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Abstract 

‘Which Business Skills are needed in Community Pharmacy Practice?’ 

Community pharmacists are requiring a wider range of skills in their practice and often 

undertake additional roles including: finance, management, accounting, marketing, human 

resources, training, and education. Australian universities have incorporated business units or 

programs into their curricula.  

 

Although business skills have an important role in community pharmacy, research in this area 

is lacking. This pilot study conducted in northern Australia investigates which business skills 

community pharmacists consider to be of most value. The survey tool Qualtrics© was used to 

design the questionnaire, distribute the survey via email and, in the statistical analysis of the 

data. Results will provide information on business practices in community pharmacy; identify 

the business skills required and, identify which business skills should be considered for 

incorporation into pharmacy curricula and/or taught as external to the degree.  

 

46 percent of respondents were employed by pharmacy chains. 100 percent of the 

respondents rate management skills as very important, with training and education 

representing the second major non-dispensing activity. Over 50 percent strongly agreed that, 

“business skills are essential to the practice of community pharmacy”. The majority of 

respondents rated their proficiency in business skills as „average‟, with the exception of 

training and education where they rated skills as „above average‟. Over 50 percent of the 

pharmacists agreed that the business skills should be offered in pharmacy curricula, or 

externally. The fact that 60 percent of respondents disagreed that, “community pharmacists 

should not perform business oriented tasks in the community pharmacy”, correlates with 

literature findings in terms of the need for business skills in community pharmacy. 
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1. Introduction 

Many pharmacy students will leave university and work in community pharmacies, 

commonly as managers.
1
 In order for a community pharmacy to operate successfully; 

community pharmacists require a wide range of skills, including business skills. The majority 

of pharmacy students and pharmacists lack professional training and education in business 

skills.
2
 Universities across Australia have appreciated the need to provide pharmacy students 

with business skills and have actively incorporated business units or programs into their 

curricula.  

 

There is however a paucity of literature in Australia on this topic. This study is investigating 

business skills and their importance in community pharmacy practice and aims to determine 

which specific business skills are relevant to community pharmacy practice.  

 

1.1 Pharmacy students should be taught business skills during their pharmacy degree. 

Pharmacy students can benefit from business skills taught during the pharmacy degree. A 

significant proportion of pharmacy graduates will leave university and enter into community 

pharmacy, many becoming managers of community pharmacies. Very few pharmacy students 

and pharmacists have professional training or skills in business.
2
 Data from the School of 

Pharmacy at the University of Sydney showed that approximately 85 percent of pharmacy 

graduates with a Bachelor of Pharmacy pursue a career of community pharmacy, with many 

managing and/or owning a community pharmacy. These roles require business skills in the 

disciplines of marketing, accounting, human resources, leadership, service quality, finance 

and management.
3,4

 

 

The University of Sydney acknowledges the importance of business skills in community 

pharmacy practice. The Foundation Chair of Pharmacy Management, Professor Lesley White 
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received funding from the Pharmacy Practice Foundation to build the ‘Business Skills 

Program’, which was launched in 2007 at School of Pharmacy at the University of Sydney. 

The program was developed for two fundamental reasons. Firstly, to provide business skills 

for graduates with an interest in community pharmacy management and secondly as a result 

of demand from students interested in developing and continuing to develop business skills 

after completion of a ‘Business Undergraduate Program’. The ‘Business Skills Program’ is a 

voluntary course available to third and fourth year pharmacy students and, to postgraduate 

students. The program is not a core component of the degree and is an additional work load 

for the student, and entry is highly competitive.
3,4

 

 

The University of Monash has also addressed the need of equipping pharmacy graduates with 

business skills, offering students a Bachelor of Pharmacy/Bachelor of Commerce. The double 

degree offers students valuable business skills in addition to pharmacy skills and knowledge, 

which many employers find attractive.
5
 Graduates of the double degree may find employment 

in many areas of business and pharmacy; community and clinical pharmacy, medication 

management, pharmaceutical care, management, hospital pharmacy, government, 

pharmaceutical benefits, pharmaco-economics, in research and development, clinical research 

and trials, drug information, consultant pharmacy, armed services, and academia.
6
 

 

The University of South Australia has incorporated a management unit into their Bachelor of 

Pharmacy. In the final year of the four year degree, a ‘Pharmacy Management Essentials’ unit 

is a core component of the degree. The unit explores the disciplines of business that have an 

effect on pharmacy practice; human resource issues including contracts of employment, 

accountability, and rights and responsibilities in the workplace. Management and leadership 

skills, working as a team player, occupational health and safety, and financial basics are 
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addressed. Marketing, communication strategies, and consumer behaviour are also a focus of 

the unit.
7
  

 

Charles Darwin University in Northern Australia also recognises the importance of business 

skills in community pharmacy practice and has incorporated lectures in marketing, business 

and conflict management, consumer behaviour and pharmaco-economics as part of the 

pharmacy practice modules in the final year of the degree.
8
 

 

James Cook University has integrated business skills education into their Bachelor of 

Pharmacy degree. In first year, students are introduced to management, while in second year 

they learn about marketing and consumer behaviour. Third year students explore pharmaco-

economics and in their final year, financial management, all of which is equivalent to one 

unit. An ‘Advanced Business Practice’ unit is offered as an elective to fourth year students 

also.
9
 

 

Pharmacy students should be introduced to business skills during their degree and appreciate 

the role of business skills in community pharmacy. The Australian College of Pharmacy 

understands the importance of business skills and its relationship to community pharmacy, 

and has developed a competition designed to teach pharmacy students business skills. The 

‘National Student Business Plan Competition’ has been developed, “to promote creative and 

innovative entrepreneurship amongst students studying pharmacy and encourage them to 

develop viable, innovative, pharmacist-owned community pharmacies”.
12

 Kos Scalvos, the 

current National President of the Pharmacy Guild of Australia said, “the National Student 

Business Competition helps pharmacy students approach the idea of business ownership and 

management confidently, by giving them real-life skills in buying, owning and, operating a 

community pharmacy”.
10 
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After completing a Bachelor of Pharmacy and achieving full registration as a pharmacist, the 

concept of managing or owning a pharmacy can become overwhelming.
12

 This competition 

provides a stepping stone to bring ideas into fruition. The Pharmacy Guild of Australia is a 

proud supporter of the competition and considers the competition an excellent tool for the 

career development of pharmacy students. Past winner Daniel Rifkin from the University of 

Sydney, described the competition as priceless for future career development. Rifkin also 

stated that the competition merges the clinical knowledge gained at university with practical 

business skills required to operate a successful community pharmacy.  

 

Business management skills should be taught to pharmacy students as such skills enhance the 

management skills of students and future community pharmacists. In their article, 

‘Instructional design and assessment: enhancing pharmacy student business management 

skills by collaborating with pharmacy managers to implement pharmaceutical care services’, 

Hicks et al., (2004) in Wisconsin, United States of America (USA), explored the concept of 

teaching pharmacy students business management skills. The study was based on the Task 

Force on Professionalism recommendations for improving management skills of pharmacy 

students and involved students who were allocated to a pharmacy to work together in small 

groups to develop business plans for a patient care service. The program was implemented in 

the students final academic year. The course provides students entering pharmacy practice 

skills in management, human resources, entrepreneurship, and business operations. The study 

considerably improved students’ perceptions to perform business related activities to develop 

a business plan.
11

 

 

Latif, in his article, ‘Model for teaching the management skills component of managerial 

effectiveness to pharmacy students’, (2002, USA) agrees that pharmacy students should be 
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taught management skills during their degree. The article focuses on the importance of 

management skills for pharmacists and emphasises the need to implement a model to teach 

pharmacy students management skills.
12

 There are four skill domains that are recognised as 

being important for the success of pharmacy managers; conceptual skills in decision making, 

planning and organising; human resource skills with the ability to work with, understand, 

motivate, coach, counsel, and manage others; technical skills in financial management, 

pharmaco-economics and;  political skills.
12

 

 

Latif states that pharmacy students should have proficient management skills with an 

emphasis on human resources skills as such skills are critical to managerial effectiveness, 

especially when taking into account the changes that the healthcare sector, including 

community pharmacy, is facing. If pharmacists do not possess basic management skills they 

will not be equipped for the healthcare challenges of 21
st
 century. Latif recommends all 

pharmacy schools incorporate management skills training into the curricula through theory 

and practical application. Inclusion of management skills in the pharmacy degree can 

enhance students management in pharmacy practice.
12

 

 

A study conducted in Massachusetts, USA, at the Massachusetts College of Pharmacy and 

Health Sciences, by Calamo (2006) on teaching management in community pharmacy, 

recognises the need for pharmacy students to possess strong interpersonal and management 

skills; suggesting pharmacy schools assess the quantity and quality of management skills 

instruction within the pharmacy degree. Business and people management skills are 

important in community pharmacy practice and there is a strong need to teach these skills to 

pharmacy students. Teaching students self-management skills such as time management and 

organisational skills is reported key to improving success in community pharmacy. It has 

been suggested that students should gain pharmacy management experience both at 
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university and with hands-on experience during industry placements. Early introduction to 

pharmacy management can improve students skill base, understanding and attitudes in 

pharmacy practice.
13 

 

It can be substantiated by research conducted in Australia and overseas that pharmacy 

students should be educated on business skills during their pharmacy degree, and that these 

skills should be gained both at university in theory and put into practice during industry 

placements. 

 

1.2 Pharmacists require business skills to practice effectively in community pharmacy. 

The need for pharmacists with business skills in community pharmacy is strongly supported 

by the Australian College of Pharmacy, an organisation which considers management skills 

important to the practice of pharmacy and offers programs designed to increase the 

management skills of community pharmacists. The Australian College of Pharmacy Practice 

and Management and Guild Account offer a, ‘Making Sense of Pharmacy Management’ 

program. The two day program helps pharmacists develop the skills necessary to effectively 

manage or own a community pharmacy. The course covers key business management issues 

such as: understanding financial statements and cash flow, examining key performance 

indicators, understanding management of a pharmacy, business planning, and optimising 

performance through management. After completing the program, pharmacists should be 

confident in their ability to successfully manage or own a community pharmacy through the 

acquisition of these business management skills.
10

  

 

The Australian College of Pharmacy Practice and Management together with Johnston Rorke 

Pharmacy Services also offer two advanced pharmacy management programs, enabling 

pharmacists to successfully be at the, ‘cutting edge’ of community pharmacy practice and 
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management. Johnston Rorke, a company with expertise in the latest pharmaceutical industry 

trends, consumer demands and government regulations, deliver expert advice to pharmacists.
 

The programs, specifically designed for pharmacist managers and pharmacy owners, provide 

pharmacists with specific industry information to plan, manage and optimise pharmacy 

profits by further developing their skills in business planning and management.
10 

 

The Chifley Business School, an initiative of APESMA, understands the importance of 

management skills in pharmacy and offers two pharmacy programs to enable pharmacy 

professionals to undertake higher management education, allowing pharmacists to develop 

management skills by drawing on the skills and knowledge of industry and business 

professionals in management.
14 

 

A study conducted by Axworthy and MacKinnon in Canada (2002) recognised the 

importance of business skills in pharmacy and assessed the perceived importance through 

self-assessment of the skills of 514 Canada’s healthcare pharmacy managers. Despite the fact 

that the study was conducted overseas and in hospital rather than community setting, the data 

show a positive correlation with the project outlined in this paper. The objectives of the study 

included identifying managerial skills important to healthcare system managers and the 

managerial skills that these managers were lacking; information was obtained by self-

assessment surveys.
15 

 

The results of the study identified the five most important skills for healthcare managers. All 

were practice foundation skills and were generally skills that all healthcare managers require 

and were not pharmacy specific. Leadership was rated the most important skill with the 

highest mean score and marketing the least important skill. Marketing was also rated lowest 

of all the categories for self-assessed skill level, obviously relating to the hospital 



8 
 

environment. The article illustrated that leadership, one of the business skills, is important for 

management in healthcare.
15

 
 

 

In his article, ‘Teaching management in community pharmacy’, Calamo (2006, USA), states 

that business management is a core component of community pharmacy practice, however it 

is often overlooked in the curricula as there is a primary focus on quality of patient care. If 

pharmacists are not able to maintain a profitable business they may not be able to provide 

patient care. Human resource management is also an important aspect of community 

pharmacy that receives little attention. Business skills in various disciplines are needed to 

ensure success from a community pharmacy business perspective.
13

 

 

In the Australian paper, ‘Bring on the all-rounders’ (199), Peterson states that all pharmacists 

need strong management skills as management is becoming very important in pharmacy 

practice, health economics, pharmaco-economics and information systems. Peterson also 

declares that communication skills are the most relevant business skill to everyday pharmacy 

practice.
16 

 

In the paper, ‘What pharmacy managers believe they need: different strategy for the provision 

of business-related continuing professional education’, McCaffery et al. (1997), revealed that 

pharmacists agreed that they required additional training and education in business related 

disciplines as ascertained by a nationwide survey conducted in the USA. Not surprisingly, 

pharmacy managers were keen to develop additional business skills and gain further 

education. The study highlighted that pharmacists desire to further their skills primarily in 

personnel management, motivational techniques, long-term strategic planning skills, contract 

negotiation and in financial management highlighting the importance of business skills in 
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community pharmacy practice. It is important that these skill bases be tailored to suit the 

community pharmacist’s role and practice objectives.
17

 

 

Pharmacists require business skills to successfully practice in community pharmacy. This was 

supported by the 2007 announcement by the Australian government, offering a program 

intended to provide pharmacists with business skills. The practical program, which would 

cost $6.5 million, would enhance the, “strategic business management and practice skills of 

pharmacists and their key staff”.
18

 The two day course would have equipped pharmacists 

with skills in human resources, accounting, management, change management and marketing. 

