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What are the most significant challenges and concerns 
pharmacy leaders face in managing pharmacy technicians? 
That is precisely what NHA, the largest allied health certification 
agency in the United States, and PROOF Positioning, a national 
market research agency, set out to determine. 

The survey elicited responses from 212 pharmacy decision-
makers from a wide range of settings, including hospitals, retail 
stores, clinical sites, specialty centers, assisted living homes, 
mail-order pharmacies, and research pharmacies. Respondents 
included senior leaders, directors, educators, training leaders, 
pharmacy managers, and pharmacists. 

Respondents answered 45 questions which helped 
showcase their most significant challenges in managing 
technicians. A review of the survey data shows two primary 
areas of concern: training and turnover.

TRACKING THE TRAINING PROCESS
To get to the heart of the matter, we asked pharmacy decision-

makers about the most challenging aspects of managing their 
pharmacy technicians. Nearly 20% of respondents indicated that 
their greatest challenge was ensuring their pharmacy technicians 
were taking the training and completing the necessary 
coursework to get certified. This insight raised concerns 
regarding the availability of on-the-clock training. 

We asked pharmacy leaders if they currently allow their 
registered pharmacy technicians to train while on the clock, and 
79% of respondents indicated that they do. Nearly half of the 
pharmacies that do not allow their registered pharmacy technicians 
to train while on the clock were hospital pharmacies (41%).

MITIGATING TURNOVER
 Another 18% reported their biggest challenge is the 
retention of current pharmacy technicians. Further analysis 
showed that decreasing turnover of the pharmacy technician 
position was 2.28 times more important to retail pharmacies
than to hospital or clinical pharmacies, indicating that 
technician runover challenges hit the retail sector harder 
than others. 
 Within the retail pharmacy segment, pharmacy technician 
turnover was even more of a challenge for pharmacies 
with over 50 locations. These large retail pharmacy leaders 
responded that mitigation of technician turnover was 46% 
more important than it was to pharmacy leaders with less 
than 5 locations. 
 There was also a clear trend that turnover issues were 
more important to pharmacy managers or executives the 
more closely they worked with their technicians on a daily
basis. This trend led to another insight that makes the 
turnover issue clearer and more concerning, burnout. 
 If technician turnover is the disease most burdening 
pharmacies, burnout, low morale, and struggles keeping 
technicians motivated are the symptoms. One pharmacy
manager said, “Providing a stimulating experience without 
causing burnout from all the routine and mundane
tasks associated with the job is the most challenging 
thing about managing our technicians.” With significant 
staffing challenges across the pharmacy industry, keeping 
technicians engaged and stimulated is in a pharmacy
leader’s best interest. 

RESEARCH IDENTIFIES TOP 2 CHALLENGES PHARMACY 
LEADERS FACE WHEN MANAGING PHARM TECHS

ANSWER PERCENT 

Ensuring everyone is completing, working on, getting certified through training 18
Retention/turnover 18
Keeping technicians up to date on practices, new/changed medications, regulations 10
Minimizing burnout/increase motivation 8
New hires not having enough training/everyone doesn’t have the same level of training 8
Error control 8
Benefits/pay/retirement 8
Time management, efficiency 6
Professionalism 5
Ensure everything is tracked (recall, inventory, change in prescriptions) 5

IN YOUR OPINION, WHAT IS THE MOST CHALLENGING ASPECT OF MANAGING PHARMACY TECHNICIANS? 
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Thank you to our colleagues in pharmacy  
services for your continued hard work

October is American Pharmacist Month 
Each year we honor and celebrate our pharmacy workers who  

have made achievements and contributions in their community!  
Join PharmacyTimes® in recognizing pharmacists for their  

work by using throughout the month of October. 

 Thank a Pharmacist that has made an impact in your life  
by using on LinkedIn, Facebook, Twitter, and Instagram. 

Scan here to stay updated on the latest 
industry news from Pharmacy Times® 

@Pharmacy_Times@Pharmacy-Times @PharmacyTimes @PharmacyTimes

FOLLOW US
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EDITOR'S NOTE

Step Up and Step In
As Pharmacists Take On Additional Delivery of Professional Services, Technicians Will 
Be Asked to Do More
By TROY TRYGSTAD, PHARMD, PHD, MBA, PHARMACY TIMES® EDITOR IN CHIEF

With the authority to independently 
assess a patient and prescribe nirma-

trelvir tablets and ritonavir tablets (Paxlovid), 
pharmacists are finally being recognized as 
the effective and safe health care providers 
they have been trained to be. Primary care will 
remain best at primary care, and pharmacy 
will now become the best at pharmacy care. 
They are not in conflict with each other but 
are complementary for patients with different 
disease states, intensity of services, and needs 
that require convenient and quick responses. 
Reimbursement models are already being 
created, and pharmacies are being notified 
of their inclusion in patient assessment net-
works. The services-based pharmacy inches 
closer every year. 

