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Learning Objectives

1. Identify and name three different innovative pharmacy technologies that can be
implemented into operations and workflow.

2. Describe one method of cybersecurity best practice that a pharmacist or a technician can
keep in mind and utilize every day at the pharmacy when using new technologies and how
that will help to protect patient information.

3. ldentify one important safety best practice to always deploy in a pharmacy when
introducing new technology for use in patient care.

4. Name one certification that college of pharmacy students and pharmacy
technicians/pharmacy technician students can obtain to help them with a path to a
pharmacy technology professional role.




Introductions

Michelle A. King, PharmD, RPh

CEO/ Owner
Pharmacy Premier [ Mortar & Pestle Media

Background

* PharmD - University of .
Toledo (Toledo, Ohio)

* ASHP Pharmacy Informatics .
Certification

» ASHP Atrtificial Intelligence .
in Pharmacy Certification .

 Certified IT Software .
Analyst (EHR)

» Senior Project Manager .

Experience

Outpatient pharmacist,
pharmacy manager
Clinical informatics
pharmacist

Project manager

IT&S Analyst
Interfaces/Integrations
Analyst

Implementations Specialist

Community and Professional Outreach

Pharmacy Informatics APPE/IPPE
Dual MBA Business Program APPE
Fastpitch softball coach

Company Philanthropy - advancement of pharmacy informatics

opportunities for colleges of pharmacy




Pharmacies run best using Technology....

....but who best runs the Technology?




Pharmacist Informaticist

Who are they?
How do they end up in IT roles?
What does it take fo be one?

Pursuit of Paths Training & Embracing Innovation
» College of Pharmacy » ASHP Certifications -
Students - IPPE/APPE Pharmacy Informatics,
Rotations Artificial Intelligence
* Internship « APPE Rotations
« Shadowing » Software analyst
» Networking certifications
 Informatics Masters * Learning the IT&S
Programs and Residencies languages
» Ask the questions! « Embracing innovation in the

healthcare space

Opportunity meets Ambition

* Apply for the job!

Drive the changes forward without creating barriers

Remove the barriers and exist outside the boxes (all of them)
Take the opportunity to learn the industry and best practices
No shame in asking “how do |  do this ?”




What kinds of technologies can be
Implemented fo make pharmacy operations
efficient, Improve qualily of care, and
deliver first class patient experiences?




Innovative Tech Solutions for Pharmacies

Patient Engagement

Tech Solutions

MOBILE APP
INFORMATION AND
INFO REQUEST PUSH

RX READY STATUS
TRANSPARENCY

INTERACTIVE
PATIENT FACING
APP SOLUTIONS

\_

Inventory Automation
Supplier Interfacing

EDI INTERFACES

PREDICTIVE
FORECASTING

INVENTORY MGMT
DEVICES

SOFTWARE
AUTOMATION

M2B Mobile
Delivery Gear and
Payment Devices

OPS & WORKFLOW
SUPPORTING
HARDWARE OPTIONS

MOBILE SECURITY
AND DIVERSION
PREVENTION
STRATEGIES

SOFTWARE
CONFIGURATIONS




Patient Engagement Technologies

Artificial Intelligence Apps & Infegrations

» Al-Generated Patient Assistance Apps and Solutions
o Need to talk to pharmacist pathways
o Refilling RXs and Adherence Support
o How do L...?

 ChatBots (trained ones)

EHR Functionalily Leveraging & Customizations

* Telehealth Visits with Clinic Pharmacists
 Video Education for Patients (administration
technique demos, branded internal content)

Mobile Phone Campaigns

» Patient Satisfaction Survey On Demand/Automated
» Patient Service and Support Portals/Apps
« Branded Custom Solutions and Experiences




Patient Engagement Technologies

Considerations

» Responsible use of Al technologies
« HIPAA and PHI Regulatory Compliance
 Clinical Judgement and Decision Making

Patient Impact and Positive Oufcomes

« Convenience Factor

« Adherence, ADE Awareness/Mitigation, Education
« Support and services availability 24/7/365

« Quality of Care and Increased Provider Awareness

ROl and Business Growith

* Patient Retention
» Patient Satisfaction Scores
* Accreditations, Brand Awareness, RX Volumes




Inventory Tech Strategies for Success

Optimizing via Tech and Processes

Interfaces with Inventory Suppliers

Implementing direct interfacing with supply vendors allows for auto-ordering
based on parameters that can be set per site.

RESULT IS ACCURACY.

Predictive Forescasting & Software Automation

Using available automation and Al predictive technology, pharmacies can avoid
manual inventory purchasing and move to automated purchasing.
THINK - FLU SEASON VACCINE ORDERS.

