pharmacy team work 
with the prescriber and the patient to help 
the patient find the regimen that is easiest 
and that will encourage adherence. “Team 
communication is important,” he says. “The 
key is to not assume anything, but ask 
people directly if they’re having difficulty 
taking the medication as prescribed. If it’s 
prescribed in a way that’s difficult for them 
to take, then speak to the individual and to 
the physician and see if you can come up 
with a method of prescribing and using that 
medication that is acceptable to the patient.”

Gardner also emphasizes the  
importance of open, supportive and 
friendly communication. “The 
pharmacist and technician may have seen 
the patient in a depressed or manic state, 

and their behaviour may have been  
off-putting.” Therefore, it is important 
to recognize that this behaviour is related 
to the patient’s illness. “Be very 
welcoming of that person, regardless of 
what they were like the last time they 
were in,” he urges. “I think switching 
regimens around is one thing, but also 
just understanding a person who has an 
illness and accepting that, at times, that 
illness will change how the person 
interacts with you. Keeping positive 
communication and a friendly 
relationship with that person is critical.”

For more information, visit  
www.mooddisorderscanada.ca 
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Mood disorders: Managing the moods and the meds
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Pharmacy technicians, in both community and 
hospital, play an important and integral role as 
part of the pharmacy team. Every day, pharmacy 
technicians interact directly and indirectly with 
customers who require the products and services 
offered by the pharmacy. Each and every customer 
interaction contributes to the image of the 
pharmacy and staff, along with how the products 
and services are perceived. Providing good 
customer service usually translates to repeat 
customers. Poor service can damage the 
pharmacy’s reputation, and can also have a 
negative impact on the success of the department 
or business.

It’s important to be aware that there are two 
different types of customers — external and 
internal. For pharmacy, external customers are 
typically the people (i.e., patients) who 
ultimately use your product or service (i.e., 
medications), while internal customers are your 
co-workers (i.e., pharmacists, technicians) and 
others (i.e., physicians, nurses) who depend on 
you to deliver the product or service. Good 
external customer service is dependent on good 
internal customer service. Technicians, 

pharmacists, physicians and nurses who work 
effectively as a team and support each other’s 
needs will have a positive impact on the patient’s 
service experience.

While all types of customer service share 
common elements (customer acknowledgement, 
identifying needs, communication styles, etc.), 
the pharmacy environment presents many 
unique situations. External ‘customers’ are, in 
most cases, also ‘patients’ who need assistance 
with their health—they are likely at the 
pharmacy or in the hospital because they have 
to be there. They may be experiencing pain, 
depression, may have just been diagnosed with 
a chronic disease or just finished waiting several 
hours in the ER. This is not just typical customer 
service…this is health care.

From an ‘operational’ perspective, pharmacies 
are also different from other environments in 
that the external customer, in many cases, comes 
with a request for a specific product/service 
already pre-determined by a physician. 
Pharmacies are expected to interpret this request, 
have the product in stock, efficiently and 
accurately dispense the product, and provide 

Statement of objectives
Upon completion of this lesson, the pharmacy technician will be able to:
1. �Identify opportunities and suggest measures to provide enhanced customer service 

through typical day-to-day interactions and situations.
2. �Identify opportunities and suggest measures to provide enhanced customer service 

through improvements in dispensary operations and processes.

Practical Customer Service 
Tips for Technicians
By Billy B. Cheung, B.Sc. Phm
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information necessary for the product’s 
proper use, all with speed and 100% 
accuracy.

Customer service is a broad topic and 
discussing the theoretical aspects of 
enhanced customer service is beyond the 
scope of this lesson. The goal of this lesson 
is to provide pharmacy technicians with 
a few ideas, considerations and tips on 
how to be more involved and how to be 
leaders in enhancing customer service.

Customer interaction 
opportunities and 
situations
Every day, pharmacy technicians have 
numerous opportunities to offer enhanced 
customer service beyond what would 
typically be expected. The following points 
provide helpful suggestions for enhancing 
interactions with customers.