Technicians stepped in to support the  
delivery of COVID-19 services. COVID-19  
accelerated this evolution and highlighted  
the need to surround pharmacists with ser-
vices support personnel to allow them to be  
efficient and effective service providers. 
Pharmacy technicians assisted with COVID-19 
testing and vaccination paperwork en masse. 
They helped iron out claim submissions. 
They followed up with patients after waiting 
periods. They helped with inventory, referrals, 
and scheduling. They ran into parking lots to 
provide critical onboarding and feedback for 
curbside services. 

Without nonpharmacist staff members to 
support services, pharmacists’ delivery can 
be expensive, ineffective, and inefficient. 
Technicians stepped up big time to support 
COVID-19–related services. 

In some instances, technicians provided 
services themselves under the supervision 
of pharmacists. Much like in audiology, oph-
thalmology, and radiology, technicians can 
provide protocolized and well-defined ser-
vices consistently, cost effectively, and safely. 
Furthermore, new roles have evolved that 

differentiated various activities of technicians 
in what looked more like what we think of 
as occurring in clinics, with specialized roles 
such as rooming, initial interviews, follow-up 
care, billing experts, and scheduling lead.

Is all this work really technical? This begs 
the question of whether we should sunset the 
term pharmacy technician and perhaps adopt 
something more apropos such as “pharmacy 
services support staff member.” This also rais-
es the question of whether we should start to 
bestow this title on any employees who take 
on nontechnical roles such as business devel-
opment lead, medication synchronization 
coordinator, patient engagement lead, patient 
measures lead, and quality control lead. 

The future of technicians will be much 
more diverse and specialized. 

In addition to the existing workforce, the 
pharmacy of the future might include com-
munity health workers, nurses, nutritionists, 
patient navigators, social workers, and other 
ancillary staff with credentials or licenses. 
Skills, such as billing, clinical documentation, 
patient communication, and patient outreach, 
will become paramount. The future is bright 
for pharmacy technicians. ■

TROY TRYGSTAD, PHARMD, PHD, 
MBA, PHARMACY TIMES® 

EDITOR IN CHIEF

About the Author
Troy Trygstad,  PharmD, PhD, MBA, is the executive 
director of Community Pharmacy Enhanced Services Network 
(CPESN) USA, a clinically integrated network of more than 
3500 participating pharmacies. 

Without nonpharmacist staff 
members to support services, 
pharmacists' delivery can 
be expensive, ineffective, 
and inefficient.



Pharmacy Technician

Screening 
criteria for 
pharmacy 
technician 
applications

S
tate Licensure

Ye

ars of Experience

HS Diploma or G
ED

Completed P
ro

g
ra

m

C
er

tifi
 cation (CPhT)

55% 80% 36%

47%
37%

Pharmacy technicians 
have a number of 

responsibilities, often 
requiring advanced skills.

77% Management  
of Inventory

65% Prescription  
Processing

63% Prescription  
Dispensing

64% Technician  
Product Verification

57% Calculation &  
Measurement of Medication

 

Institutions that encourage  
or require certification

Employers that report newly  
certified medical assistants are 
prepared for their job duties

90%

80%

70%

60%

50%

0%
20222020 2021

41%

92% 

n=104

$28,740 $36,740 $47,580

10th% 50th% 90th%

Pharmacy technician salary range

Source: Bureau of Labor Statistics 2021

44% of employers said it’s 
difficult to find qualified  
pharmacy technicians.

44%

32% of employers report  
that pharmacy technicians  

have more responsibility this  
year compared to last. 
That’s 10% lower than 

reported last year. 

32%

Institutions that have career 
growth or laddering programs

2020 2021 2022

59% 53% 44%

National Healthcareer Association (2022). 2022 Industry Outlook



6 pharmacytimes.com October 2022

SPECIAL REPORT: PHARMACY TECHNICIANS

Technicians Play Key Roles in Health Systems
Seventeen Percent Work in Hospital Settings, Including Compounding, Inpatient, 
Medication Reconciliation, and Outpatient Areas
By JENNY PEÑA, CPHT 

With Pharmacy Technician Day on  
October 18, 2022, it is the perfect time 

to look back on when the first technician was 
acknowledged in history, and interesting-
ly, when we do, the name of mystery writer 
Agatha Christie appears. 

We have come a very long way from 
Christie’s time as a technician during World 
War I, when she acquired her knowledge while 
serving in hospital dispensaries.1,2 Now the 
role has expanded into many realms of phar-
macy. Today, technicians are working in set-
tings that range from government to retail and 
that continue to expand.