Devices for Tracking, Processing, and Counting

Devices can and should be used for all of the following activities:
- . . lo
Receiving scans, cycle counts, annual inventories, returns. !

MANDATORY DEVICE USE PROTECTS THE PHARMACY ASSETSUO);



Inventory Tech Strategies for Success

ROI and Operational Impact

Ops Workflow and Purchasing Efficiencies

O
&

Revenue Growth via On-Hand Cost Reductions
Immediate revenue growth directly proportional to decrease cost of on hands -
realized through tight control of inventory and purchasing.
RESULT IS GREEN METRICS ON YOUR PROFIT LOSS REPORT OUTS.

Reducing Diversion Risks and Shrink Percentage

Knowing what is in stock and what should be on the shelf is critical to
excellence in shrink and prevention of diversion. Automation and technology

Reduced time on manual receiving, manual ordering, and time spent figuring

out what and how much to order.
STAFF CAN BE REDEPLOYED TO HIGHER VALUE TASKS.

assist where humans may fail. |

USE TECHNOLOGY TO PROTECT YOUR STAFF AND THE DRUG STOCK.,



Meds to Beds (M2B) Innovation

SR Hardware and Device Types to Support

..... Operational Logistics of Pharmacy -to-Floor Workflows

Compact Mobility Solutions:
Custom carts, touchscreens, sig capture

Point of Sale and Patient Charge Accounts:

Mini Device Utilization including Printers

Accessories for Successful Transactions:
Enhancing the Patient Experience




Meds to Beds (M2B) Innovation

S Security and Diversion Considerations

..... for Pharmacy Mobile Deliveries

Security Features and Positive ID:
Badge taps, biometrics, backup locking

System Leadership Collaboration:
Formal P&P for Carts, Processes, Storage

HIPAA and PHI Regulatory Compliance:
Solutions and Policies to Protect Patients



Meds to Beds (M2B) Innovation

SRR Setting Up to Succeed in M2B through

..... Leveraging Software to Support De -Centralized Ops

Dispensing Factors and Patient Safety:
Staff Communication and Awareness

Cross-Departmental Collaboration:
Nursing, Pharmacy, IT&S

Electronic
Health Record

Custom Configurations and Automations:
Using EHR/PIS for Max Efficiencies

-----




Brian Jones, MHA

Director of Pharmacy Business

Operations and Ancillary Services,
UH Meds




Operational Excellence through Pharmacy Technology

BUSINESS PAIN POINT

Revenue Cycle & Reconciliation
Challenges

- Underpayments & denials

- Manual claim follow -up

- Fragmented payer systems

Patient Engagement & Access
- Barriers to therapy

- Accreditation requirements
(URAC/ACHC)

IT & Analytics Gaps
- Data silos

- Limited visibility for leaders

USE CASE

Established standardized payer price tables

and reconciliation workflows

- Created ACH claim -to-payment matching

- Built work queues for follow -up

- Unified this into a single source of truth across 13+
pharmacies

Built CRM-driven, multi -modal outreach (text,
phone, app, IVR)

- Integrated claims, call recordings, and patient
tracking

- Provided a single source of truth  for payer
contracts and quality audits

- Designed dashboards linking CRM,
Epic, finance, and specialty data

- Delivered standardized reporting as
a single source of truth for leaders

and payers

BUSINESS IMPACT

Faster reimbursement, reduced
revenue leakage, transparent P&L,;
leaders can trust one view of
claims and payments

Improved adherence, secured
exclusive payer contracts, maintained
accreditation compliance, and
enhanced patient satisfaction

Real-time transparency into
drug expense, revenue,
contract performance; better
business decisions

B

Pistricily



BUSINESS PAIN POINT

USE CASE

Operational Excellence through Pharmacy Technology

BUSINESS IMPACT

Scalability & Agility
- One-off solutions
- Cost constraints

Compliance & Accreditation
Pressures

- URAC/ACHC readiness

- Audit risk

- Applied standard operations
models that scale across 13+
pharmacies

- Built agile CRM overlays
and integrated data hubs

- Embedded accreditation standards
into CRM workflows

- Automated documentation,
intervention logs, and quality

tracking

- Ensured all compliance data flows
into a single source of

truth

Enterprise -ready, cost -
effective infrastructure;
“‘do more with less” while
maintaining quality

Audit readiness,
stronger payer trust,
competitive advantage
In contract
negotiations




Joshua Soppe,
PharmD

Epic IT&S Pharmacy Analyst
Kettering Health




Pharmacy Informatics

Implementations,

Best IT&S Practices

Full life cycle
workflow mapping

PHI Protection
and Security

Third Party
Integrations

Clinical Decision
Support (CDS)

/

Data Analytics,
Reporting, Self
Service Tools

Metadata Capture
Rapid SQL Querying

Real Time
Dashboards

Self Service Tools
which Empower
Clinicians

- Key Concepts

What Can | Help

with as a
Pharmacist?