Introduce yourself
Customers (patients, nurses, doctors, etc.) 
perceive technicians as one of the people 
who help look after their medication needs. 
Providing the customer with your name 
and your role will not only personalize your 
service, it will also establish your 
professionalism. It’s as simple as saying, 
”Hi, I’m _____, one of the pharmacy 
technicians. How can I help you today?”

Ask questions
In the community dispensary, a typical 
customer expects to receive the correct 
medication, instructions and counselling. 
In some cases, customers may not be aware 
that they may need or benefit from a 
related item. Anticipating and 
understanding these additional needs 
represents opportunities for pharmacy 
technicians to provide enhanced service. 
For example, a customer with a prescription 
for an antibiotic cream to treat a skin 
infection from a cut can be asked whether 
they need any dressings or bandages. Learn 
to anticipate some of the related potential 
needs and carefully ask the appropriate 
questions in order to enhance their health — 
making sure that this won’t be perceived 
as just an opportunity to increase sales.  

Pharmacist referrals
The pharmacy is a unique retail establishment 
in that a healthcare professional is always 
available to provide expert advice and 

recommendations. As a pharmacy technician, 
you are able to facilitate these interactions 
between customers and pharmacists by 
identifying patients who would benefit from 
speaking with a pharmacist. For example, 
when helping people find a particular 
nonprescription product that they’ve 
requested, ask such questions as:
• �“Have you used this medication before?”
• ��“It’s important to ensure there are no 

drug interactions. Are you taking any 
prescription or other nonprescription 
medications?”
In these examples, if the customer has not 

used the medication before or is currently 
taking other medications, offer the 
opportunity to speak with the pharmacist.

Call When Ready
Communication with customers is a 
critical element of extraordinary service. 
“Call When Ready” is a term to describe 
patient followup for many typical 
pharmacy situations, such as:
• �new or refill prescriptions requiring 

prescriber authorizations or confirmation;
• �medications not normally stocked by 

the pharmacy that need to be ordered;
• �prescriptions with a balance owing; and
• �back-order items.

When consistently executed, Call When 
Ready saves the customer from making 
unnecessary calls and visits to the pharmacy. 
Pharmacy technicians can develop a system 
to easily identify Call When Ready situations, 
using tools such as electronic notes from the 
dispensary software, coloured paperclips, or 
sticky paper notes to ‘flag’ the item or 
prescription. As an example, the pharmacy 
may assign blue clips to represent Call When 
Ready. Staff would ensure a blue clip is 
attached to any prescription hardcopies that 
require this patient followup, with the 
understanding that the clip is not to be 
removed until the customer is contacted. 
Busy community or hospital dispensaries 
may assign this responsibility to a specific 
technician, who makes the calls each day 
when the pharmacy is least busy. 

Give detailed information
Since pharmacies must operate within 
legislated requirements, there will be times 
when you are not able to provide a product 
or service when requested by the customer. 
Avoid the perception of poor service by 
keeping the customer informed. For 

example, if you are unable to reach the 
doctor although the prescription is not 
ready, calling the customer reassures them 
that they have not been forgotten.

Always clarify telephone 
interactions
When interacting with customers on the 
phone, it is important to clarify what was 
discussed because it can be hard to hear in 
a noisy, busy dispensary. Take a moment to 
repeat back what has been communicated. 
You will reduce the risk of errors and 
eliminate the potential for delays on pickups 
or deliveries. Other telephone tips include:
• �smile—it comes through in your voice;
• �speak slowly, especially if you know you 

tend to be a fast talker;
• �always introduce yourself to the customer 

so they know who is assisting them;
• �ask for their first and last name;
• �ask for a phone number where they can 

be reached, which may be a cell phone 
or a specific nursing station extension and 
not the number you have on record;

• �ask and always wait for a response before 
putting a customer on hold;

• �customers should not be left on hold for 
more than 60 seconds—if that cannot 
be avoided, offer to call them back and 
provide an approximate time;

• �always use the telephone’s ‘hold’ feature 
rather than laying down or placing your 
hand over the phone receiver; and

• �if a call is transferred to someone else 
(e.g., a pharmacist) the same on-hold 
rules apply and it is your responsibility 
to check back if needed.