Just like Christie once did, 17% of  
technicians work in hospital settings.3 Their 
roles include outpatient and inpatient, medi-
cation reconciliation, preparation of nonster-
ile and sterile compounding, and supervising. 
In a hospital setting, having the skills to 
compound can be a wonderful opportunity 
to expand into other areas of pharmacy, such 
as neonatal intensive care units, supporting 
newborn babies, or preparing intravenous (IV) 
compounds for patients with cancer in oncol-
ogy. Other possibilities include:

• infusion settings
• emergency departments (EDs) as medi-

cation history technicians or medication 
reconciliation technicians 

The role of the medication history techni-
cian is to gather the patient’s medication list 
and input it into the chart, so that the attend-
ing physician is aware of current medications. 
It also ensures no new treatments are added 
that could cause drug-drug interactions. For 
patients with stroke arriving at the ED, the 
role of the medication history technician is 
crucial. They verify if patients take blood thin-
ners, so that these do not interact with parts 
of the treatment that may include doses of 
heparin. These steps not only provide valuable 
information to physicians, but also help 
save lives.

In addition to working in hospital settings, 
technicians can serve as pharmacy patient 
advocates or liaisons in clinical settings. Some 
specialty areas they can provide support to 
include cancer, liver disease, rheumatology, 
and transplant centers.

The advocate’s role varies, depending on 
which department or disease state they sup-

JENNY PEÑA, CPHT
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There are so many 
opportunities for technicians, 
and they have the chance to 
make a difference.
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port. Advocates specialize in submitting prior 
authorizations on behalf of providers to obtain 
approval from insurance companies for medica-
tions that are required for the patient’s diagnosis 
or treatment. They also provide financial assis-
tance support by researching available co-pay 
cards, free drugs, foundations, and grants for 
patients who cannot afford the cost of their pre-
scription drugs. This role is an integral part of a 
patient’s ongoing treatment as prescription costs 
continue to rise, which is a financial burden on 
most families and can lead to an inability to pro-
ceed with care. Technicians can lift these financial 
burdens and allow patients to focus solely on their 
health and recovery.

I have had the opportunity and pleasure of 
knowing and working with Will Goode, CPhT, 
at Banner MD Anderson Cancer Center at North 
Colorado Medical Center. He started his journey 
in 1987 as a technician for the Navy. Goode was 
stationed at Naval Health Clinic Corpus Christi, 
where he was a petty officer in charge of inpatient 
pharmacy making IVs. While serving our country 
and patients, he was asked to be on the Texas State 
Board of Pharmacy to help develop programs for 
technician certification. In 1992, Goode start-
ed working as a technician for Lutheran Health 
Network Home Health, preparing antibiotics, pain 
medications, and total parenteral nutrition for 
patients receiving home care. Eventually Banner 
Health bought Lutheran Health, and he contin-
ued his journey preparing IVs for the inpatient 
pharmacy. In 2002, Goode was presented with an 
opportunity to help open Banner Family Pharmacy 
in Windsor, Colorado. He remained there for 2 
years providing support for outpatient services. 
In 2004, Goode was approached with anoth-
er terrific opportunity: to assist Banner Health 
North Colorado Medical Center with a pharmacy 
assistance program to provide technicians with 
the knowledge to identify high-risk patients who 
repeatedly returned to the ED, by giving them 
financial assistance and other resources to obtain 
medications. This program also became part of the 
medication reconciliation program that offered 
technicians the opportunity to work in the ED 
obtaining medication lists from patients, so that 

this information could be added to the medical 
chart for providers to ensure proper treatment 
during inpatient care. In 2010, Goode became a 
technician supervisor for the inpatient pharmacy 
with 18 direct reports, while still running both 
programs for Banner North Colorado.

In 2015, he was offered a pharmacy patient 
advocate role, which allowed Goode to ensure that 
patients had the resources to obtain cancer treat-
ments and did not have to worry about financial 
burdens that accompanied their diagnoses but 
focus instead on their recovery and well-being. 

In this role “each challenge is new and unique, 
and I really like that,” he said. Goode puts his 
patients, staff, and team first. He has developed 
many professional relationships because of his 
technician journey. When asked, Goode said that 
if there was one piece of advice he would give to 
new technicians, it is “never be afraid to try 
something new.”

There are so many opportunities for technicians, 
and they have the chance to make a difference. I 
am so inspired by the many contributions I have 
seen technicians make throughout my time in 
the profession over the past 18 years. I am excit-
ed for what the future continues to hold for this 
wonderful role and how we can make technicians' 
perspectives become an integral part of the phar-
macy profession. I am honored to be able to help 
highlight the tremendous work that technicians do 
every day. ■ 

REFERENCES
1. Doan M. The history of Pharmacy Technician Day. National 

Pharmacy Technician Association. September 29, 2021. Ac-
cessed September 13, 2022. https://www.pharmacytechnician.
org/NewsBot.asp?MODE=VIEW&ID=29090

2. Thorpe V. How Agatha Christie’s wartime nursing role gave 
her a lifelong taste for poison. Guardian. October 21, 2018. 
Accessed September 13, 2022. https://www.theguardian.com/
uk-news/2018/oct/21/wartime-nursing-gave-agatha-christie-
taste-for-poison