The program would be essential to community pharmacists as, “pharmacists are 

professionals who run small and medium-sized businesses”.
18

 No follow-up on the initiative 

could be found.  

 

1.3 Management models should be implemented in community pharmacy. 

Management models are important in community pharmacy practice and an appropriate 

management model should be adopted by individual community pharmacies. A review 

conducted by Trisolini (2002) in the USA, ‘Applying business management models in 

healthcare’, provides insight into management business models and their application in 

healthcare. Management in healthcare traditionally has been viewed as a separate entity from 

business management. In the past decade it has become clear that there is value in 

incorporating business management techniques into healthcare. In overseas countries, 

healthcare organisations are currently experimenting with numerous business management 

models and their application in the healthcare sector, which were initially designed for 

manufacturing or services businesses. The paper reviews five management models, two of 

which are relevant and applicable to the study in this paper. The models of interest include 

the ‘functional areas’ model and the ‘roles’ model.
19
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The ‘functional areas’ model emphasises that for a pharmacy to be successful, activities in a 

range of disciplines is required. The model incorporates six functional areas as essential 

components of business management: financial management, marketing, organisational 

behaviour, operations, human resource management, and information systems. These skills 

relate to community pharmacy practice, and such a model may thus be adapted as a 

management model in individual community pharmacies.
19

 

 

The ‘roles’ model was implemented in the 1960’s and was developed by observing managers 

in several different industries for up to four weeks at a time. The resulting model emphasises 

the need for managers to perform a wide range of roles, and that at least ten different roles 

should be performed, some of which may be useful to managers in community pharmacy. 

These roles include:
19

 

 Interpersonal roles (figurehead, liaison, leader); 

 Informational roles (monitor, spokesperson, disseminator); 

 Decision-making roles (disturbance handling, resource allocator, entrepreneur, 

negotiator). 

 

The aforementioned management models provide useful frameworks and can be adapted to 

enhance the success of individual community pharmacies allowing pharmacists to fulfil 

management roles more effectively.
19

 

 

The use of management models in pharmacy is supported by Latif, in his article, ‘Model for 

teaching the management skill component of managerial effectiveness to pharmacy students’ 

(2002, USA), where he clearly expresses that pharmacy schools need to implement 

appropriate models into the curricula to teach pharmacy students management skills.
12
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1.4 Increased experience and qualifications correlate with higher skill levels in 

community pharmacy. 

Pharmacists with more experience and qualifications possess larger skill bases to practice in 

community pharmacy. The study conducted by Axworthy and Mackinnon in Canada (2002) 

illustrated that managers with a Masters of Business Administration degree had a 

substantially higher overall skill level than all other managers. Managers with a Bachelor of 

Science degree in pharmacy had a significantly lower mean skill level than those with the 

same qualifications plus ‘other’ degrees. Managers with more than 16 years of managerial 

experience had higher overall skills than those with zero to five years of the same experience.
 

Increasing a pharmacist’s skill base with the addition of business skills may result in higher 

skill levels and enhanced practice in community pharmacy.
15

 

 

1.5 Community pharmacists currently do not have an adequate skill-mix to practice 

community pharmacy effectively. 

Research suggests that community pharmacists currently do not have an adequate skill-mix of 

formalised skills or training, particularly in the business domain, to practice in community 

pharmacy effectively. The study by Axworthy and MacKinnon in Canada (2002), revealed 

over 70 percent of pharmacists surveyed consider themselves as having an overall skill deficit 

in management. Only 29 percent of pharmacists self-rated themselves as having a higher 

overall skill level.
15

 

 

The adequate combination of skills for community pharmacy practice has not yet been 

determined. A review by Hassell et al. in Manchester, United Kingdom (2002) investigated 

the issue of skill-mix and its application to healthcare. It is believed that optimising 

pharmacists’ skill-mix can address a number of concerns facing the healthcare sector; 

recruitment and retention shortages, resource allocation and enhanced staff roles. The article 
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reports on findings from a study conducted by the Department of Health which described and 

assessed the available evidence on skill-mix in the practice of community pharmacy. The 

review revealed that there is ambiguity in community pharmacy regarding the definition of 

‘skill-mix’ and the term is used, “frequently without explicit definition”.
20

 It is generally 

understood that skill-mix encompasses the mix of skills 1) across different disciplines of 

health involved in the delivery of a service, 2) within a discipline, and 3) held by the 

individual. Further research is required to determine which skill-mix is most appropriate in 

community pharmacy. There is a dearth of literature illustrating the optimum skill-mix 

required by pharmacists and support staff in community pharmacy. It is evident however that 

the skill-mix should include business skills which are considered important in community 

pharmacy practice.
20 

 

Community pharmacists are expected to execute a range of tasks in their practice; however 

the skill-mix required receives little attention. It is apparent that clinical skills are not only 

required; a range of business skills are also needed. Tasks that require these skills are likely 

to be of a non-pharmacy nature. From the review by Hassel et al., it is evident that the 

profession of community pharmacy has not yet clearly defined the optimal skill-mix required 

of community pharmacists. Defining and modifying the skill-mix in community pharmacy is 

a difficult task and the heterogeneous nature of the practice makes it complicated to 

implement one model of skill-mix to all community pharmacies, and the skill-mix may in fact 

need to be individualised.
20

 The review draws parallels with the study in this paper, in 

attempting to identify an optimum skill-mix, which includes important business skills to the 

practice in community pharmacy.  
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1.6 Pharmacists do not want to increase time spent on business tasks in community 

pharmacy. 

Evidence suggests pharmacists do not want to increase time spent on business related tasks in 

community pharmacy. This is supported by a cross-sectional study conducted by Schommer 

et al. (2004, USA), where pharmacists work activities in the domains of 1) the desired 

amount of time pharmacists would like to spend in each of the following four work activities: 

medication dispensing, consultation, business management and drug use management, 2) the 

amount of time actually spent in each activity and; 3) the gaps between desired and actual 

time spent in each activity was explored. The majority of pharmacists in the USA work in 

community pharmacy and spend most of their time dispensing medications or in activities 

related to medication dispensing.
21

  

 

The results of the study illustrated that there was no major difference between the actual time 

spent in business management activities and desired time to spend in business management 

activities. The article provides useful insight for this research project; while business skills 

are important in community pharmacy practice, pharmacists may not want to increase their 

time spent on business oriented tasks.  

 

1.7 Community pharmacy is a changing discipline in which skills other than pharmacy 

are required. 

Skills other than in the area of pharmacy are required to adapt to changes facing the 

profession. Dr Alison Roberts, a community pharmacist and consultant active in the area of 

implementation of cognitive services and facilitating practice changes through policy in 

community pharmacy, describes community pharmacy as a changing industry and that it is 

imperative that pharmacists develop effective processes to deal with these changes is 

imperative. Community pharmacy practice is changing particularly with the additional 
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activities community pharmacists are expected to undertake such as managerial roles and, it 

is important that current graduates and community pharmacists have a wide range of skills, 

including business skills, to practice effectively and to maintain the professional standards of 

the discipline.
22

 

 

In the Australian consultation paper, ‘Recognition of Advanced Pharmacy Practice in 

Australia’, developed on behalf of the Competency Standards Review Steering Committee 

(2010), changes in the scope of pharmacy practice over the last few years has been 

recognised by the committee. Pharmacists are involved in a wide range of areas in pharmacy 

such as pharmacy management and are practicing pharmacy at an advanced level. Advanced 

practice is defined as being different from practice at initial registration and warrants 

recognition of the expertise exercised by the healthcare professional from the public and 

professional peers.
23

 Skills in areas other than pharmacy can be considered as improving and 

advancing community pharmacy practice. 
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2. Rationale of Research 

Business skills have an important role in community pharmacy practice. Skills in accounting, 

human resources, marketing, training and education, and management can enhance the role of 

the community pharmacist, and provides the motivation for this study to investigate which 

business skills pharmacists consider to be valuable in community pharmacy practice. It is 

intended that this study will provide valuable information about the importance of business 

skills in community pharmacy; identify the business skills required to successfully manage a 

community pharmacy; and identify whether business skills education needs to be considered 

for the incorporation into the Bachelor of Pharmacy, and/or taught as an external component 

to the degree.  
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3. Research Question 

‘Which business skills are needed in Community Pharmacy Practice?’ 

This study will determine which business skills community pharmacists consider important to 

the practice of community pharmacy.  
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4. Objectives 

Objectives are to: 

 Obtain community pharmacists opinions on business skills in the domains of 

management, accounting, training and education, marketing, human resources and 

finance, and their relationship to community pharmacy practice. 

 Obtain community pharmacists opinions on the incorporation of business skills into 

the pharmacy degree programs in Australian universities.  

 Determine if community pharmacists prefer that business skills be taught within the 

Bachelor of Pharmacy or externally to the degree, or both, and their willingness to 

participate in such programs. 

 Determine which business skills pharmacists consider most valuable and use most 

frequently in community pharmacy practice e.g. marketing, management, finance, 

human resources. 

 Estimate community pharmacists’ proficiency in various business skills derived from 

self-assessment. 

 Evaluate community pharmacists opinions on the skill-mix needed for community 

pharmacy practice. 

 Determine whether community pharmacists believe they should be better paid and 

offered better job opportunities if they possess business skills in addition to pharmacy 

skills. 
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5. Method 

5.1 Research tool. 

A survey questionnaire was selected as the research tool due to its relevance to the collection 

of the data, and that it is simple and appropriate for participants to complete, taking into 

consideration the busy environment in a community pharmacy.
24-28

  

 

The survey was designed using the Qualtrics© software, a program specialised in survey 

design, distribution, analysis, and reporting. The software allowed for survey panels, custom 

reports, conjoint analysis, and data integration.
29

 Once the survey questionnaire was 

designed, a pilot survey consisting of five professionals was conducted. Participants of the 

pilot survey included community pharmacists, pharmacy academics and a professional with 

expertise in questionnaire development, distribution and data analysis. After completion of 

the pilot survey, the survey was amended taking into consideration feedback from the pilot 

study.  

 

5.2 Sample. 

The participants in this study included community pharmacists practicing in the Northern 

Territory (NT) and north Queensland (QLD) area and community pharmacists on various 

professional’s contact lists. This selected sample included mainly NT community pharmacists 

as they were the sample studied by the researcher. Pharmacists practicing in the NT included 

community pharmacists in Darwin in the city, suburbs and rural and remote areas; Alice 

Springs, Tennant Creek, Humpty Doo, Coolalinga and Howard Springs. North QLD 

participants were easily contacted by Professor Beverley Glass. In addition, community 

pharmacists located in other states of Australia wide were contacted by via the contact lists of 

Paul Gysslink, president of APESMA, Sue Leitch, acting director of the NT branch of the 
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Pharmacy Guild of Australia and, David Ng, director of the NT and South Australia branch 

of the Pharmaceutical Society of Australia.  

 

5.3 Survey distribution. 

All participants were sent a survey questionnaire via e-mail.  Participants also received an e-

mail with a pharmacist information sheet, which included a brief explanation of the study, its 

purpose and relevant definitions. Participants receiving a survey from Professor Beverley 

Glass, Paul Gysslink, Sue Leitch or David Ng received a pre-notification e-mail explaining to 

the participant that they will be receiving an e-mail inviting them to participate in a survey 

questionnaire. The survey could be completed online via a link provided in the e-mail. The 

link redirected the participant automatically to the Qualitrics© database. Once the survey was 

completed the data was collated automatically and anonymously by the Qualtrics© software.  

 

5.4 Initial and follow up distribution of surveys. 

The first survey was distributed via e-mail on the 13
th

 July 2010. A repeat survey was e-

mailed to participants on the 3
rd

 August 2010 who had not completed the survey. Participants 

who had not completed the survey by the 20
th

 of August received a courtesy reminder e-mail 

regarding the survey. Follow-up telephone calls to the participants who had not completed the 

survey were made on the 30
th

 August 2010 advising participants that they had until the 5
th

 

September to complete the survey if they wished to participate. The survey closed on the 5
th

 

September 2010 and data analysis commenced shortly after.  

 

5.5 Mail Surveys. 

Community pharmacists in the NT who had not responded to an e-mail survey by the 9
th

 

August 2010 also received a mail survey. Pharmacists were contacted by telephone by the 

researcher as a pre-notification, inviting them to participate in this study and to obtain their 
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full name if they consented. All participants who agreed to participate and were sent a survey 

questionnaire via mail. A total of 90 surveys were distributed, five of which were returned 

unopened to the researcher, reasons for which are not known, making a total of 85 useable 

surveys distributed via post. The mail package was personally addressed to the pharmacist 

and contained a survey, information sheet, relevant definitions and a return pre-paid 

envelope.  

 

5.6 Privacy and Anonymity. 

Precautions were taken to protect the privacy and ensure anonymity of participants. First, 

postal surveys were not coded and could not be linked to individual participants. While it was 

known who completed e-mail surveys, all the data was decoded prior to analysis ensuring 

anonymity of participants.  

 

5.7 Definitions. 

It is important to define commonly used words in the study outlined in this paper.  

Definitions were provided on the survey to participants; to reduce misinterpretation of words, 

help avoid ambiguity and broad definitions, and increase participant understanding. Below 

are definitions relevant to this study.  

 

Accounting: Practice and knowledge of recording transactions, keeping financial records, 

performing internal audits and reporting and/or analysing financial information to 

management. It involves identifying, recording, measuring, classifying, verifying, 

summarising, interpreting and communicating financial information to management.  In the 

context of this study, accounting simply means carrying out any task that involves the above 

and does not imply being an accountant or having education in accounting.
30 
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Business Skills: Skills and knowledge in the disciplines of marketing, accounting, 

management, training and education, human resources and finance developed through 

education and/or training.  