Handling difficult customers
You will inevitably need to deal with a 
customer who may be more ‘challenging.’ 

Table 1
Some typical  
“Call When Ready” 
situations:

• �new or refill prescriptions 
requiring prescriber 
authorizations or confirmation;

• �medications not normally stocked 
by the pharmacy that need to be 
ordered;

• �prescriptions with a balance 
owing; and

• �back-order items
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This could be a doctor who is upset or 
demanding, or a patient who is very talkative, 
indecisive, or rude. You are encouraged to 
learn more about this topic and customer 
communication skills. Your local library or 
bookstore will have general customer service 
books in the business section. For pharmacy 
specific readings refer to the reference list at 
the end of this lesson.

Some very basic points to remember 
when dealing with a difficult customer:1

• �don’t take it personally—the customer 
is usually upset at the situation, not  
the person;

• �be calm and remain in control of your 
emotions; 

• �let the person have their say and  
vent their feelings—he or she will 
eventually calm down;

• �empathize with the person—demonstrate 
you are listening to their concerns 
through positive eye contact, body 
language or periodic verbal clues (e.g., 
“I understand,” or “I see”); 

• �probe to identify and clarify the concern 
and how it can be resolved;

• �write down the concern or complaint — 
this confirms you are listening;  and

• �ask your manager to assist if the situation 
continues to be difficult.

Team effectiveness to 
enhance customer service 
Good external customer service is 
dependent upon good internal customer 
service. A team that works and 
communicates effectively can have a 
significant impact on the image of the 
pharmacy. Dispensaries can be very busy 
with many different people working on 
multiple tasks at the same time. Effective 
communications among team members 
is critical to ensure important followup 
actions are not lost, and that everyone is 
on the same page, thereby minimizing 
delays in serving the external customer.

Systems or processes need to be in place 
to ensure consistent communications 
during shift changes, particularly for the 
following action items:
• �prescriptions that require a call to the 

doctor’s office; 
• �prescriptions that are waiting for the 

doctor to call back;
• �prescriptions with a balance owing; and
• �special-order items for customers.

The absence or poor application of 

these processes for internal customer 
service inevitably results in poor external 
customer service.

Pharmacy operations to 
enhance customer service 
This next section focuses on operational 
changes in the pharmacy to enhance 
customer service. Since these suggestions 
do not require the clinical expertise of a 
pharmacist, they are clearly opportunities 
in which pharmacy technicians can take 
leadership.

Optimize your dispensary 
inventory
Inventory management is directly linked 
to customer service. Dispensary inventories 
that are not optimized will inevitably lead 
to insufficient or zero product availability. 
One has to source the medication from 
another local pharmacy (resulting in 
increased wait times for the patient) or 
ask the patient to return later, which is a 

huge inconvenience. In the hospital,  
this translates into additional time and 
work, as the physician may need to be 
contacted for alternative therapy options 
and possibly even poor health outcomes 
if the medication is required for  
an emergency.

Dispensary software systems have 
advanced automatic (or “perpetual”) 
inventory management systems and when 
set up properly, can ensure that, in most 
cases, the product is on the shelf when 
needed. Pharmacists and technicians should 
no longer spend valuable time on manual 
inventory management; rather, they need 
to optimize the use of available technology 
and software to manage the inventory.

Prescription refill requests
Community pharmacies regularly receive 
prescription refill requests from patients 
who have no more refill authorizations. 
Pharmacies then need to obtain the 
doctor’s authorization (unless pharmacists 
have prescribing authority in that 
province), which can take time. Pharmacy 
technicians can request additional refills 
beyond the current request from the 
physician. This will reduce future delays 
and save additional work down the road. 
As well, when a customer is picking up a 
refill, let them know when there are no 
further refills. Use vial labels as a printed 
reminder for patients.

Attention to detail
When dispensing a prescription, 
pharmacies are dealing with people’s 
health and wellness so attention to detail 
and accuracy is paramount. Small or 
minor mistakes may be perceived as bigger 
errors by the patient. Putting the wrong 

Table 3
Action items 
that require 
effective internal 
communication

• �prescriptions that require a call to 
the doctor’s office; 

• �prescriptions that are waiting for 
the doctor to call back;

• �prescriptions with a balance 
owing; and

• �special-order items for customers.