3. Occupational outlook handbook: pharmacy technicians. 
US Bureau of Labor Statistics. Updated September 8, 2022. 
Accessed September 13, 2022. https://www.bls.gov/ooh/health-
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About the Author
Jenny Peña,  CPhT,  is the associate director of oral oncology 
pharmacy patient advocacy at Banner MD Anderson Cancer Center 
in Phoenix, Arizona
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PATHWAY

Technicians Perform Vital Role in Academia
Past Next-Generation Pharmacist Technician Honoree Describes Path Educating Others 
Over a 25-Year Career 
By VERENDER GAIL BROWN, CPHT, RPHT, CMTM

Pharmacy technicians perform an advanced, 
vital role in educating new generations of 

technicians to provide exemplary patient care 
in all areas of pharmacy practice. During my  
45 years in various practice settings (my first 
position in the field was held while complet-
ing my bachelor of science in biology), a fer-
vent desire to share all that I had been blessed 
to learn became a burning passion.

Recently, I was asked to describe the career 
path for technicians in academia and in 
other areas. There were pivotal moments that 
enriched my journey.

My first academic institution was a  
proprietary national chain’s pharmacy 
technician program. The requirements for 
employment were a minimum of 5 years’ 
verifiable experience in the field and national 
certification. The 9-month part-time diploma 
and 15-month associate of applied science 
program content were provided by the nation-
al corporate office. Students graduated from 
the program after completing 7 technician 
courses, a professional development/student 
success course, and an externship.

Much as I thought I would never be an 
educator, it was exhilarating because I was 
teaching my passion. What an epiphany it was 
when I realized that I was not merely training 
technicians within my company, which is 
different than teaching them. Rather, I was 
educating technicians to work in numerous 
roles for countless corporate chains, health 
systems, and independent practice settings 
across the nation. It was mind-blowing and 
greater than my initial dream.

Since 2012 it has been a blessing and a priv-
ilege to work in a public school system, where 

individuals must have a minimum of 6 years’ 
verifiable experience and hold national certi-
fication. Higher salaries are offered for higher 
levels of education. 

The 9-month full-time adult program 
begins in August and ends in May or June. 
We also have a 2-year, part-time high school 
program, with a curriculum developed by the 
Florida Department of Education.

Other options to enter academia have 
included Spouses to Teachers and Troops to 
Teachers, which provide resources to help 
aspiring educators with military affiliation 
obtain temporary teaching certificates 
while preparing for full professional 
certification.1,2 In Florida, recent legislation 
passed to expedite a veterans’ program to help 
address the teacher shortage caused by the 
COVID-19 pandemic.

Because requirements to teach vary among 
academic entities and states, individuals 
should research how they might qualify. 
National certification is also required.

Along my journey, I attended the 2008 
American Society of Health-System 
Pharmacists (ASHP) Midyear Clinical Meeting 
and Exhibition in Orlando, Florida. 

There, pharmacist Jan Keresztes, PharmD, 

 VERENDER GAIL BROWN,
CPHT, RPHT, CMTM

Improved workflow and 
optimal patient outcomes occur 
when technicians serve as vital 
members of the health care 
team, across the continuum 
of care.
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who is still the coordinator of the pharmacy 
technician program at South Suburban College 
in South Holland, Illinois, said in response to a 
continuing-education session presenter speaking 
about technician career ladders and training tech-
nicians, “You train animals. You educate people.” 
Her powerful statement was so impactful that it 
elevated my commitment to bring more than mere 
training to my classroom. My students understand 
the “why” concepts and theories behind merely 
what to do and how to do it.

Meeting Christopher Jerry, president and CEO 
of the Emily Jerry Foundation, at that same event 
added another dimension to my passion.1 Little 
Emily lost her life because of a technician’s error 
that the pharmacist did not catch.3 It was her last 
round of chemotherapy for “extra measure” after 
a cancerous mass had been eradicated. Learning 
about tragedy this in 2006 inspired me to teach 
critical thinking. Meeting Emily's father in 2008 
created a deeper connection of commitment and 
passion to teach students to care for patients.

Being active in state affiliates of the  
American Pharmacists Association and ASHP 
also augmented the classroom experience. Both 
curricula have required that federal and state law 
be taught. For many years in Florida, a group of 
dedicated pharmacy technicians has assisted in 
the process of crafting the Florida Administrative 
Code, as pertains to the role of technicians. As 
state members of the Florida Society of Health-
System Pharmacists and the Florida Pharmacy 
Association (FPA), we have used our voices to 
express the needs for our specific careers. 

As retired FPA Executive Vice President and CEO 
Michael Jackson, BPharm, CPh, often says, “You are 
either at the table, or you are on the menu.” Attend 
state board of pharmacy meetings to be part of 
industry solutions.