 

Basic Business Skills: Business skills that are not developed through education and/or 

training, but are developed on the job or as they are encountered, e.g. management skills 

learnt while practicing in a community pharmacy as the pharmacist in charge. 

 

Education: A process and series of activities aimed at facilitating an individual to understand 

and develop values, skills, knowledge and appreciation that can be applied to a broad range 

of problems and issues, which may need to be defined, analysed and/or resolved.
31

 

 

Finance: Tasks of a business concerned with resource allocation, management and 

acquisition. Simplified, finance deals with issues related to money in a business and may be 

as simple as how money is spent, budgeting and monthly orders.
32

 

 

Human Resources: Tasks in an organisation which involve activities relating to employees. 

Activities can be in: recruitment, hiring and dismissal of employees, employee issues or 

concerns, conflict, orientation, training, employee benefits, and retention.
33

  

 

Management: Planning, organising, leading and controlling organisational resources in an 

effective and efficient manner to achieve organisational goals.
34

 

 

Marketing: Business activities designed to plan, price, promote and distribute services, 

products or ideas to target markets to achieve company or organisational objectives, such as 

profit.
35,36
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Training: A planned attempt to develop or modify skills, attitude and/or knowledge of 

employees through a learning experience in order to achieve effective performance in either 

an activity or range of activities. For the purpose of this study it involves enabling an 

individual to acquire abilities, skills or knowledge to perform a task adequately.
31
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6. Results 

6.1 Response rate. 

Approximately 200 surveys were distributed to community pharmacists practicing in the NT 

and north QLD area via e-mail. 25 responses were received via e-mail, yielding a response 

rate of approximately 13 percent. An additional 90 surveys were distributed via post to 

community pharmacists in the NT, who also received an e-mail survey, but had not 

responded. Five mail surveys were returned to the researcher unopened, reasons for which are 

not known. 32 completed surveys were received by mail, yielding a response rate of 39 

percent. In this pilot study, mail surveys generated a higher response rate (39 percent) than e-

mail surveys (13 percent).  

 

6.2 Data aggregation. 

For the purpose of this pilot study, data will be aggregated to simplify presentation and 

understanding of results. ‘Agree’ will refer to the aggregation of data for agree and strongly 

agree, ‘disagree’ will represent the aggregation of disagree and strongly disagree data and, 

‘important’ will combine the results of important and very important data as obtained by the 

Likert scale rating.  

 

 

 

 

 

 

 

 

 



24 
 

6.3 Demographics of sample. 

A total of 58 community pharmacists were surveyed; 52 community pharmacists from the NT 

and six from north QLD. There is a relatively equal distribution between gender of 

respondents, with females comprising 56 percent and males 44 percent of respondents 

(Figure 1). 

 

Figure 1: Gender of participants. 
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Employment status of participants was obtained in the survey. Figure 2 below shows that the 

majority of participants are employee pharmacists, with 54 percent as employees of the 

community pharmacy in which they are working, 14 percent are owners and 14 percent co-

owners. An additional 14 percent are locums and 4 percent are also adjunct lecturers.  

 

 

 Figure 2: Employment status of participants. 
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Of the participants, 46 percent work for a chain pharmacy, an additional 14 percent work for 

discount chain pharmacies, and 40 percent represent independently owned pharmacies. From 

this, the majority of participants are employees of chain pharmacies (Figure 3). 

 

 

 

Figure 3: Business structure of community pharmacies surveyed. 

 

 

 

 

 

 

 

 

 

 

 

 

0%

10%

20%

30%

40%

50%

Part of a chain 
pharmacy

Independently 
owned

Part of a discount 
chain

46%

40%

14%



27 
 

Education qualifications of participants were explored in the survey. Figure 4 illustrates the 

percentage of participants with various qualifications in addition to a Bachelor of Pharmacy. 

100 percent of participants possess a Bachelor of Pharmacy, 80 percent of which have a 

Bachelor of Pharmacy as their only qualification. An additional seven percent also hold a 

PhD in Pharmacy, two percent have a Masters of Business Administration (MBA) and 11 

percent have obtained ‘other’ qualifications, details of which were not explored in the survey. 

Interestingly, no participants surveyed have a Masters of Pharmacy.  

 

 

 

Figure 4: Education qualifications of participants. 
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Number of years practicing as a community pharmacist is a topic of interest in this study. 

Figure 5 depicts the practice history of community pharmacists surveyed. 46 percent have 

been working as a community pharmacist for less than five years while 37 percent for greater 

than 20 years. It appears most respondents are early career pharmacists or are well 

established in the profession. 

 

 

 

Figure 5: Years as practicing as a qualified community pharmacist. 
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Population sizes serviced by each of the community pharmacies surveyed were generally 

consistent across population subsets. 22 percent of community pharmacies serviced 10, 000 

customers or less, 12 percent serviced between 10, 000 – 15, 000 customers and each of the 

remaining subsets were each serviced by 16 percent of the community pharmacies surveyed 

(Figure 6).  

 

 

 

Figure 6: Size of populations serviced by community pharmacies. 
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Locations of the surveyed community pharmacies vary greatly, providing a diverse sample 

representing both rural and remote and city pharmacies. Pharmacists were asked to select the 

most appropriate response to describe the location of the pharmacy in which they were 

working. Participants could select more than one response. Expectedly, 31 percent of 

respondents work in rural or remote community pharmacies. In this study, rural and remote 

was classified according to the Rural, Remote and Metropolitan Areas (RRMA) 

Classification developed by the Department of Health and Aging (refer to Appendix A, page 

76).
37 

49 percent of respondents are employed in pharmacies located in shopping centres, 37 

percent are close to a medical centre, 29 percent in a suburb, 16 percent in the CBD and 16 

percent on a busy street (Figure 7). 

 

Figure 7: Location of community pharmacies surveyed. 

 

In summary, the sample provides approximately equal male to female ratio of community 

pharmacists. Most pharmacists had a Bachelor of Pharmacy as their only qualification and are 

either early career or established community pharmacists. The community pharmacies 

surveyed represent both chain and independently owned pharmacies, servicing different 

population subsets located throughout the NT and north QLD. 
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6.4 Importance of business skills in community pharmacy practice. 

Community pharmacists were requested to select whether the various business skills were 

important or not in community pharmacy practice. Figure 8 illustrates business skills 

community pharmacists consider important to community pharmacy practice. Management, 

and training and education were rated as important by 100 percent of respondents. Finance, 

was rated as important by 98 percent of participants, followed by accounting (97 percent). 

Approximately 93 percent thought human resources was an important business skill in 

community pharmacy, while marketing was the least frequently recognised skill as important 

to community pharmacy practice with the least number of respondents, 91 percent.  

 

 

 

Figure 8: Importance of business skills in community pharmacy practice. 
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The survey also explored which business skills community pharmacists consider, in their 

opinion to be of most value to community pharmacy practice. The majority of participants, 84 

percent rated management the most valuable business skill in community pharmacy followed 

by training and education (69 percent), human resources (49 percent) and marketing (33 

percent). Accounting and finance were ranked as the least valuable of the skills in community 

pharmacy, with only 27 percent of respondents rating them equally (Figure 9). 

 

 

 

Figure 9: Most valuable business skills in community pharmacy practice. 

 

 

 

 

 

 

0% 10% 20% 30% 40% 50% 60% 70% 80% 90%

Finance

Accounting

Marketing

Human Resources

Training & Education

Management

27%

27%

33%

49%

69%

84%



33 
 

Community pharmacists rated the importance of business skills in community pharmacy practice 

using a Likert scale. Table 1 shows after data aggregation, training and education was rated by 98 

percent of community pharmacists as important. Management is the next most important skill in 

community pharmacy with a similar 96 percent of respondents rating it as important. Finance was 

considered important by 89 percent of respondents, while 87 percent rated accounting as important. 

83 percent of participants think human resources is an important business activity in community 

pharmacy, while marketing is not considered as important as the other skills, with only 76 percent of 

participants believing it is important.  

 

 

 

Table 1: Importance (%) of business activities in community pharmacy practice. 

 

 

 

Activity 

 

Not 

Important 

 n (%) 

 

Somewhat 

Important 

n (%) 

 

 

Neutral 

n (%) 

 

 

Important 

 n (%) 

 

Very 

Important 

n (%) 

Aggregated 

Data 

(important + 

very 

important) 

 n (%) 

Training & Education 

 

0 (0) 0 (0)  1 (2) 15 (26) 42 (72) 57 (98) 

Management 

 

0 (0) 0 (0)  2 (4) 9 (15) 47 (81) 56 (97) 

Finance 

 

1 (2) 1 (2) 4 (7) 13 (22) 39 (67) 52 (89) 

Accounting 

 

0 (0)  1 (2) 6 (11)  10 (17) 41 (70) 51 (87) 

Human Resources 

 

0 (2)  0 (0) 9 (15) 16 (28) 32 (55) 48 (83) 

Marketing 

 

0 (2) 3 (6) 10 (17) 23 (39) 22 (37) 44 (76) 
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6.5 Use of business skills in community pharmacy. 

Our study determined the percentage of pharmacists applying business skills in their practice in 

community pharmacy. Figure 10 shows 72 percent of community pharmacists surveyed apply training 

and education to their practice, followed closely by management (67 percent). Just under half of the 

respondents utilise human resource skills, and 38 percent use finance skills. Marketing and accounting 

are the least applied business skills in community pharmacy practice, with approximately 21 percent 

of respondents utilising these last two skills.  

 

 

 

Figure 10: Percentage of community pharmacists surveyed applying business skills in 

community pharmacy practice.  
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The frequency with which business skills are utilised in community pharmacy practice by all staff was 

investigated in our survey. Figure 11 illustrates management is the most frequently used business skill 

in community pharmacy practice, used daily by 74 percent of the pharmacies surveyed. Training and 

education is the next most frequently used skill on a daily basis by 25 percent of the pharmacies 

surveyed. 23 percent use finance daily followed by 21 percent utilising human resources, 18 percent 

accounting and 12 percent marketing. Marketing was the least used skill on a daily basis.  

 

 

 

Figure 11: Daily use of business skills in community pharmacy practice by all staff. 
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The value of business skills in community pharmacy was explored in this pilot study. Figure 12 

illustrates various reasons community pharmacists consider business skills useful in community 

pharmacy. 76 percent of participants think business skills allow the pharmacist to undertake the role 

of manager and 69 percent believe such skills increase pharmacy’s success and effectiveness. Over 60 

percent of respondents think business skills give pharmacists a broader knowledge and skill base, and 

enhance the role of the pharmacist. Interestingly, as shown in Figure 12 only 41 percent feel business 

skills keeps the practice of community pharmacy challenging and only 27 percent think they keep 

their practice it interesting.  

 

 

Figure 12: Value of business skills in community pharmacy practice. 
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It is recognised by many of the pharmacists surveyed in our study that business skills have an 

important role in community pharmacy practice. Also explored in the study is the actual time 

pharmacists spend on business oriented activities in their practice against the desired time to 

spend on such activities. The results of our study revealed there was no significant difference 

(no more than ten percent variance) in actual time spent on business activities in community 

pharmacy and desired time to spend on such activities by community pharmacists. The red 

bar in Figure 13 shows the amount of time pharmacists would like to spend on business 

activities in community pharmacy against the blue bar; actual time spent on business 

activities in community pharmacy. Figure 13 depicts that pharmacists surveyed would like to 

spend less time in management (34 percent actual vs. 29 percent desired) and more time in 

training and education (20 percent actual vs. 25 percent desired). 

 

 

 

 

Figure 13: Percentage of actual time vs. desired time community pharmacists spend on business 

activities in community pharmacy. 
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6.6 Role of business skills in community pharmacy. 

Pharmacists were asked to indicate the extent to which they agree with statements regarding the role 

of business activities in community pharmacy. The results are collated in Table 2, page 39. The 

majority of respondents agree (aggregated data of agree and strongly agree) business skills have an 

important role in community pharmacy practice. 81 percent agree business skills are essential to 

community pharmacy practice and 76 percent consider business skills as invaluable. Over 80 percent 

of respondents believe the success of a community pharmacy is strongly influenced by business skills 

and pharmacy success is enhanced in a community pharmacy managed by a pharmacist with business 

skills. 69 percent of respondents feel they would have been better prepared for community pharmacy 

if taught business skills prior to entering practice, and 76 percent believe business skills would benefit 

their current practice. Many of the participants surveyed (approximately 65 percent) feel they should 

be paid more and think better job opportunities would be available to them if they also possess 

business skills.  
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Table 2: Extent to which participants agree with the following statements regarding business 

activities in community pharmacy practice. 

 

 

Activity 

Strongly 

Disagree 

n (%) 

 

Disagree 

n (%) 

 

Neutral 

n (%) 

 

Agree 

n (%) 

Strongly 

Agree 

n (%) 

Aggregated 

Data 

(agree + 

strongly agree) 

n (%) 

Business skills are essential to the 

practice of community pharmacy. 

 

 

2 (4) 

 

3 (5) 

 

5 (9) 

 

20 (35) 

 

27 (47) 

 

48 (82) 

Business skills are invaluable skills 

for a community pharmacist to 

possess. 

 

2 (4) 

 

6 (11) 

 

5 (9) 

 

24 (41) 

 

20 (35) 

 

44 (76) 

The success of a community 

pharmacy is strongly influenced by 

business skills. 

 

2 (4) 

 

2 (4) 

 

5 (9) 

 

28 (49) 

 

20 (35) 

 

49 (84) 

A community pharmacy’s success 

and effectiveness is enhanced with 

a pharmacist who possess and 

applies business skills to everyday 

practice. 