Table 2
Telephone tips:

• �smile—it comes through in  
your voice;

• �speak slowly, especially if you 
know you tend to be a fast talker;

• �always introduce yourself to the 
customer so they know who is 
assisting them;

• �ask for their first and last name;
• �ask for a phone number where 

they can be reached, which may 
be a cell phone or a specific 
nursing station extension and not 
the number you have on record;

• �ask and always wait for a 
response before putting a 
customer on hold;

• �customers should not be left on 
hold for more than 60 seconds—
if that cannot be avoided, offer 
to call them back and provide an 
approximate time;

• �always use the telephone’s ‘hold’ 
feature rather than laying down 
or placing your hand over the 
phone receiver; and

• �if a call is transferred to someone 
else (e.g., a pharmacist) the  
same on-hold rules apply and it is 
your responsibility to check back 
if needed.
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doctor’s name on the label or missing 
refills may cause the customer to question 
what else may be incorrect. Striving for 
100% accuracy is critical. Aside from the 
obvious, such as providing the right 
medication, some examples of other items 
that require attention to detail include:
• �prescription labels should be horizontal 

and centered where possible;
• �split the quantity when using multiple 

labels for the same prescription so they 
match the package quantity;

• �ensure the correct spelling of all text; and
• �place prescription tape over items that 

have the potential to fade (such as labels 
on ointment jars).

Use technology
While discussion of specific technologies 
to enhance customer service is beyond the 
scope of this lesson, it must be noted and 
reinforced that technology can play a 
significant role. Examples include:
• �integrated voice response systems that 

allow the customer to request refill 
prescriptions remotely and outside of 

regular operating hours;
• �on-hold phone systems with music and/

or messaging (silence makes the wait 
time seem much longer);

• �setting up an email address and  
checking it regularly for customer 
communications; and

• �dispensary automation for prescription 
processing can provide additional speed 
and accuracy.
Technology, when implemented 

effectively, allows the dispensary staff to 
focus on the customer. 

Get organized 
Strong organizational skills translate  
into efficiency, which translates into  
being better able to serve customers.  
For example, most pharmacies have various 
patient counselling information materials 
and tools such as pamphlets and placebo 
devices (e.g., inhalers). Pharmacy technicians 
can ensure these are readily accessible, 
without needing to “hunt it down.” Similarly, 
nonprescription items such as pill splitters, 
measuring devices and compliance aids, 

should be within quick reach of the patient 
counselling area.

The role of the pharmacy 
technician
In general, pharmacy technicians have  
the opportunity to become involved in 
three major aspects of customer service: 
direct interactions with the external 
customer; direct interactions with  
the internal customer; and enhanced 
pharmacy operations. As an empowered 
pharmacy technician and important 
member of the pharmacy team, you are 
encouraged to implement, support and 
advocate for all opportunities to enhance 
customer service.
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1. Communication is an important  
element of providing good customer  
service. Situations where Call When 
Ready can take place include:
a. Items which have been on backorder and 
are now in stock
b. A refill request which required a doctor’s 
authorization prior to dispensing
c. A prescription dispensed where the 
patient has indicated they would be picking 
up in a couple of days
d. All of the above
e. A and B only

2. A patient contacts you during the day 
to refill their prescription already on file. 
What is the key information you should 
collect during the phone conversation?
a. Full name, what medication the refill is 
for and a phone number where they can  
be contacted.
b. Full name, prescription number, what 
medication the refill is for and home  
phone number.
c. Full name, prescription number and 
home phone number.
d. Full name, prescription number, what 
medication the refill is for and a phone 
number where they can be contacted.