In 2015, I had the honor of being named the 
2015 Next-Generation Pharmacist Pharmacy 
Technician of the Year. 

This annual award has been sponsored by 

Parata Systems and Pharmacy Times® since 2010.4 
Throughout my years in the pharmacy pro-
fession—including academia—increasing my 
abilities, knowledge, and skills via on-the-job 
projects and volunteering in the community and 
at work enhanced my employers’ procedures and 
processes and my own productivity, generating 
increased income and streamlining workflow. 

My family, other educators and technicians, 
pharmacists, and pharmacy stakeholders from 
across the nation have made a great impression 
on my career, leading me to strive to bring all 
the knowledge, professionalism, and skills at my 
disposal to each of my students every day. All 
this is in the hopes of my graduates providing 
“pharmtastic” care. Improved workflow and opti-
mal patient outcomes occur when technicians 
serve as vital members of the health care team, 
across the continuum of care. What a blessing it 
has been teaching pharmacy technicians. ■
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One thing the COVID-19 pandemic has 
proved is that community pharmacy 

professionals can do it all, even when they are 
short-staffed, stressed, and burned out. 

Many pharmacy professionals feel 
discouraged, underutilized, and undervalued, 
but the support staff often saves the day. 
However, do owners, pharmacists-in-charge, 
and pharmacists stop to think about how the 
pandemic, which increased daily tasks and 
prescription and service needs, has affected 
support staff members? And have they 
considered who really are the support staff 
members and what that even means?

No one is immune to employee turnover 
in this economy, including community 
pharmacies. Increasingly burned out 
pharmacists and other staff members have 
left the profession or taken long-term breaks. 
Many pharmacists have not had sufficient 
time or tools to safely perform their jobs after 
working long hours. In addition, work-life 
balance has suffered, as pharmacists and 
pharmacy technicians went for long stretches 
of time without seeing their families. 
Independent pharmacies were not immune 
to this. The results of 1 survey showed that 
68% of independent pharmacies struggled 
with turnover and had difficulty filling staff 
pharmacist positions.1

In a 2022 national survey of more than 
20,000 technicians conducted by the 
Pharmacy Technician Certification Board, 
findings showed that approximately 25% 
of technicians who reported leaving the 
profession said they would have continued 
working if not for pandemic stressors.2 
Pharmacy managers and owners should 
be able to serve patients and support staff 
members at the same time. Supporting staff 
members can help mitigate burnout and lead 
to providing a quality level of health care to 

patients, and this is the ultimate goal. 
Maintaining a work culture based on 

teamwork can reduce levels of turnover within 
a pharmacy later on. 

So what are support staff and how can 
pharmacies support them? The definition of 
support is to bear all or part of the weight. 
Historically, clerks, delivery drivers, office 
staff, and technicians were seen as additional 
personnel within the pharmacy, instead of key 
supports of its functionality.

Imagine getting to the end of a puzzle and 
finding a missing piece. The puzzle is not 
complete, and that will cause frustration. 
Supporting the entire staff by building a 
culture of respect and opportunities for 
growth, support, and trust, as well as investing 
in employees financially and professionally, 
is important.

The US population has many health care 
needs, which requires an all-hands-on-
deck approach in pharmacies. According 
to findings from a 2020 study, 51.8% of US 
adults had at least 1 of 10 selected chronic 
diseases and disorders and 27.2% had 
multiple chronic diseases and disorders, 
as of 2018.3 

These included arthritis, asthma, cancer, 
chronic obstructive pulmonary disease, 
coronary heart disease, diabetes, hepatitis, 
hypertension, kidney disease, and stroke.

Encouraging teamwork in the pharmacy is 
essential to successfully meet this anticipated 
demand. Pharmacists must be prepared to 
tackle this need, and they will be ready if they 
change their mindset and culture.

The easiest place to start is changing views 
about which tasks support members are 
capable of doing. 

Giving them opportunities to elevate their 
jobs will bring about responsibility and long-
term careers. Pharmacies should collaborate 

Challenge Owners to Define Support Staff
With Burnout Rampant, Pharmacies Must Find Ways to Engage, Motivate, and Reward 
Pharmacy Team Members
By MEREDITH AYERS, CPHT

MEREDITH AYERS, CPHT

EFFECTIVE
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with staff members to identify services they can provide that 
do not require a pharmacist’s attention or supervision. 

Allowing them to create programs and maintain them 
will meet the needs of both patients and support staff. There 
are so many possibilities to build the pharmacy business 
outside dispensing while nurturing the staff’s engagement.

Owners and pharmacists should establish this new 
mindset and let go of old practices. Finding the cheapest 
labor will not cut it. 

The saying “you get what you pay for” is truer than ever. 
To obtain dedicated, dependable, and motivated staff 

members, pay them what they are worth. As an extension 
to pharmacy marketing, use a similar budget in the sense 
that these professionals will be the face of the pharmacy and 
represent the business on various levels. 