 

 

3 (5) 

 

 

1 (2) 

 

 

3 (5) 

 

 

24 (42) 

 

 

27 (46) 

 

 

51 (87) 

Community pharmacists would 

have been better prepared for 

community pharmacy if taught 

these business skills prior to 

practicing in a community 

pharmacy. 

 

 

0 (0) 

 

 

11 (19) 

 

 

8 (13) 

 

 

24 (42) 

 

 

16 (27) 

 

 

41 (70) 

Business skills will benefit my 

current practice in community 

pharmacy. 

 

0 (0) 

 

5 (9) 

 

9 (15) 

 

23 (40) 

 

21 (36) 

 

44 (76) 

 

Better job opportunities would be 

available to me if I also had 

business skills.  

 

1 (2) 

 

3 (5) 

 

16 (27) 

 

19 (32) 

 

19 (33) 

 

38 (65) 

Pharmacists should be paid more if 

they possess business skills. 

 

 

2 (4) 

 

5 (9) 

 

13 (22) 

 

19 (33) 

 

19 (32) 

 

38 (65) 
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The impact of business skills and activities in community pharmacy as possibly interfering 

with community pharmacy practice and patient care was investigated in our study. Most 

participants believe business tasks are the responsibility of the pharmacist. Participants think 

business oriented tasks in community pharmacy practice do not disadvantage the patient or 

jeopardise patient care. 65 percent of participants disagree pharmacists should be 

concentrating only on pharmacy issues in community pharmacy, with 78 percent disagreeing 

with the statement, “community pharmacists should not perform business oriented activities 

in a community pharmacy”. Around half of the community pharmacists believe business 

tasks should be performed by and are the responsibility of the pharmacist. Over 50 percent of 

the participants agree less time is spent on the patient when the pharmacist has to perform 

business tasks, however 56 percent disagree the patient is at a disadvantage if pharmacists 

perform business oriented tasks in community pharmacy. These findings are illustrated in 

Table 3 below.  

Table 3: Extent to which participants agree with the following statements regarding business 

activities as possibly interfering with community pharmacy practice and patient care. 

 

 

Activity 

Aggregated 

data 

(disagree + 

strongly 

disagree) 

n (%) 

 

Strongly 

Disagree 

n (%) 

 

 

Disagree 

n (%) 

 

 

Neutral 

n (%) 

 

 

Agree 

n (%) 

 

Strongly 

Agree 

n (%) 

Pharmacists should concentrate only 

on pharmacy issues in community 

pharmacy. 

 

38 (65) 

 

11 (19) 

 

27 (46) 

 

11 (19) 

 

6 (11) 

 

3 (6) 

Community pharmacists should not 

perform business oriented activities 

in a community pharmacy. 

 

45 (78) 

 

13 (22) 

 

33 (56) 

 

8 (13) 

 

5 (9) 

 

0 (0) 

Business tasks are not the 

responsibility of the pharmacist. 

 

 

28 (49) 

 

11 (19) 

 

17 (30) 

 

21 (36) 

 

8 (13) 

 

1 (2) 

Business tasks should not be the 

responsibility of the pharmacist. 

 

 

33 (57) 

 

12 (20) 

 

21 (36) 

 

15 (25) 

 

6 (11) 

 

5 (8) 

Less time is spent on the patient 

when the pharmacist has to perform 

business tasks. 

 

9 (15) 

 

5 (8) 

 

5 (8) 

 

2 (3) 

 

23 (40) 

 

9 (15) 

The patient is at a disadvantage if 

pharmacists perform business tasks. 
 

33 (56) 

 

8 (13) 

 

24 (42) 

 

18 (31) 

 

3 (6) 

 

5 (8) 
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6.7 Business skill proficiency of surveyed community pharmacists. 

Community pharmacists were asked to rate their proficiency in each business skill. The rating 

was based on a self-assessment. Pharmacists rated themselves as having the highest 

proficiency levels in training and education, followed by management. Respondents were 

next most proficient in human resources. Approximately half rated themselves as average in 

marketing. Respondents rated largest skill deficits in accounting and finance (Table 4). 

 

 

Table 4: Community pharmacist’s proficiency in each business skill ascertained by self-

assessment. 

 

Activity Very Poor 

n (%) 

Poor 

n (%) 

Average 

n (%) 

Above 

Average 

n (%) 

Excellent 

n (%) 

Training & Education 

 

 1 (2) 3 (6) 19 (33) 29 (50) 5 (9) 

Management 

 

1 (2) 4 (7) 26 (45) 22 (38) 4 (7) 

Human Resources 

 

5 (8) 9 (15) 25 (43) 15 (26) 5 (8) 

Marketing 

 

3 (6) 12 (21) 27 (47) 15 (25) 1 (2) 

Finance 5 (9) 16 (28) 20 (34) 11 (19) 5 (9) 

Accounting 8 (13) 19 (33) 18 (31) 10 (18) 3 (5) 
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6.8 Business skills education for pharmacy students. 

The majority of community pharmacists surveyed are in favour of teaching pharmacy 

students business skills during a Bachelor of Pharmacy and support different modes of 

delivery of business skills education to students; as an elective and externally to the degree. 

65 percent of participants agree business skills should be incorporated and taught to 

pharmacy students within a Bachelor of Pharmacy. 75 percent of participants favour business 

skills education delivered as an elective, with 70 percent agreeing to enrol in a business skills 

unit if offered as an elective in a Bachelor of Pharmacy. 58 percent of participants also 

support offering business skills education as an external component to the degree. Over half 

(53 percent) of the pharmacists surveyed believe enrolling in a business skills program or unit 

should be voluntary and free of charge if offered externally. One third of responsents insisted 

they would pay to participate in a business skills program offered externally to a Bachelor of 

Pharmacy. Furthermore, 71 percent would enrol in a business skills elective unit, if offered 

within a Bachelor of Pharmacy and 75 percent would definitely enrol in a business skills 

program if offered externally to the degree free of charge. 55 percent of the respondents 

surveyed revealed they are considering studying a Bachelor of Pharmacy/Bachelor of 

Commerce or a Bachelor of Pharmacy/Bachelor of Business (Table 5, page 43).  
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Table 5: Extent to which participants agree with the following statements regarding business 

skill education during a Bachelor of Pharmacy. 

 

 

Activity 

Strongly 

Disagree 

n (%) 

 

Disagree 

n (%) 

 

Neutral 

n (%) 

 

Agree 

n (%) 

Strongly 

Agree 

n (%) 

Aggregated 

data 
 (agree + 

strongly agree) 

n (%) 

Business skills in the areas of 

management, marketing etc. should 

be incorporated and taught within a 

Bachelor of Pharmacy. 

 

1 (0) 

 

9 (15) 

 

12 (20) 

 

21 (36) 

 

17 (29) 

 

38 (65) 

Units covering business skills should 

be offered as electives in a Bachelor 

of Pharmacy. 

 

3 (5) 

 

3 (5) 

 

9 (15) 

 

23 (40) 

 

20 (35) 

 

43 (75) 

I would choose business skills as an 

elective as part of a Bachelor of 

Pharmacy. 

 

0 (0) 

 

6 (11) 

 

10 (18) 

 

20 (35) 

 

21 (36) 

 

41 (71) 

Business skills should be offered 

externally to a Bachelor of 

Pharmacy. 

 

4 (7) 

 

8 (13) 

 

12 (21) 

 

23 (40) 

 

10 (18) 

 

 34 (58) 

Participation in business skills 

programs should be voluntary. 

 

 

3 (5) 

 

9 (15) 

 

16 (27) 

 

22 (38) 

 

9 (15) 

 

31 (53) 

Business skills should be offered 

throughout all year levels of a 

Bachelor of Pharmacy. 

 

6 (11) 

 

2 (4) 

 

9 (16) 

 

21 (36) 

 

8 (13) 

 

28 (49) 

The development of knowledge and 

skills in business should be an 

external component to a Bachelor of 

Pharmacy and offered free of charge 

to pharmacy students.  

 

 

5 (8) 

 

 

6 (10) 

 

 

16 (27) 

 

 

20 (35) 

 

 

11 (19) 

 

 

31 (54) 

I would pay to participate in business 

skills programs offered externally to 

a Bachelor of Pharmacy. 

 

6 (11) 

 

12 (20) 

 

17 (29) 

 

17 (29) 

 

6 (11) 

 

23 (40) 

I would definitely enrol in business 

units as electives in a Bachelor of 

Pharmacy. 

 

0 (0) 

 

3 (5) 

 

14 (24) 

 

24 (42) 

 

17 (29) 

 

41 (71) 

I would definitely participate in a 

business skills program if offered 

externally to a Bachelor of Pharmacy 

free of charge. 

 

2 (4) 

 

3 (5) 

 

9 (16) 

 

23 (40) 

 

20 (35) 

 

 44 (75) 

I would consider studying a Bachelor 

of Pharmacy/Bachelor of Commerce 

or Bachelor of Pharmacy/Bachelor 

of Business. 

 

5 (9) 

 

12 (20) 

 

6 (11) 

 

27 (47) 

 

8 (13) 

 

32 (55) 
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7. Discussion 

7.1 Pilot study. 

This research project is a pilot study exploring which business skills are needed in 

community pharmacy practice. It is anticipated this study investigates which business skills 

community pharmacists consider valuable to community pharmacy practice. It is intended 

that this study will provide valuable information about the role of business skills in 

community pharmacy practice and evaluate the results obtained against the objectives of this 

study from a small sample of community pharmacists in Australia. Objectives of our study 

include: obtaining community pharmacist’s opinions on business skills, and their relationship 

to community pharmacy practice. Also determining community pharmacists opinions on the 

incorporation of business skills into the pharmacy degree, and whether they prefer business 

skills be taught within the Bachelor of Pharmacy or externally to the degree, or both, and 

their willingness to participate in such programs. Another objective is to determine which 

business skills pharmacists consider most valuable and use most frequently in community 

pharmacy practice. This study will also investigate community pharmacist’s proficiency in 

various business skills derived from self-assessment and their opinion on the optimum skill-

mix in community pharmacy practice. The pilot study will also investigate if community 

pharmacists feel they should be better paid and offered better job opportunities if they also 

possess business skills.  

 

7.2 Survey distribution. 

The Internet provides an efficient and cost-effective means for survey distribution.
37

 

Technological advances have encouraged comparisons of electronic and traditional mail and 

telephone survey response rates.
39
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A study conducted by McMahon et al. (2003) compared e-mail, fax and postal surveys of 987 

paediatricians. The results revealed that after two mailings response rate was 41 percent for 

postal, 47 percent for fax, and 26 percent for e-mail surveys. The final survey was distributed 

via a mixed mode distribution (all three methods) and elicited an additional 73 responses.
40

 

Final response rates, which included mix mode delivery was 55 percent for postal, 57 percent 

for fax and 47 percent for e-mail. A similar finding of higher response rates for mail over e-

mail surveys was found in a study by Kapolwitz et al. (2004) at Michigan State University 

comparing e-mail and mail surveys response rates of students attending the university with 

Internet and e-mail access.
41

 These findings were similar to those of this pilot study. In the 

study outlined in this paper, mail surveys yielded a response rate of 39 percent (33 

responses), significantly higher than e-mail surveys, which had a response rate of 13 percent 

(25 responses). 

 

A study conducted by Shannon and Bradshaw (2002) in the south east United States 

compared response rate, response time, and costs of mail and electronic surveys; revealed a 

response rate for mail surveys was 47 percent and 32 percent for electronic surveys.
39 

Findings appear consistent across the studies, with a higher response rate for mail surveys 

when compared with e-mail surveys.  

 

Advantages of e-mail surveys include lower distribution costs, pre-coded data analysis, rapid 

response rate, fewer incomplete questions when compared with mail and fax surveys, 

reaching participants in rural or remote areas easily, reaching large numbers of participants, 

and the possibility for increasing response rate by providing participants with a motivating 

and interactive survey tool.
38-41
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Disadvantages of e-mail surveys involve sampling; it is assumed those sampled have access 

to the Internet and e-mail, secondly that respondents should feel at ease with using the 

Internet and e-mail, both of which can exclude large portions of participants. Issues regarding 

confidentiality and privacy of e-mail surveys can be of concern to participants, which is often 

not of concern with telephone and mail surveys. It is essential to ensure confidentiality and 

privacy of participants; precautions have been implemented to ensure anonymity and privacy 

of participants in our project through the use of non-coded mail surveys, and while e-mail 

surveys were coded for distribution purposes, data was decoded prior to analysis.
38,39 

 

7.3 Community pharmacists’ opinions on business skills and their relationship to 

community pharmacy practice. 

The practice of community pharmacy is rapidly changing and involves skills in areas other 

than pharmacy; the importance of these changes has been recognised by several professional 

pharmacy bodies in Australia.
23

 One respondent from our study suggested pharmacists, 

“…require a wide range of skill sets to be effective”. A study conducted by Calamo in 

Massachusetts, (2006, USA) on teaching management in community pharmacy, revealed 

community pharmacy practice is a field that requires strong interpersonal and business 

management skills, in addition to clinical pharmacy skills. Calamo believes students should 

gain pharmacy management experience in the classroom and in the industry with hands-on 

experience during placements in the field.
13

 This is supported by the Australian paper, ‘Bring 

on the all-rounders’, where Peterson states that all pharmacists need a diverse skill set to be 

successful in pharmacy, including strong management skills which are important in pharmacy 

practice, health economics, and pharmaco-economics.
16 

 

 

The literature supports the findings of this study that management was most frequently 

ranked as an important business skill in community pharmacy. From the six possible skill 
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sets, 100 percent of participants rank management along with training and education as an 

important business skill in community pharmacy practice; followed by finance (98 percent), 

accounting (97 percent), human resources (93 percent), and marketing (91 percent). 