PHI Best Practices
CDS Tool Embedding

EHR Architecture and
Integration

Transforming data
into actionable
insight




‘ Natalie Park,

PharmD

CEO and Co-Founder
Pharmesol




Al That Thinks Like Your Team:
Reads queues, initiates and completes tasks,
write patient and fill notes, updates queues

e o o o o F o i r W g T e, e e e e e
------------------------

1.Navigate | ' 2.Document 4. Document |
and retrieve obtained 3. Make an the result of |
information | | information outbound call . the call
from a webpage and update in PMS
status in PMS ' _ '




How the Al assistant “thinks”

How does your team member currently know
which patient to call about what?




How sophisticated can it get?

Do you have different shipping options based different criteria such as zipcode, time of
day, type of medication, etc.?

... .. Do you require signature at delivery for any particular medications? Ll
Do you want to ensure multiple medications are sent to the patient in one shipment?
Do you have restrictions on which states you can ship to?
If patient declines due to cost, do you have resources to offer?

Do you need to ask for the next injection date?

Do you have cold ship items?




Automating pharmacy tasks and workflows

----- Leveraging information sources such as pharmacy management system, pharmacy SR

----- specific workflows and policies, FDA labels, and custom knowledge library. cee

Using large language models with other system components to automate phone
calls and messaging for pharmacy teams.

Pharmacies benefit from supporting large volume of calls at the same time,
providing 24/7 concierge  -like experience with after -hours availability, increased
touchpoints, and patient satisfaction.




Scaling what people alone cannot

+14% -50%

Refill rate Inbound call volume

Generate additional revenue through Free up staff for urgent and high-value
Increased efficiency and throughput. tasks to improve quality & speed of
pharmacy services.

+86% +82%

2-day payment rate for delivery 1-day pick up rate

Get payments faster and expedite the Reduce abandoned prescriptions and
dispensing workflow. iImprove medication adherence.




Where to Start

What calls do we get over and over again?

— These are ripe for automation.

Which calls are blocking our workflow?
— These are your biggest pain points.




Hard for technology

€ >
Easy for human Hard for human

 Call the patient immediately when information enters the
system

 Predict optimal call times for highest pickup rate

« Always document the reason for refill cancellation in
standardized categories

« Consistently capture and verify all required information (e.g.,
allergies, consent)

 Make 100 calls at the same time

v

Easy for technology




Thank You!

Michelle A. King, PharmD Brian Jones, MHA Joshua Soppe, PharmD Natalie Park, PharmD

michelle.king@pharmacypremier.org brian.jones2@uhhospitals.org joshua.soppe@cdsrx.com natalie@pharmesol.com



Self Assessment Question #1:
What is the best method to implement a new technology in the

pharmacy?

a.) Implement it without a formal project plan and handle issues affer they come up.

b.) Write formal policy and procedure for the software use affer the go live and see if it
works out ok for everyone.

c.) Determine future state operational goals and needs prior to kicking off the
implementation, to ensure the outcomes are optimal and well planned for.

d.) Choose the cheapest vendor available, even 1f they don’t have the best software.




Self Assessment Question #2:
What is a good approach fo identifying a good candidate for Al
auftomation?

a.) For a highly complex clinical judgment type of task

b.) A task with fuzzy ownership and many handoffs that the team can't clearly map.

c.) A task needing frequent human oversight across many different departments.

d.) A task where tech has a structural edge (high-volume, 24/ 7, low-variance).

¢.) Just automate everything, all at once!




Self Assessment Question #3:
Which of the following is NOT required in regard to implementing new

technology in the pharmacy?

a.) Ensuring adequate personnel to implement, maintain and operate the technology.
b.) Ensuring proper and adequate privacy and security measures exist.
c.) Ensuring that all state and federal laws are followed.

d.) Ensuring that the technology company vendor submitted the lowest cost bid for the
institution.




Session Code (ﬁ

NABP® and NABP Foundation are accredited
by the Accreditation Council for Pharmacy

Accreditation (ACPE) as providers of
continuing pharmacy education (CPE). ACPE

V7 H F provider number: 0205.

Questions about submitting your claim?

1.5 contact hour O 15 CEU) Please contact CPE@nabp.pharmacy.
0205-9999-25-108-L04-P
0205-9999-25-108-L04-T

Claims must be submitted by November 10, 2025.
https.//nabp.pharmacy/claimcpe

Copyright © 2025 National Association of Boards of Pharmacy® (NABP®) NABP
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