That investment up front will help you retain good 
employees, obtain talented new workers, and keep the 
pharmacy current and always evolving.

Finding these excellent opportunities with the staff begins 
with how the pharmacy attracts them. 

When hiring new employees for support staff roles, take 
a look at recruiting practices. Reflecting on previous hiring 
techniques for nonpharmacist positions is a great start. 
If a job listing contains terms such as “customer service 
oriented,” “dependable,” or “dedicated,” try descriptors such 
as “accepting of challenges,” “career oriented,” “flexible,” 
“patient care centered,” and “skilled.”

Do not be reluctant to interview individuals without 
a pharmacy background. Investing in the education and 
training of a willing potential employee will enable you to 
gain a new pharmacy team member who strives to meet 
the cultural values the pharmacy holds. Remember to 
engage staff members in the conversation. Set goals that are 
short- and long-term. Having a vision in mind will spark 
initiative. Gone are the days of solely providing prescription 
medications in community pharmacies. Use technicians to 
implement cash-based services, such as front-end products 
or medical equipment. Evaluate their interest in taking on 
long-term projects and maintaining them, such as being 
the team lead on pharmacy inventory management or 
implementing a better prior authorization process. 

These types of ideas will strengthen the business, the care 
provided to patients, and the pharmacy team.

Some pharmacies worry that they cannot afford to 
move high-achieving technicians away from their primary 
positions, but the truth is they cannot afford not to. 

Without providing opportunities for growth, the 
pharmacy will lose these employees to burnout or 
competitors. Allowing high-performing technicians to 

manage other employees and projects is good for retention; 
it enables them to mentor new ones and be the pharmacy’s 
support system. 

A study of 200,000 employees found that the No. 1 factor 
related to job satisfaction was feeling appreciated 
and valued.4 

Do not underestimate team members. They have 
approaches and ideas that might be different or 
unconventional. It is important to remember that the 
support staff live the processes every day. 

They see firsthand the day-to-day potential of the 
pharmacy and genuinely want to improve teamwork to 
benefit patients and the team. 

They must work together for newly generated ideas to 
work. Allow for a different and new approach and see the 
pharmacy culture come alive and unlock the potential for 
business and patient outcomes.

Those who want to stand out need a successful business 
environment to provide the best care possible for patients, 
but also to jump into other endeavors. The support staff is 
the pharmacy’s best feature, so show them off. Pharmacy-
employed delivery drivers are driving around with a 
company billboard all day long. Educating clerks and 
delivery drivers is a huge asset.

Delivery drivers may be the only point of contact patients 
have with their pharmacies, whether they are home-
bound or not within driving range. The drivers can do all 
nonclinical tasks if they receive proper training. Provide 
business cards, marketing materials, and quick elevator talks 
so they can answer questions, promote pharmacy services, 
and relay information back to the pharmacy.

Marketing is a huge opportunity for all types of support 
staff members. Pharmacies can assign an enthusiastic staff 
member, such as a technician, to organize smaller marketing 
goals and implement ways to meet them. That could mean 
creating social media content for health awareness months 
or designing hard-copy promotional material.

When I began my pharmacy career in 1998, I was a 
sophomore in high school and landed a job as a clerk in 
my small town local independent pharmacy in Virginia. 
Technician positions were considered good after-school jobs 
for students and viable options for a reliable hometown job 
after high school. After moving to Richmond, Virginia, in 
2002 to attend school, I realized that I missed interacting 
with people in the community and using my critical 
thinking skills to help them.

Independent community pharmacy is a small world. 
With a favor called in by my hometown pharmacist and 
previous boss, I became a technician trainee at a booming 
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independent pharmacy in Richmond and obtained my 
Pharmacy Technician Certification Board certification in 
2004.

The opportunity to work for great independent 
community pharmacies led me to education and 
experiences that furthered my path in a nontraditional 
technician role. 

This taught me to review my expectations of technicians 
and get a feel for what they are able and willing to take on. 

Support staff members are more than their job 
descriptions. In my case, amazing mentors who recognized 
this early on gave me ideas and projects to implement that 
kept me engaged with helping patients and loving what I 
did. Allowing me to have autonomy and listening to my 
ideas and opinions defined the unique pathway to make 
pharmacy and being a technician a career instead of a job. ■
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These 3 Areas Are Ripe for Legal Changes 
Modifications Related to Final Product Verifications, Immunizations, and Remote Work 
Loom on the Horizon for 2023
By DEEB EID, PHARMD, RPH

The pharmacy profession is at a crossroads, 
and the past 5 years are proof that an evo-

lution is occurring. 
As most of society continues to experience 

economic uncertainty, supply chain challeng-
es, and workforce shortages, legislators and  
state boards of pharmacy have been dealt a 
fascinating hand of cards. One major question 
among rule and lawmakers has been, “What 
can we do?” 