Management is also ranked as the most valuable business skill in community pharmacy 

practice by 84 percent of participants. In community pharmacy practice 81 percent of 

participants believe management is very important; with 74 percent of the community 

pharmacies surveyed using management skills daily (Figure 11, page 35). Two community 

pharmacists practicing in the NT said they understood management in community pharmacy 

was primarily management of one’s-self and management of communication and 

interpersonal skills.  

 

A study conducted by Axworthy and MacKinnon in Canada (2002) recognised the 

importance of business skills in pharmacy and assessed the perceived importance and self-

assessment of the skills of 514 healthcare pharmacy managers in Canada. The results showed 

the five most important skills from the 61 possibilities were all practice foundation skills and 

generally skills all healthcare managers require, and were not pharmacy specific. The study 

supports the concept that business skills are an important component of pharmacy practice. 

Of the seven general categories, leadership was rated as the most important business skill 

with the highest mean score and marketing the least important skill.
15 

While leadership was 

not a skill investigated in our study, it appears to have a significant role in community 

pharmacy practice. Nikki Di Costa, an Australian pharmacist and lecturer at Curtin 

University in Western Australia, in her article, ‘The big five of leadership’ (2009), explores 

the importance of leadership in pharmacy practice. Di Costa considers leadership to be a 

lifelong lesson and insists on leadership involving five main elements: managing one’s self, 

managing resources, communication, networking and managing changes. Di Costa believes 

the pharmacy sector is about to encounter major change. She considers leadership important 
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in pharmacy, as leadership is about creating change in pharmacy and about influencing and 

developing teams and individuals to achieve organisational objectives and implement change. 

Change requires both leaders and managers, and ‘managerial leaders’ are best suited to 

implement change. “They inspire, they motivate and finally they facilitate the transactional 

tasks in implementing change”.
42 

 

 

Associate Professor Carol Ann Zalauf, an educator in human resources at the University of 

Suffolk in Boston (USA), believes leadership influences the success and effectiveness of an 

organisation. She states, “Leaders have a great opportunity to help their organisation grow to 

greater levels of success. Encourage the team – and yourself...to explore unforeseen 

possibilities. The results could pave the way for influencing new pathways of growth for 

all”.
43

 Further research on the importance of leadership and its relationship to pharmacy 

practice is needed. 

 

The results from this study reflect Axworthy and MacKinnon’s conclusions that marketing 

was ranked as the least important skill in community pharmacy (Figure 8, page 31). 

Marketing is also one of the less valuable business skills in community pharmacy practice, 

ranking as the second least valuable skill (33 percent) before accounting and finance (Figure 

9, page 32). Only 21 percent of pharmacists surveyed used marketing skills in their practice 

(Figure 10, page 34). Marketing was the least used skill on a daily basis, with roughly 13 

percent using marketing daily, a much lower rate when compared to other business skills 

particularly management, training and education (Figure 11, page 35). 

 

Human resource management is an important aspect of community pharmacy practice that 

receives little attention.
13

 The surveyed pharmacists recognised the importance of human 

resource management in community pharmacy practice with 93 percent agreeing that human 
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resources is an important skill. Half of the respondents rated it as the most valuable business 

skill in community pharmacy. Of the surveyed community pharmacists, 45 percent perform 

human resource tasks in community pharmacy, with 22 percent using human resource skills 

daily (Figure 11, page 35). One pharmacist commented on the importance of human 

resources, training and education in community pharmacy suggesting,  

  

“...human resources (the staff) are integral to the smooth running of a 

community pharmacy, and it is important to have them effectively trained as they 

are the first point of call for the customers.  Staff are dealing with confidential, 

personal information, and to have them well trained to ask screening questions 

with regards to S2/S3 medicines helps to take the burden off the pharmacist to 

personally serve each and every one of these customers, and allows the 

pharmacist to spend more time on providing counselling on prescriptions items, 

and to deal with the day-to-day management issues”. Furthermore, “...effective 

use of human resources in turn facilitates increased health and business 

outcomes...”.
44

  

 

Human resources is the third most frequently used skill after management and finance by 

community pharmacists in our study (Figure 10, page 34). 

 

Evidence suggests that even though pharmacists recognise the importance of business skills 

in community pharmacy, pharmacists do not want to increase time spent on business related 

tasks. This is supported by the research project outlined in this paper and a cross-sectional 

study conducted in the USA by Schommer et al. (2006),
21

 where the authors investigated 

pharmacists desired and actual times in work activities. In this research, there was no 

significant difference (no more than ten percent variance) when comparing actual time spent 
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on business oriented tasks in community pharmacy to desired time to spend on business tasks 

(refer to Figure 13, page 37). Generally, pharmacists would like to spend less time on 

management (actual 34 percent vs. desired 29 percent) even though it was rated the most 

important and valuable business skill in community pharmacy, and more time on training and 

education (actual 20 percent vs. desired 25 percent). Our findings are consistent with the 

literature, and illustrate that even though pharmacists recognise the importance of business 

skills, they generally do not want to spend more time on business oriented activities, and 

would like to spend less time managing to allow more time for training and education.  

 

It has been suggested that employee pharmacists were likely to spend less time in business 

management activities than pharmacists who owned or managed pharmacies.
21

 This may 

indeed be the case, with one participant reporting, “I own a group of pharmacies, and spend 

the bulk of my time administering and 'running' the business”. Further research into this topic 

area is needed to identify differences in the time spent on business activities in community 

pharmacy between owners, co-owners and employees.  

 

7.4 Community pharmacists opinions on the incorporation of business skills into the 

pharmacy degree, whether business skills should be taught within the Bachelor of 

Pharmacy or externally to the degree, and their willingness to participate in such 

programs. 

The School of Pharmacy at the University of Sydney, recognises the importance of business 

skills in pharmacy practice and together with Blooms the Chemist developed a ‘Business 

Skills Program’ for graduates with an interest in community pharmacy. The program is 

voluntary and available to third and fourth year pharmacy students and, to postgraduate 

pharmacy students free of charge. Feedback from students at the University of Sydney was 
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positive and suggested the program should be offered earlier in the degree to extend the 

content with additional modules.
3,4 

 

This study revealed similar findings to the data of the School of Pharmacy at the University 

of Sydney with over half of the participants agreeing business skills should be offered 

externally to a Bachelor of Pharmacy. 53 percent of respondents believe enrollment should be 

voluntary. At what stage in the Bachelor of Pharmacy degree such programs should be 

offered to pharmacy students is not so clear, with most respondents in favour (49 percent) of 

offering business skills to pharmacy students throughout all year levels of the degree. 

Interestingly, a substantial 35 percent disagree with introducing business skills to pharmacy 

students at all year levels of the degree, reasons for which were not investigated in our survey 

(Table 5, page 43). These results suggest pharmacists agree with incorporating business skills 

education into a Bachelor of Pharmacy either as an elective or external component to the 

degree, however further investigation needs to be undertaken to determine at which year 

level(s) and which business skills should be introduced to pharmacy students.  

 

The majority of respondents (54 percent) are in favour of developing knowledge and skills in 

business as an external component of a Bachelor of Pharmacy and offered free of charge to 

pharmacy students, similar to the University of Sydney’s offerings. A significant 75 percent 

of respondents reported they would definitely participate in a business skills program if 

offered externally to the degree free of charge. Only nine percent of respondents indicated 

that they would not participate in such programs. A further 40 percent of pharmacists would 

definitely pay to participate in business skills programs offered externally to the degree. A 

significant 30 percent of participants are undecided at as to whether they would pay to 

participate in such programs and approximately 30 percent would definitely not pay to 

participate in business skills programs. Respondents appear keen to participate in external 
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business skills programs, particularly if they are offered free of charge to students (Table 5, 

page 43).  

 

Business management skills should be taught to pharmacy students to enhance skills of 

undergraduate students and future community pharmacists. In, ‘Instructional design and 

assessment: enhancing pharmacy student business management skills by collaborating with 

pharmacy managers to implement pharmaceutical care services’, Hicks et al., (2004) in 

Winconsin, USA, explored the concept of teaching pharmacy students business management 

skills. The program provides students entering pharmacy practice skills in management, 

human resources, entrepreneurship and, business operations. Students felt the experience was 

beneficial for their future practice as a pharmacist.
11  

 

This is further supported by research conducted by Latif (2002, USA), in his article, ‘Model 

for teaching the management skills component of managerial effectiveness to pharmacy 

students’. Latif agrees pharmacy students should be taught management skills during their 

degree and describes all pharmacists as managers, as they manage others, particularly in the 

community setting. The article emphasises the need to implement a model to teach pharmacy 

students to manage, ‘rather than regurgitate management principals’.
12

  

 

The literature supports the findings of this research project suggesting that pharmacy students 

be taught business skills during their degree. Participants recognised the importance of 

business skills in community pharmacy, with all participants agreeing management was 

important, 84 percent of which thought it to be the most valuable business skill in community 

pharmacy (Figure 9, page 32). Management is used daily by 67 percent of surveyed 

pharmacists in their practice (Figure 10, page 34). Approximately 38 percent think they have 

above average and seven percent believe they have excellent management skills derived from 
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self-assessment (Table 4). It is not known how many of these participants received 

management skills education or training prior to entering community pharmacy and further 

research into establishing a relationship between business skill proficiency and education in 

business skills is suggested by these results. The literature suggests proficiency in business 

skills may be increased by teaching students business skills during their degree.  

 

The Australian College of Pharmacy understands the importance of business skills in 

community pharmacy, and in support developed, ‘The National Student Business Plan 

Competition’ designed, “to promote creative and innovative entrepreneurship amongst 

students studying pharmacy”.
10

 The University of South Australia has also incorporated a 

‘Pharmacy Management Essentials’ unit into the final year of the Bachelor of Pharmacy.
7
 

James Cook University has integrated business skills education throughout all years of their 

Bachelor of Pharmacy and offers an ‘Advanced Business Practice’ unit as an elective to final 

year pharmacy students.
9
 Charles Darwin University has incorporated business skills 

education into their Pharmacy Practice modules in the final year of the Bachelor of 

Pharmacy.
8 

 

Results of our study are similar to findings reported in the literature. 65 percent of 

respondents agree business skills should be incorporated and taught within a Bachelor of 

Pharmacy. Offering business units as electives in the degree was supported by 75 percent of 

participants, with 71 percent of participants agreeing enrol in a business skill unit if offered as 

an elective. From the results, participants agree business skills are valuable in community 

pharmacy and agree business skills should be taught as elective units in a Bachelor of 

Pharmacy. The participants of this study support the offering of business skills education 

within the degree as an elective and externally to the degree as a voluntary program to 

pharmacy students.  
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Latif states pharmacy students should be proficient in management skills as they are crucial 

to managerial effectiveness, especially with the changes in the healthcare sector and 

community pharmacy particularly. Latif recommends all pharmacy schools incorporate 

management skills training into the curriculum through theory and practical application can 

be achieved with industry placements.
12

 

 

In his article, ‘Teaching Management in a Community Pharmacy’ (2006), Calamo recognises 

the need for pharmacy students to possess strong interpersonal and management skills; 

suggesting pharmacy schools assess the quantity and quality of management skills instruction 

within the pharmacy degree. Business and management skills are keys to improving success 

in pharmacy. Students should gain pharmacy management experience at the undergraduate 

level and with hands-on experience through industry placements.
13 

 

A study by Latif and Wachsmann (2003, USA) at the University of Shenandoah in 

Winchester involved an eight week management rotation designed for students enrolled in a 

Doctorate of Pharmacy/Masters of Business Administration who were interested in 

management and leadership positions in healthcare. The rotation allowed pharmacy students 

to apply management concepts learnt at university to real life scenarios. The students found 

the rotation useful, and feedback was generally enthusiastic and positive. A common theme 

was that it allowed students to gain ‘real life’ experiences. The rotation was beneficial in 

bridging the gap between learning about management skills at university and applying them 

in the field. The program was empowering to students, building confidence for their future 

careers. 
45
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Charles Darwin University in northern Australia recognises the role of business skills in 

community pharmacy practice and has incorporated numerous lectures in marketing, 

management and pharmaco-economics as part of the pharmacy practice modules in the final 

year of the Bachelor of Pharmacy degree.
8
 Feedback from final year pharmacy students 

surveyed at Charles Darwin University regarding industry placements was generally positive, 

suggesting that students are able to apply theories learnt to situations that arose during their 

placement. Students also reported on their experiences with business activities in community 

pharmacy, which was experiential learning for most of the students; particularly those who 

had never worked in a community pharmacy. One student commented,  

 

“Industry placement is very helpful in allowing students to apply knowledge and 

theory obtained in the classroom to everyday practice in a community 

pharmacy. The transition is not as easy as one would imagine, and exposure is 

beneficial. It is also beneficial for students who have not worked in a community 

pharmacy before to see how they run in terms of both patient care and business 

operations”. (Appendix B, page 81 for individual comments).
46

 

 

The discipline of pharmacy is a rapidly changing profession with opportunities beyond the 

traditional pharmacist’s role. Management and leadership positions in healthcare are 

becoming prominent in community and hospital pharmacy, academia, pharmaceutical 

companies and government. For students to perform such roles successfully, they will require 

additional skills.
46

 The University of Monash addressed the need for equipping pharmacy 

graduates with business skills offering students a dual degree; Bachelor of 

Pharmacy/Bachelor of Commerce.
11

 The University of Kentucky College of Pharmacy has 

developed three degree programs to address this skill shortage; Doctorate of 
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Pharmacy/Masters of Business Administration, Doctorate of Pharmacy/Masters of Public 

Administration and Doctorate of Pharmacy/Masters of Science in Economics.
46 

 

 

The majority of respondents (55 percent) agree that they would consider enrolling in a dual 

degree of a Bachelor of Pharmacy/Bachelor of Commerce or Bachelor of Pharmacy/Bachelor 

of Business (Table 5, page 43). The majority of participants (83 percent) think business skills 

are useful as they allow the pharmacist to understand business aspects of community 

pharmacy practice. Most respondents also agree business skills allow pharmacists to 

undertake the role of the manager and believe these skills increase community pharmacy 

success and give pharmacists a broader skill base (Figure 12, page 36). One respondent 

reported business skills are needed, “so you can be an 'all-rounder”, which is consistent with 

Peterson’s beliefs in the article, ‘Bring on the all-rounders’, where the importance of a wide 

skill base, which includes business skills, is being recognised as important in community 

pharmacy. Over half of the respondents report that business skills enhance the role of the 

pharmacist.  