3. Customer service is both external and 
internal. Select the best answer related 
to customer service for pharmacy 
technicians in a hospital:
a. Internal customers include patients in the 
hospital
b. Internal customers include nurses and doctors
c. Internal customers include nurses, 
doctors, and pharmacists
d. Internal customers include nurses, 
doctors, pharmacists and other pharmacy 
technicians
e. A and B only

4. A regular patient comes to the  
pharmacy to pick up their insulin  
prescriptions. Select the interaction 
which best demonstrates identifying 
needs and good customer service as  
discussed in the lesson:
a. Promptly provide the prescription to the 
patient and ask “Is there anything else we 
can do for you today?”
b. Promptly provide the prescription and 
ask “Did you need pen needles for your 
insulin or anything else today?”
c. Promptly provide the prescription and 
ask “Did you need test strips and anything 
else today?”
d. Promptly provide the prescription and 
review each item to ensure the requested 
insulin is enclosed.

5. In which situation should a pharmacy 
technician always refer the patient to  
the pharmacist?
a. A customer is requesting assistance in 
finding Extra Strength Tylenol caplets.
b. A customer is requesting assistance in 
finding something for their upset stomach. 
They indicate that a friend told her to pick 
up some Zantac.
c. A regular prescription customer is 
requesting assistance in finding the herbal 
supplement Saw Palmetto.
d. All of the above
e. B and C only.

6. A nurse in the hospital contacts the 
pharmacy department upset that a  
medication order has not been dispensed. 
Select the most appropriate method for 
dealing with the situation:
a. Hang up on the ranting nurse.
b. Let the nurse complete her rant, then write 
it down and indicate that you’ll follow up.
c. Interrupt the rant and let the nurse  
know that the pharmacy never received the 
medication order.
d. Let the nurse rant, clarify the situation 
when she’s finished, write it down, and  
indicate that you will follow up and contact 
her back.

     QUESTIONS➤  
Please select the best answer for each question or answer online at 
www.pharmacygateway.ca for instant results.
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7. Patient counselling information  
materials and tools should only be kept 
inside the private counselling area of  
the pharmacy.
a. True
b. False

8. When introducing yourself to the  
customer, which of the following should 
you do:
a. Provide your name
b. Tell them your role / position
c. Ask them how you can help them
d. All of the above
e. A and C only

9. Customer service in pharmacy is 
unique because:
a. It also deals with health
b. Pharmacy customers are more demanding
c. Pharmacies have long hours
d. Customers always want their  
prescriptions fast

10. Some examples where there needs 
to be effective communication protocols 
among the pharmacy team include:
a. Prescription refills which require  
contacting the physician’s office
b. Prescription refills waiting for a doctor 
call back
c. Special-order items for customers
d. All of the above
e. A and B only

11. Attention to detail in the dispensing 
of prescriptions is an important  
customer service aspect because, as a 
patient, lack of attention to the small 
points may be perceived as lack of  
attention to the bigger points such as 
dispensing the correct medication.
a. True
b. False

12. A physician calls in a prescription for 
a patient. Upon reviewing the dispensary 
system, you realize that the patient is 
not in the system and you do not have 
their phone number. To provide the best 
customer service, what should you do?
a. Flag the written prescription with a sticky 
note and place it in an easily retrievable 
location for when the patient comes to the 
pharmacy.
b. In addition to the above, also prepare 
the actual medication so that only the label 
needs to be prepared to minimize the wait 
time when the patient arrives.
c. Contact the physician’s office to obtain 
the patient profile necessary to dispense 
the prescription.
d. Contact the physician’s office for a 
phone number to the patient, then contact 
the patient to complete the patient profile 
necessary to dispense the prescription. 
Inform the patient that it will be ready by a 
specific time.

13. A dispensary inventory which is not 
optimized can lead to poor customer 
service because:
a. It can lead to increased wait times for 
the patient
b. The patient may need to make an  
additional trip to the pharmacy
c. Additional work by the staff resulting in 
less time available to directly assist 
customers
d. All of the above
e. A and B only

14. Pharmacy technicians should not 
take negative comments or interactions 
with customers personally unless they 
specifically mention your name.
a. True
b. False

15. What is the role of the pharmacy 
technician in providing customer service?
a. Ensuring the needs of other team members 
are met when you have the ability to do so
b. Look for opportunities to go above and 
beyond the service expectations of the 
patient
c. Identify operational processes which  
can be improved, and where needed, work 
with other team members to find ways to 
implement them
d. All of the above
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