For pharmacy, challenges and pressure 
continue to mount across the country. The 
roles of pharmacists, students, and technology 
continue to evolve, and pharmacy technicians 
play a critical part with patients and teams. As 
legislators and state boards of pharmacy climb 
uphill, there is movement toward solutions, 
progress, and wins, as seen nationwide. 

Although many law and rule changes have 
occurred and will continue to do so, what 

follows are the top 3 areas of opportunity 
for impactful law changes in 2023 for 
technicians.

Technician-administered immunizations. 

Prior to the COVID-19 pandemic, 3 states, Idaho, 

Rhode Island, and Utah, led the way with chang-

ing laws, rules, or standing orders to allow tech-

nicians to administer immunizations. Drastic 

changes are seen when looking at a map and 

comparing 2019 and 2022.1-4 As of August 2022, 

20 states have made changes or have allowances 

for technician immunization administration, 

and 7 are pending additional changes (Figures 
1 and 2).1-4 Multiple states have enacted perma-

nent legal or rule changes related to technician 

immunization administration in 2022. They are 

Arkansas, Delaware, Florida, Iowa, Louisiana, 

North Carolina, and North Dakota. Alaska, 

Illinois, Indiana, Tennessee, and Wyoming have 

DEEB EID, PHARMD, RPH

REGULATORY

FIGURE 1. 2022 Pharmacy Technician Administration of Immunizations Legal 
Landscape

Figures provided by Deeb Eid
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passed statutes and are waiting on rules to be written by state 

agencies. Others such as New Hampshire and Virginia have a 

bill or rule that goes into effect later this year. What about the 

remaining states? Many state legislative and regulatory barriers  

were removed by the enactment of the Public Readiness and 

Emergency Preparedness Act5 that is set to expire in 2024, so 

time will tell if these states follow suit with permanent changes. 

Regardless, empowering technicians with this role has been 

shown to increase accessibility to vaccines.6-9

Remote work and work-from-home allowances. As pharma-

cies across the nation continue to face staffing, volume, and 
workload challenges, it is imperative to ensure that the dis-
tribution tasks are maximized.10 There are some responsibil-
ities and roles, such as adjudication, answering phone calls, 
billing, and data entry, that can be completed remotely. To 
help relieve workload, reallocation of tasks to technicians 
who are working remotely with proper privacy and security 
is key. The pandemic forced lawmakers and regulators to 
keep open minds about emergency statutes and executive 
orders that opened the doors for remote work in many 
states. Twenty-five states have laws or rules that allow for 
remote work for technicians to varying degrees (Figure 3).11 
Alaska, Arizona, Colorado, New Mexico, and North Carolina 
have specific language addressing the topic. Maine and 
North Dakota have issued or addressed rules related to tech-
nician immunization admistration during boards of phar-
macy meetings, as opposed to enacting permanent changes 
or rule changes to explicitly allow remote work.11 

Final product verification. This is also known as accuracy 

checking, tech-check-tech, or technician product verification. 

As pharmacies continue to experience an increase in overall 

prescription volume and as the population continues to grow, 

challenges arise with keeping up. The rise of central fill, kiosks, 

mail-order pharmacies, and automated medication devices all 

involve evolutionary automation and technology that assist 

with the technical tasks of dispensing. Yet pharmacists across 

the country still must juggle many tasks.10 Final product verifi-

cation involves comparing the dispensed product against infor-

mation in the computer system and using bar code scanning 

technology to enhance safety. More than 25 citable publication 

studies over 40-plus years have shown that technicians who 

are trained on the task can match the accuracy rates of pharma-

cists.12-15 Delegation of this task to a technician frees up phar-

macists to focus on clinical tasks. California, Kansas, Kentucky, 

Montana, Utah, and Washingon allow technician product ver-

ification only in health system or institutional settings. Other 

states, such as Arizona, Iowa, Michigan, North Dakota, and 

Oregon, have moved away from limiting this role to a particular 

setting (Figure 4).12-15 

As the profession continues to face challenges,  
empowering technicians through enhancing their  
education, certification, training, and roles adds critical and 
dependable skills to pharmacy teams. As technicians take on 
more responsibilities, roles, and tasks, increasing their com-
pensation from an average of $17.66 per hour and $36,740 
per year16 will be imperative. 

FIGURE 2. 2019 Pharmacy Technician 
Administration of Immunizations Legal Landscape

FIGURE 3. 2022 Pharmacy Technician Remote 
Work Allowance Legal Landscape
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Great opportunities await in 2023 for advocacy  
efforts to ensure that patients are safe, that pharmacy teams 
feel less pressured, and that we maximize our opportunities 
for change. ■
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2 0 2 2  T E C H N I C I A N  F I N A L I S T S

SOURCE OF INSPIRATION
I selected pharmacy as my career because 
I have a genuine interest in helping 
others, a desire to resolve problems, and a 
determination to overcome any obstacles.