 

7.5 Business skills pharmacists consider most valuable and use most frequently in 

community pharmacy practice. 

Determining the most useful business skills for pharmacy practice is still under investigation, 

particularly in Australia, where research on the topic is lacking. This evolution of skills 

needed in pharmacy practice will receive much attention in the coming years, as highlighted 

by the Competency Standards Review Steering Committee, in their 2010 paper, ‘Recognition 

of advanced pharmacy practice in Australia’.
23 

 

The Australian College of Pharmacy, an organisation offers programs designed to increase 

the management skills of community pharmacists. The Australian College of Pharmacy 
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Practice and Management and Guild Account offer a, ‘Making sense of pharmacy 

management’ program. After completion of the program, pharmacists acquire business skills 

and should be confident in their ability to successfully manage or own a community 

pharmacy.
10

  

 

The Australian College of Pharmacy Practice and Management together with Johnston Rorke 

Pharmacy Services offer two advanced pharmacy management programs. The programs, 

provide pharmacists the opportunity to further their skills in business planning and category 

management, by providing specific industry information to plan, manage and optimise 

pharmacy profits.
10 

 

Furthermore, the Chifley Business School, an initiative of APESMA understands the 

importance of management skills in pharmacy and offers two pharmacy programs to enable 

pharmacists and healthcare professionals to develop management skills by drawing on the 

skills and knowledge of industry and business professionals in management.
14 

 

The literature supports the role of business skills in community pharmacy practice. This 

research project is investigating the importance of specific business skills and how often they 

are applied in community pharmacy practice. All of the six business skills were rated as 

important to community pharmacy. Management and training and education were rated as 

important by 100 percent of the pharmacists, followed by finance (98 percent), accounting 

(97 percent), human resources (93 percent) and lastly marketing (91 percent) (refer to Figure 

8, page 31). Marketing as the least important business skill in community pharmacy is 

consistent with the findings in Axworthy and MacKinnon’s 2002 study. Figure 9 (page 32) 

illustrates the most valuable skills (listed in descending order) were management, followed 
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by training and education, human resources, marketing and accounting and finance equally as 

the least valuable skills in community pharmacy.   

 

Community pharmacists surveyed use all six skill bases in their practice. Most pharmacists 

(72 percent) report using skills in training and education, followed by management (67 

percent), human resources (45 percent), finance (38 percent), marketing (21 percent) and 

lastly accounting, which was only used by 21 percent of the surveyed pharmacists. From the 

results, the majority of the pharmacists use training and education, management and human 

resource skills in community pharmacy practice (Figure 10, page 34). Two NT community 

pharmacists were interviewed regarding their personal understanding of ‘training and 

education’, and their understanding was consistent with the definition of ‘training and 

education’ provided to them in the questionnaire. It was also consistent with Domain 8, of the 

Pharmaceutical Society of Australia Competency Standards, which involves, ‘critical 

analysis, research and education, retrieve, analyse and synthesise information, engage in 

medicines or pharmacy practice research, educate and train students and health care 

colleagues’.   

 

The picture is slightly different when comparing the daily use of these skills by community 

pharmacies. As expected, management is by far the most frequently used skill on a daily 

basis by 74 percent of the surveyed pharmacists, followed by training and education (25 

percent). While human resources is used by more of the pharmacists than finance (Figure 10, 

page 34), finance was the third most frequently used skill on a daily basis by 23 percent 

(Figure 11, page 35). After finance, human resources is used by 21 percent of those surveyed 

on a daily basis, followed by accounting (18 percent) then marketing (12 percent) (Figure 11, 

page 35). Management was the most frequently used skill, being utilised by 98 percent of 

participants at least daily to once weekly, suggesting that of the six skills management is the 
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most important and valuable to pharmacy practice, and this finding correlates with the 

literature.
12,13

 

 

Training and education is used by 69 percent of participants at least daily to once weekly, 

ranking as the second most frequently used skill after management. This is followed by 

marketing and human resources, which are also indispensible skills to community pharmacy 

practice. Accounting follows very closely, with 54 percent of participants using accounting at 

least daily to once weekly. The skill used least was finance; with only 42 percent of 

participants employing finance skills at least daily to once weekly in community pharmacy. 

This is interesting as 98 percent and 97 percent of participants suggested that finance and 

accounting were important to community pharmacy respectively, however they were the least 

frequently used skill in community pharmacy. This may suggest that the use of such skills are 

outsourced or controlled by an external body to the community pharmacy and are in fact 

important skills to community pharmacy practice.  

 

The most frequently used business skills in community pharmacy are management and 

training and education. One respondent commented that, “management [is] most important 

as it sets the tone of how the team operates together. Training and education is important for 

pharmacy assistants to be knowledgeable about their products as this helps customers make 

up their minds to come back.” Another participant suggested, “management and training and 

education are key elements in running a successful business while other key areas [such as 

finance and accounting] can be outsourced”. 

 

7.6 Estimate community pharmacists proficiency in business skills. 

In their study, ‘Perceived importance and self-assessment of the skills of Canada’s health-

system pharmacy managers’ (2002), Axworthy and MacKinnin report that pharmacy 
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managers require increased training and education in management skills and the majority of 

pharmacists surveyed rated themselves as having a skill deficit, especially in business skills. 

Pharmacy managers reported having the biggest skill deficit in marketing.
15

 

 

In, ‘What pharmacy managers believe they need: different strategy for the provision of 

business-related continuing professional education’, McCaffery et al. (1997) reveal 

pharmacists agree they require additional training and education in business-related 

disciplines as derived from a nationwide survey in the USA. As expected, pharmacy 

managers were keen to develop additional business skills and education, with 36 percent 

desiring skills in personnel management, 33 percent in motivational techniques, 30 percent 

required long-term strategic planning skills, 29 percent in contract negotiation and, 25 percent 

wanted skills in financial management.
17 

 

The study conducted by Axworthy and Mackinnon in Canada (2002) illustrated that 

pharmacists with more experience and qualifications possess broader skill bases to practice. 

Managers with a Masters of Business Administration (MBA) had a substantially higher 

overall skill level than all other managers. This was also found in the study in this paper, 

where the one respondent with a MBA rated having a higher overall skill proficiency level 

for all six business skills when compared to the other respondents. When comparing 

respondents with a Doctorate in Pharmacy to those with a Bachelor of Pharmacy, there was 

no significant difference in skill proficiency. Owners and co-owners were more likely to rate 

themselves as having excellent proficiency in most of the business skills and were more 

likely to use management on a daily basis compared to employee pharmacists and locums. As 

reported by one respondent, this may be due to the bulk of community pharmacy ‘owners and 

co-owners’ time in community pharmacy being spent on administration and operational 

activities (Appendix B, page 78). 
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Axworthy and MacKinnon revealed that managers with more than 16 years of managerial 

experience had significantly higher overall skill levels than those with 0 to 5 years of the 

same experience.
15

 Their findings are consistent with the findings in this pilot study, where 

respondents with greater than 20 years experience in community pharmacy rated themselves 

as highly proficient in business skills.  

 

Axworthy and MacKinnon’s also reported over 70 percent of pharmacists surveyed consider 

themselves as having an overall skill deficit in management. Less than one third of the 

pharmacists rated themselves as proficient in the assessed skills.
15 

 

This study revealed that overall pharmacists are both proficient and deficient in their skill 

bases as evaluated by self-assessment. Approximately half, (45 percent) of the respondents 

rate themselves as having average management skills. 10 percent rate their management skills 

as very poor to poor, while seven percent believe their skills in management are excellent. 

Findings were similar for marketing and human resources with just under half of the 

respondents reporting average skill levels in each (Table 4, page 41). 

 

Pharmacists rate themselves as having the largest skill deficit in accounting, with 46 percent 

of participants rating their skill level as poor or very poor. Finance follows with 38 percent of 

respondents having poor and very poor finance skills. Half of the surveyed pharmacists 

indicated that they had an above average skill proficiency in training and education and nine 

percent rated their skills as excellent in training and education (Table 4, page 41). Keeping in 

mind that these ratings are self-assessments and subject to respondent interpretation and bias, 

some respondents may use a skill daily, and/or have used it for many years in practice and 

therefore consider themselves proficient in that skill.  
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In summary, our study revealed that community pharmacists consider themselves most 

proficient in training and education and, management and are least proficient in accounting 

which was trailed closely by finance. Close to half of the respondents rate themselves as 

average in marketing and human resources. The study shows that community pharmacists 

may require further training and education to increase their proficiency in business skills.  

 

7.7 Community pharmacists’ opinions on the optimum skill-mix in community 

pharmacy practice. 

The adequate combination of skills for community pharmacy practice has not yet been 

determined. A review by Hassell et al. in Manchester, United Kingdom (2002) investigated 

the issue of skill-mix and its relation to healthcare. It is believed that optimising a 

pharmacist’s skill-mix can address a number of concerns facing the healthcare sector; 

recruitment and retention shortages, increased effectiveness of resource allocation and 

enhanced staff roles.
20 

 

Heather Fraser, a pharmacist in the United Kingdom with a MBA understands the importance 

of incorporating business skills into the skill-mix in pharmacy practice. In her article, ‘My 

route into management consultancy’ (2009), Fraser states that, “pharmacists professional and 

business knowledge can help create a brighter future for the life sciences industry”, and 

explains at one stage of her career she concentrated heavily on bringing pharmacy and 

business skills into the mix of her practice. She admits that bringing business knowledge into 

pharmacy results in better treatment solutions for patients and advises pharmacy students to 

look at all options available to them in pharmacy, including business oriented practice.
47
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There is a paucity of literature exploring the skill-mix required of pharmacists and support 

staff in community pharmacy. It is clearly demonstrated however that the skill-mix should 

include business skills which are considered important to community pharmacy practice, and 

this is strongly supported by the findings.
21 

 

In summary, participants find business skills to be useful in community pharmacy practice. 

The majority (83 percent) reported that business skills allow the pharmacist to understand 

business aspects of community pharmacy practice. Approximately 70 percent agree business 

skills allow for the pharmacist to undertake the role of manager and believe business skills 

increase the success and effectiveness of a community pharmacy giving the pharmacist a 

larger knowledge base. Respondents suggest skills in business enhance the role of the 

pharmacist (Figure 12, page 36). 

 

The majority of participants consider business skills essential to the practice of community 

pharmacy. Approximately, three quarters of participants agree business skills are invaluable 

skills for a community pharmacist to possess. A significant 84 percent believe business skills 

positively influence the success of a community pharmacy. Comments from respondents also 

reflect the data. Comments include that business skills, “help ensure daily pharmacy 

activities run smoothly and effectively” and that pharmacists, “...need [a] combination of all 

these [skills] to have a successful pharmacy and happy staff members” (Appendix B, page 78 

for individual comments). 

 

Over half of the surveyed pharmacists agree they would have been better prepared for 

community pharmacy practice if they had been taught business skills prior to entering 

community pharmacy practice, with 76 percent of all respondents suggesting business skills 

would benefit their current practice. 
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Pharmacists agree business skills are important to community pharmacy so much so that 65 

percent disagree with the statement, “community pharmacists should only concentrate on 

pharmacy issues in community pharmacy”. Over two thirds of participants disagree that, 

“pharmacists should not perform business oriented tasks in community pharmacy”. Over half 

of the respondents disagreed with the patient being at a disadvantage if the pharmacist 

performed business tasks in community pharmacy, with only six percent agreeing that the 

patient is at a disadvantage. This may be explained with business skills such as management 

being extended to other areas of community pharmacy such as patient management. 

 

A community pharmacist stated they believe the pharmacy manager should perform business 

in community pharmacy as he believes it is their responsibility. Another pharmacist 

interviewed believes the pharmacy manager should also perform and take responsibility for 

such activities as they are skilled and trained to deal with these areas appropriately. 

 

Overall, the pharmacists who participated in this study consider business skills important to 

and believe they have a significant role in community pharmacy. The majority of pharmacists 

think business skills influence the success of a community pharmacy and are essential to the 

practice. 76 percent believe they would have been better prepared for community pharmacy 

practice if taught these skills prior to commencing practice. Pharmacists agree that they 

should not only concentrate on pharmacy issues in community pharmacy, and that the patient 

is not at a disadvantage if the pharmacists also perform business oriented tasks.  
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7.8 Determine if community pharmacists feel if they should be better paid and offered 

better job opportunities if they possess business skills in addition to pharmacy skills. 

Literature relating to job opportunities and pay scales in community pharmacy based on 

pharmacists skill base is scarce. This study also did not produce a significant amount of data 

on this topic area. Over 80 percent of respondents believe business skills are essential to 

community pharmacy practice and the majority of pharmacists consider business skills as an 

invaluable skill base for pharmacy practice. Respondents agree the success and effectiveness 

of a community pharmacy is enhanced with business skills.  