GREATEST ACHIEVEMENTS
1. Successfully training others
2. Coming up with efficient methods 

and tools to help save time
3. Aiding in the efficiency of employee 

training and system processes
4. Processing prescriptions in a timely 

manner to help ensure patients 
receive medication by needs by date

5. Being trusted and recognized by 
peers and leadership at AllianceRx 
Walgreens Pharmacy

6. The last and the most rewarding 
achievement is feeling accomplished 
and satisfied with my work at the end 
of the day

PERSONAL PHILOSOPHY
Stay focused and believe in yourself. 
Trust your own abilities and judgments. 
Give 100% in everything you do. Treat
others the way you want to be treated. 
Always think positively. Think ahead to 
prevent problems and errors. Be the
solution when at all possible.

VISION FOR PHARMACY
My vision for the pharmacy profession is 
that pharmacy will continue to evolve 
and become specialized to fulfill the
patient’s current health needs. The 
pandemic opened the door to 
opportunities for pharmacists and 
pharmacy technicians to help patients 
in ways that were new and involved, 
making changes to processes and 
how care is delivered.

SOURCE OF INSPIRATION
Being able to work in a profession 
centered around math, science, and 
problem solving, while providing direct 
patient care and creating connections 
with people in the community.

GREATEST ACHIEVEMENTS
Receiving the Everyday Hero award 
from my company, which is the 
highest recognition acknowledging 
employees who go above and beyond 
for our patients, colleagues, and  
clinic entities.

PERSONAL PHILOSOPHY
Treating every day as a fresh start to be 
better, do better, and always go above 
and beyond in both my profession and
personal life.

VISION FOR PHARMACY
To put a system in place where patient 
care, health, and advocacy not only 
become a priority to the providers, 
but the patients themselves do and to 
reduce the noncompliance rate.

SOURCE OF INSPIRATION
I was able to work in the pharmacy 
for a big-box store and became CPhT 
certified in 1999. Helping people 
understand their medications and how 
they worked was my driving force to 
learn and inspire myself to become a 
better technician.

GREATEST ACHIEVEMENTS
One of my greatest achievements in 
pharmacy was becoming a certified 
pharmacy technician or (CPhT) in 
1999. Then under the PREP Act of 
2020, I felt driven to become certified 
under state and federal law as a 
certified vaccinator in 2021 to help the 
pharmacists with the incredible load 
of COVID-19 vaccines. Establishing 
a successful Med Sync program has 
also been fulfilling, and being able to 
help patients in a positive way with 
prescription pickup on the same 
day of each month has been a 
great success.

PERSONAL PHILOSOPHY
My personal philosophy is to make 
sure the pharmacy runs as smoothly as 
possible and that all tasks are done to
allow pharmacists to counsel patients. 
I always strive to do my best to make the 
customer experience in our store the 
best it can be, for the sick family, kids, 
and even 4-legged friends.

VISION FOR PHARMACY
My vision is that the new compliance 
and automation programs free up time 
for pharmacists and technicians to 
spend more time with patients. I want 
to get to know patients and give them 
the excellent care, customer service, 
and expertise they deserve.

MAGDALENA FRON,
CPHT

SHAYLA SMITH,
CPHT

SHERRY WADE,
CPHT

AllianceRx Walgreens Prime Avita Pharmacy Baileyton Drug Company



Celebrating National Pharmacy Technician Day
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Pharmacy Technicians are recognized for playing a vital part in pharmacies, 
helping both patients and pharmacists. Pharmacy Times celebrates all  
Pharmacy Technicians for their dedicated service and assistance with  
helping to provide their patients with top-tier health and safety service  
in their community. 

Learn more about resources for 
Pharmacy Technicians: 



One partner for independent pharmacy 
technicians at every step of the way.
Pharmacists spend only 21% of their time performing non-dispensing 
duties instead of providing clinical services.1 With a partner like NHA, 
your technicians can be prepared to step in and free up your time. 

Competency 
reporting 

Industry
advocacy

On-demand 
pharm tech 
training 
resources

CPhT study 
tools

CPhT credential
(ExCPT® exam)

1 NACDS, Pharmacy Technician Role Expansion: An evidence-based position paper, 2018. Copyright ©2020 Assessment Technologies Institute, L.L.C. All rights reserved.

NHA empowers your technicians with end-to-end support before, 
during and after certification.
 

• Online, interactive training resources accessible from any internet-connected device

• CPhT certification and study materials

• Helpful insights into technicians’ competencies so you can count on them with confidence

• Partner in advocacy for the pharmacy technician workforce

To learn more, visit: nhanow.com/pharmacytimes or contact 
Stacy Abernethy, Pharmacy Relationships Manager, at 913-226-7437.