  

Two thirds of respondents agree better job opportunities would be available to them if they 

also possess business skills. 65 percent suggest pharmacists should be paid more if they have 

business skills. The results imply that pharmacists feel their pay and employment 

circumstances can be improved with a skill base which includes business skills.  
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8. Limitations 

This project faced numerous constraints and limitations. Limitations included budget and 

timeline constraints. This study was allocated a total budget of $1000, resources required for 

the study; stationary, telecommunications, equipment and the purchase of the Qualtrics© 

software required for the generation, distribution and data analysis of the study, consumed the 

majority of the budget. Budget constraints led to the exclusion of a focus group which was 

initially thought to be a primary research tool of this study.  

 

The timeline of this study was also a limitation. This study ran from March to November 

2010 and the timeline resulted in a smaller sample size, reduced survey size and fewer 

investigations into the topic area than anticipated if more time were available.  

 

The participants time and environment may contribute as an external limitation to this study. 

Often the environment in a community pharmacy is fast-paced, busy and stressful. The 

survey questionnaire was designed taking these factors into account, and as a result the 

survey was simplified and shortened. These limitations may lead to a lower response rate. It 

may lead to inaccurate results as respondents may not have enough time to complete the 

survey and may rush to complete the survey if they were pressed for time.  

 

This study is a pilot study conducted on a small number of participants. It is hoped that this 

study will form the basis for future investigations based on its findings at a national level.  
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9. Conclusion 

Community pharmacists consider business skills important to community pharmacy practice. 

100 percent of participants ranked management and training and education as the most 

important business skills in community pharmacy, followed by finance, accounting, human 

resources then marketing. 74 percent of participants reported using management skills daily. 

Management has been rated the most valuable business skill in community pharmacy, 

followed by training and education. The results also highlighted that although participants 

recognise business skills as important they do not want to increase time spent on business 

tasks in pharmacy. Respondents agree business tasks are the responsibility of the pharmacist, 

with over two thirds of participants disagreeing that, “pharmacists should not perform 

business oriented tasks in community pharmacy”. Over half of the respondents disagreed 

with the patient being at a disadvantage if the pharmacists performed business tasks in 

community pharmacy.  

 

Community pharmacists surveyed are in favour of teaching pharmacy students business skills 

during a Bachelor of Pharmacy degree and support different modes of delivery of business 

skills education to students; as an elective and externally to the degree.  

 

Pharmacists’ proficiency in business skills was determined by self-assessment. The majority 

of respondents rated their proficiency in business skills as ‘average’, with the exception of 

training and education where half of the participants rated themselves as ‘above average’. It 

is not yet known what the optimum skill-mix needed for community pharmacy is, however 

flexible access to a variety of education and training using training modules in business skills 

may enhance the skill-mix of pharmacists practicing in the field. Two thirds of respondents 

agree better job opportunities would be available to them if they also possess business skills. 

65 percent suggest pharmacists should be paid more if they have business skills. The results 
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imply that pharmacists feel their pay and employment circumstances can be improved with a 

skill base which includes business skills.  

 

Overall, the pharmacists in this study considered business skills important to community 

pharmacy practice and believe they have a significant role in community pharmacy. The 

majority of pharmacists think business skills influence the success of a community pharmacy 

and they are essential to the practice. 
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10. Future Direction 

As identified, business skills are important to the practice of community pharmacy. The 

relationship between community pharmacy practice and business skills should be investigated 

further and on a larger scale. Business skills in management, accounting, human resources, 

finance, marketing, training and education can provide community pharmacists with skills in 

disciplines other than pharmacy which may enhance their practice. Leadership is a business 

skill which was not explored in this study, but may have an important role in community 

pharmacy and should be explored further. It was intended that this study provides valuable 

information about business skills in community pharmacy practice; identify the business 

skills required to successfully practice and manage a community pharmacy; provides 

valuable information regarding the role of business practices in community pharmacy; and 

identifies business skills which should be considered for incorporation into the Bachelor of 

Pharmacy, externally to the degree, or both. More development and research may be 

required, especially in the areas of human resources, finance and accounting regarding their 

role in pharmacy practice.  
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Pharmacy Access/Remoteness Index of Australia 
 

 

The Pharmacy Guild of Australia used the Pharmacy Access/Remoteness Index of Australia 

(PhARIA) 2010-2011, which provides pharmacies with a specific measurement of 

remoteness. The Rural, Remote and Metropolitan Areas (RRMA) classification refers to 

population numbers which is a better reflection of pharmacy location for the purpose of this 

study. The classification includes seven categories; two metropolitan, three rural and two 

remote. The classification is centred on Statistical Local Areas (SLA) and each SLA in 

Australia is placed into a category based primarily on population numbers and an index of 

remoteness. The index of remoteness is employed to allocate non-metropolitan SLA’s into 

either a rural or remote zone.  

  

 

 
Table 6: RRMA classification 

 

Zone Category 

Metropolitan zone M1 Capital cities 

M2 Other metropolitan centres (urban centre population >100,000) 

Rural zone R1 Large rural centres (urban centre population 25,000-99,999) 

R2 Small rural centres (urban centre population 10,000-24,999) 

R3 Other rural centres (urban centre population <10,000) 

Remote zone Rem 1 Remote centres (urban centre population <4,999) 

Rem 2 Other remote centres (urban centre population <5,000 
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Table 7: Feedback from participants regarding which business skills are most valuable in 

community pharmacy practice.  

 

I believe that as a pharmacist I have to deal with strategic competition as there are several 

business around my community pharmacy. 

 

Management would fall into all categories. Managing staff layouts, good EFFICIENT staff 

who get along and work together; everyone working as a team would keep staffing budgets 

low. Training staff on products and drug disease knowledge as well as giving them 

responsibilities for sections and giving them the knowledge on how the pharmacy is run. It'll 

help with increasing turnovers and increase sales as well as having tighter controls on 

inventory- minimising costs. It will also provide great service so customers will return. 

Training and education are vital. It eventually frees up time to evaluate stock levels, dead 

stock and work out ways to improve sales with particular items (in terms of location in store, 

advertising etc).  In turn, meeting budget and target sales will benefit whilst keeping expenses 

low. Efficiency is the key to everything where having a managing pharmacist role should not 

come at the expense of customer service and a pharmacist's primary role. 

 

Pharmacists require wide range of skills sets to be effective. 

 

Training of pharmacy technicians, assistants and pharmacy students/interns is vital to ensure 

quality care is provided to customers. Good management skills allow the business to function 

effectively and as a team. 

 

I am currently working on the 4CPA Practice Change Program which is concerned with 

pharmacy business models, business best practice, business flexibility and change. My 

observation is that pharmacists lack management, HR and training skills.  They pay for 

accounting expertise and generally seem to have a good handle on finance. Not all 

pharmacists need management skills, but those in charge of a business either as an owner or 

manager do, and if this was done more effectively, it would allow clinical (non-managerial) 

pharmacists to do their job more effectively as well....businesses would function better if 

managed better. 

 

My role is based around management as opposed to dispensing etc. 

 

Managing people is one of the most important skills for pharmacists and business. 

 

CPP requires continual educational updating and therefore training and education are the 

most important to a pharmacist in community pharmacy. 

 

Working as a regular partime employee may have a different aspect to a pharmacist who is 

managing a pharmacy or the owner of a pharmacy, with respect to the percentage allocated to 

the various areas. 

 

Management and training and education are key elements in running a successful business 

while other key areas can be outsourced. 

 

Management is where I seem to spend most of my time when I am not dispensing. 
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I believe that a community pharmacist should be adept at people management and be able to 

train and educate their staff. A working knowledge of accounting and finance are also highly 

desirable. Whilst valuable, I believe marketing and human resources are not as essential to 

success as the others mentioned. 

 

A successful manager would definitely be able to maximise the efficiency of a pharmacy and 

help patients to achieve better health outcomes with less costs. 

 

These are the most valuable for day to day activities. The rest of the tasks are generally 

handled by head office. 

 

I own a group of pharmacies, and spend the bulk of my time administering and 'running' the 

business. 

 

Knowledge is power. Knowledge leads to confidence. Training and education are very 

important as they they are integral and essential to be successful. Ignorance leads to fear and 

insecurity. Knowledgeable, well trained pharmacists exude confidence and therefore develop 

the trust of his customers. On the foundations of trust, honesty and integrity many successful 

businesses have been built. 

 

Human resources (the staff) are integral to the smooth running of a community pharmacy, 

and it is important to have them effectively trained as they are the first point of call for the 

customers.  Staff are dealing with confidential, personal information, and to have them well 

trained to ask screening questions with regards to S2/S3 medicines helps to take the burden 

off the pharmacist to personally serve each and every one of these customers, and allows the 

pharmacist to spend more time on providing counselling on prescriptions items, and to deal 

with the day-to-day management issues. 

 

To ensure customers/patients are receiving optimum health care with updated information. 

 

So you can be an 'all-rounder'. 

 

There are external bodies such as the PSA and guild that provide training. Finance and 

management are closely integrated. 

 

Good management skills enhance the profit margin and being aware of the finances allows 

for good marketing resources to be used. Training of staff enhances sales and removal of 

stock enhances cash flow. 

 

Management is the most important as it sets the tone on how the team operates together. 

Training and education is important for pharmacy assistants to be knowledgeable about their 

products as this helps customers make up their minds to come back. 

 

Building a happy productive teams will produce the best results for customers and delivering 

business returns. 

 

Business skills help to ensure daily pharmacy activities run smoothly and effectively. 
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Need a combination of all of these business skills to have a successful pharmacy and happy 

staff members. 

 

Other aspects can be outsourced with a higher level of expertise, and also at a good rate. 

 

Without effective management you can't consistently achieve good outcomes, additionally 

the same positive business and professional outcomes cannot be achieved without good 

training and marketing. 

 

All are needed to create the whole picture of running a community pharmacy. 
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Table 8: Feedback from final year pharmacy students from Charles Darwin University 

regarding industry placements in community pharmacies. 

 

From my placement so far the pharmacist has had limited involvement in management issues 

like staffing, marketing, training and finances. Although they are very much involved 

in ordering dispensary stock therefore I can't say that I have learnt a great deal regarding 

business skills from being on placement so far. 

 

On placement you get exposed to the business side of a community pharmacy which isn’t 

really seen/covered sufficiently in university. Placement at least gives you an insight, if not in 

more details of the business side. For examples the paper work such as bills, stock ordering, 

hiring staff and the role of a manager.  

 

On my last placement I was put into a position of managing the stock in the dispensary. My 

task was to predict the amount of stock that should be ordered in the next month based on the 

use in the last year. It allowed me to apply the pharmacy practice 4 theory I had learned. I 

also had to make decisions on what medications should be ordered based on the dollar value 

and likely benefit to the customer. 

 

Industry placement is very helpful in allowing students to apply knowledge and theory 

obtained in the classroom to everyday practice in a community pharmacy. The transition is 

not as easy as one would imagine, and exposure is beneficial. It is also beneficial for students 

who have not worked in a community pharmacy before to see how they run in terms of both 

patient care and business operations.  

 

Pharmacists have been involved in ordering dispensary stock and educating pharmacy 

assistants on over the counter products and common conditions. I have not learnt much about 

business skills while on placement although I have not been focusing on this area while there. 

It may be useful to have a small portion of the placement (1-2 days) focused on becoming 

familiar with business skills required in the profession. 
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Which Business Skills are needed in Community Pharmacy Practice? 

Pharmacist Information Sheet 

What is the study about? 

This research study is investigating the use of business skills in community pharmacy 

practice by the pharmacist, and you are being invited to participate in this important research. 

The aim of the study is to determine which specific business skills, if any, community 

pharmacists consider valuable to daily practice in a community pharmacy. The study also 

aims to evaluate if community pharmacists would have been better prepared for practicing as 

a community pharmacist if taught business skills during their degree and whether these skills 

should be taught as a part, or externally to, a Bachelor of Pharmacy; and what would your 

willingness be to participate in such programs. 

 

Who is conducting the project? 

This project is being conducted by Charles Darwin University (CDU) by Christina 

Darkadakis under the supervision of Associate Professor Pascale Dettwiller - Head of 

Pharmacy CDU. Christina has a Bachelor of Business and is currently a final year pharmacy 

student at CDU. This project will form the basis of an honours project for Ms Darkadakis. 

 

What does the study involve? 

The study involves the participation of community pharmacists in Northern Australia (NT 

and QLD) in a survey questionnaire. You may be invited to complete the questionnaire in by 

post, phone or e-mail if in the QLD area and by post, phone, e-mail or face-face if in the NT. 

 

How much time will the study take? 

Participation in the questionnaire should take approximately 15 minutes. 

 

Can I withdraw from the study? 

Participation in the study is completely voluntary. You can withdraw at anytime without 

penalty or explanation. Once a questionnaire is submitted, data cannot be withdrawn as 

withdrawal of individual questionnaires is not possible as they are anonymous.  

Will anyone know the results? 
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A report of the study will be available from the researcher once the study is completed. 

Individual participation will not be identifiable in the report. All aspects of the study and 

information obtained will be strictly confidential and only the researcher and supervisor will 

have access to such information. A final copy of the report may be disseminated to various 

professional bodies e.g. Pharmaceutical Society of Australia, other universities with interest 

in the topic.  

 

What if I require additional information? 

When you have read all the information presented to you with the questionnaire, the 

researcher - Christina Darkadakis - can be contacted if you require additional information at 

any stage. Please feel free to contact the researcher with any queries on 0423 417 101. 

 

What if I have a complaint or concern? 

This study has the approval of the Human Research Ethics Committee of Charles Darwin 

University. If you have any queries you can contact the researcher Christina on 0423 417 101 

or Associate Professor Pascale Dettwiller on (08) 8946 6127. If you have any complaints 

please contact the Human Research Ethics Committee on (08) 8946 6498 or cdu-

ethics@cdu.edu.au. This study also has a survey approval program rating A1 from the 

Pharmacy Guild of Australia. 

 

 

Thank you very much for your time. 

 

 

 

 

 

 

 

 

 

 

mailto:cdu-ethics@cdu.edu.au
mailto:cdu-ethics@cdu.edu.au
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Dear Pharmacist, 

Which Business Skills are needed in Community Pharmacy Practice? 

  

A large proportion of pharmacy graduates will leave university to enter community 

pharmacy; most eventually becoming managers of community pharmacies. Universities 

across Australia have appreciated the need to better equip pharmacists with business skills 

and have actively addressed the shortage of these skills. Community pharmacies are usually 

small to medium sized businesses, and pharmacists are currently undertaking roles other than 

the pharmacist in areas of human resources, finance, management, accounting and even 

marketing. Often skills in these areas are developed as pharmacists encounter them, however 

it is becoming recognised that these activities are day-to-day activities in a community 

pharmacy.  

  

Business skills are an important component of community pharmacy. It is not yet known 

which specific business skills are required in the practice of community pharmacy.  

  

Charles Darwin University is conducting a study to investigate which business skills are 

needed in community pharmacy practice and aims to investigate pharmacist’s views on the 

need for business skills in relation to community pharmacy activities. The study is also 

investigating which business skills pharmacists consider to be most valuable to community 

pharmacy practice. It is intended that this study will provide valuable information about the 

role of business practices in community pharmacy; identify the business skills required to 

successfully manage a community pharmacy; and identify which business skills should be 

considered for incorporation into the Bachelor of Pharmacy, or taught as an external 

component to the degree.  

  

Your participation in the study would be greatly appreciated. If you would like to participate, 

please complete the questionnaire via the link provided below. By completing this 

questionnaire you are consenting to participate in this study. 

  

If we have not received a completed questionnaire from you within four weeks, we will send 

you a courtesy reminder via e-mail. If you have any questions, please do not hesitate to call 

or e-mail the researcher. 
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Please note an information sheet and important definitions regarding this study will also be e-

mailed to you. 

 

This study has the approval of the Human Research Ethics Committee of Charles Darwin 

University. If you have any queries you can contact the researcher Christina on 0423 417 101 

or Associate Professor Pascale Dettwiller on (08) 8946 6127. If you have any complaints 

please contact the Human Research Ethics Committee on (08) 8946 6498 or cdu-

ethics@cdu.edu.au. This study also has a survey approval program rating A1 from the 

Pharmacy Guild of Australia.  

  

Thank you very much for your time. 

  

Yours Sincerely, 

  

 

 

Christina Darkadakis                                                Associate Professor Pascale Dettwiller 

  

Final Year Pharmacy Student                                      Head of School of Pharmacy 

Charles Darwin University                                          Charles Darwin University 

christina.darkadakis@students.cdu.edu.au                  pascale.detwiller@cdu.edu.au 

Tel: 0423 417 101                                                        Tel: (08) 8946 6127 

  

  
 

 

 

 

 

 

 

 

 

 

mailto:cdu-ethics@cdu.edu.au
mailto:cdu-ethics@cdu.edu.au
mailto:christina.darkadakis@students.cdu.edu.au
mailto:pascale.detwiller@cdu.edu.au
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Important Definitions 

Accounting: Practice and knowledge of recording transactions, keeping financial records, 

performing internal audits and reporting and/or analysing financial information to 

management. It also involves identifying, recording, measuring, classifying, verifying, 

summarizing, interpreting and communicating financial information to management.  In the 

context of the study, accounting simply means carrying out tasks that involve the above and 

does not imply being an accountant or having education in accounting. 

Basic Business Skills: Business skills that are not developed through education and/or 

training, but developed on the job or as they are encountered, e.g. management learnt while 

practicing in a community pharmacy.  

Business Skills: Skills and knowledge in the areas of marketing, accounting, management, 

training and education, human resources and finance developed through education and/or 

training.  

Education: A process and series of activities aimed at facilitating an individual to understand 

and develop values, skills, knowledge and understanding that can be applied to a broad 

problems and issues which may need to be defined, analysed and resolved.  

Finance: Tasks of business that are concerned with resource allocation, management and 

acquisition. Simplified, finance deals with issues related to money in a business and may be 

as simply as budgeting and monthly orders. 

Human resources: Tasks in an organisation which involve activities relating to employees. 

Activities can be in a number of areas such as recruitments, hiring and dismissal of 

employees, employee issues or concerns, orientation, training, employee benefits and 

retention. 

Management: Involves planning, organising, leading and controlling organisational 

resources in an effective and efficient manner to achieve organisational goals. 

Marketing: Involves business activities designed to plan, price, promote and distribute 

services, products or ideas to target markets to achieve company or organisational objectives 

such as profit. 

Training: A planned attempt to develop or modify skills, attitude and/or knowledge of 

employees through a learning experience in order to achieve effective performance in either 

an activities or range of activities. For the purpose of this study it involves enabling an 

individual to acquire abilities to perform tasks adequately.  
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Questionnaire 
 

To assist you in completing this survey, please refer to the ‘Important Definitions’ set 

out on the separate sheet of paper provided. 
 

 

1. Please indicate which of the following activities are important to your business? 

Who performs these activities? 

Please rate their level of importance. 

Activities 

Is the 

activity 

important 

Who performs the activity?  

1 - pharmacist 

2 – store manager/supervisor 

3 - pharmacist + store 

manage/supervisor 

Rate importance to your 

business 

1 - not important  

5 - very important 

 

Management Y/N 1          2          3 
1          2          3          4        5 

 

Accounting Y/N 1          2          3 1          2          3          4        5 

Training & 

Education 
Y/N 1          2          3 1          2          3          4        5 

Marketing Y/N 1          2          3 1          2          3          4        5 

Human 

Resources 
Y/N 1          2          3 1          2          3          4        5 

Finance Y/N 1          2          3 1          2          3          4        5 

 

2. Rate what you consider to be the importance of the following business skills in community 

pharmacy. 
 

Business Skill 
Rate importance in your opinion 

From 1= not important to 5= very important 

Management 1             2             3             4             5 

Accounting 1             2             3             4             5 

Training & Education 1             2             3             4             5 

Marketing 1             2             3             4             5 

Human Resources 1             2             3             4             5 

Finance 1             2             3             4             5 

 
 

3. Rank the following business skills in order of importance relevant to the practice of 

community pharmacy.    (1 = least important ,  6 = most important) 
 

Business skill Importance 

Management  

Accounting  

Training & Education  

Marketing  

Human Resources  

Finance  
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4. The following statements represent points of view regarding the importance of business 

skills in community pharmacy practice. Please indicate the extent to which you agree with 

the following statements: 

 

Statement 

Extent of agreement with 

statement 

1 - strongly disagree  

5 - strongly agree 

Business skills are essential to the practice of community 

pharmacy. 
1          2          3          4          5 

Business skills are invaluable skills for a community pharmacist 

to possess. 
1          2          3          4          5 

The success and effectiveness of a community pharmacy is 

strongly influenced by business skills. 
1          2          3          4          5 

A community pharmacy’s success and effectiveness is enhanced 

with a pharmacist who possesses and applies business skills to 

everyday practice. 

1          2          3          4          5 

Community pharmacy practice would be more successful if all 

community pharmacists had skills and knowledge in business. 
1          2          3          4          5 

Individual community pharmacy success is dependent on a 

community pharmacist’s business skills. 
1          2          3          4          5 

Community pharmacists should possess business skills. 1          2          3          4          5 

Community pharmacists would have been better prepared for 

community pharmacy practice if taught business skills prior to 

practicing in a community pharmacy. 

1          2          3          4          5 

Community pharmacists develop business skills when practicing 

as community pharmacy. 
1          2          3          4          5 

Community pharmacy practice is made easier with knowledge 

and skills in business. 
1          2          3          4          5 

Business skills will benefit my current practice in community 

pharmacy. 
1          2          3          4          5 

Better job opportunities would be available to me if I also had 

business skills. 
1          2          3          4          5 

 

 

 

5. How often are the following business skills used by the community pharmacist? 

 

Business skill Frequency 

Management >1 day         daily         weekly         monthly         <monthly 

Accounting >1 day         daily         weekly         monthly         <monthly 

Training & Education >1 day         daily         weekly         monthly         <monthly 

Marketing >1 day         daily         weekly         monthly         <monthly 

Human Resources >1 day         daily         weekly         monthly         <monthly 

Finance >1 day         daily         weekly         monthly         <monthly 
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6. Rate your proficiency in each of the following business skills: 
 

 

Business Skill 

Extent of agreement with statement 

1 = poor skill proficiency, 5 = excellent skill proficiency 

Management 1             2             3             4             5 

Accounting 1             2             3             4             5 

Training & Education 1             2             3             4             5 

Marketing 1             2             3             4             5 

Human Resources 1             2             3             4             5 

Finance 1             2             3             4             5 

 

 
 

7. Rate the following statements. 
 

Statement 
Rating 

1= strongly disagree and 5= strongly agree 

Business skills in the areas of management, human 

resources, marketing ect. should be incorporated and 

taught within a Bachelor of Pharmacy. 

1           2           3          4         5 

Business skills should be an examinable component of 

a Bachelor of Pharmacy. 
1           2           3          4         5 

Units covering business skills should be offered as 

electives in a Bachelor of Pharmacy. 
1           2           3          4         5 

I would choose business units as electives as a part of 

a Bachelor of Pharmacy. 
1           2           3          4         5 

Business skills should be offered externally to the 

Bachelor of Pharmacy. 
1           2           3          4         5 

Participation in business skills programs should be 

voluntary. 
1           2           3          4         5 

Business skills units should be offered throughout all 

year levels of a Bachelor of Pharmacy. 
1           2           3          4         5 

The development of knowledge and skills in business 

should be an external component to a Bachelor of 

Pharmacy and offered free of charge to pharmacy 

students. 

1           2           3          4         5 

I would pay to participate in business skills programs 

offered externally to a Bachelor of Pharmacy. 
1           2           3          4         5 

I would definitely enrol in business units if offered as 

electives in a Bachelor of Pharmacy. 
1           2           3          4         5 

I would definitely participate in a business skills 

program if offered externally to a Bachelor of 

Pharmacy free of charge. 

1           2           3          4         5 

I would definitely participate in a business skills 

program if offered externally to a Bachelor of 

Pharmacy even if I had to pay to participate. 

1           2           3          4         5 

I would consider studying a Bachelor of 

Pharmacy/Bachelor of Commerce or Bachelor of 

Pharmacy/Bachelor of Business. 

1           2           3          4         5 

Pharmacists should be paid more if they possess 

business skills. 
1           2           3          4         5 
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8. Tick the box indicating the most appropriate answer to the following statement. You may 

tick more than one.  
 
 

 

 Business skills are useful in community pharmacy practice because they: 

 

 
 

 
 

pharmacy interesting. 
 

community 

pharmacy challenging. 

 

 
 

role of a manager. 
 

skills base. 
 

effectiveness. 
 

aspects of community pharmacy. 

 

  9. Rate the following statements. 

 

Statement 

Rating 

1 = strongly disagree 

5 = strongly agree 

Pharmacists should concentrate only on 

pharmacy issues in community pharmacy. 
1 2 3 4 5 

Community pharmacists should not perform 

business oriented tasks in a community pharmacy 

practice. 

1 2 3 4 5 

Employees other than the pharmacists i.e. 

manager should perform business oriented tasks 

in community pharmacy. 

 

 

1 2 3 4 5 

Business tasks are not the responsibility of the 

pharmacist. 
1 2 3 4 5 

Business tasks should not be the responsibility of 

the pharmacist. 
1 2 3 4 5 

Less time is spent on the patient when the 

pharmacist has to perform business tasks. 
1 2 3 4 5 

Business tasks get in the way of practicing 

community pharmacy effectively. 
1 2 3 4 5 

The patient is at a disadvantage if pharmacists 

perform business tasks. 
1 2 3 4 5 

 

 

10. Indicate the percentage of actual time spent each day on each of the following activities in 

community pharmacy. Total time allocated should add up to 100%.  

 

Business skill % of Time Spent on Activity 

Management  

Accounting  

Training & Education  

Marketing  

Human Resources  

Finance  

 



11. Indicate the percentage of time you would like to spend on the following activities in community 

pharmacy. Total time allocated should add up to 100%.  

 

Business skill % of Desired Time on Activity 

Management  

Accounting  

Training & Education  

Marketing  

Human Resources  

Finance  

 

 

12. Which business skills are the most valuable in community pharmacy practice? 

 

       

 

        

 

      

 

 

Please explain. 
 

................................................................................................................................................................................. 

.................................................................................................................................................................................

.................................................................................................................................................................................

....................................................................................................................................................... 

 

 

13. Demographics 

 

Please provide the following information.  

 

 e 
 

 
 

What best describes your situation? 

 

 

 

-owner 

 

 

 
 

 

 

 

Which best describes your education? 

 

      

overseas degree    

 

      

 

 

 

 

If other, please specify........................................................................................................... 

 

 



How many years have you been practising as a qualified pharmacist?....................................... 

 

 

What size of population does your pharmacy service? 

 

 

 

- 15,000 

 

- 20,000 
 

 

- 30,000 

 

- 40,000 

 

 

Is the pharmacy in which you are currently employed a: 

 

Part of a chain pharmacy organisation. 

 

 

 

 

 

 

 

If other, please specify.............................................................................................................. 

 

 

Which best describes the location of your pharmacy? (You may tick more than one). 

 

      

 

       r surgery 

 

        

 

 

 

Thank you for your participation 

 
 

Please return this survey by the 30 August in the enclosed reply-paid envelope

 

 

 

Comments
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