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Introduction
How are we connecting?

With the current landscape, Pinnacle has been contacted by many pharmacies to 
help them connect with their Prescribers and Patients like never before.  This got 
us wondering how everyone is currently connecting?  Has this changed since 
Covid-19?  We asked Pharmacies to provide a simple yes and no answer to a few 
questions. We were fortunate enough to have 517 pharmacies respond.  The 
following pages will present the survey information to you. We hope it is at least 
helpful, if not insightful. 



 Patient Communication

The Patient communication satisfaction dropped during Covid. Some reasons 
that were given were: increased business led to less time to devote to contacting 
patients, patients were answering our calls less than normal, we had a lot of 
requests for products that took a lot of time to source. 



 Prescriber Communication
The Prescriber communication satisfaction also dropped during Covid. Some 
reasons that were given were: Some Prescribers were seeing less patients so 
communication decreased with many offices, calls and faxes seemed to be 
delayed from the usual response times, staffing issues caused a backup in 
reaching out to prescribers.



 Sales and Marketing
The Sales and Marketing satisfaction dropped during Covid. The majority of the 
responses surrounded the disruption in being able to visit Prescribers and their 
staff in the offices as the reason for the drop in satisfaction. 



  Email 
Email responses excluded automated emails to Patients and Prescribers 
surrounding refill requests, new Rx pickup, etc. This questions was surrounding 
custom on demand content and communication surrounding your pharmacy, 
products, services, change in business hours and delivery services, e-commerce, 
etc. 



  Text 
Text responses excluded automated emails to Patients and Prescribers 
surrounding refill requests, new Rx pickup, etc. This questions was surrounding 
custom on demand content and communication surrounding your pharmacy, 
products, services, change in business hours and delivery services, e-
commerce, etc.



  Journeys
Patient Journeys were defined as 3 or more emails/text messages with specific 
medication/disease state management, nutrition/supplement support, and education. 

Prescriber Journeys were defined as 3 or more email/text messages surrounding 
Prescriber specialty specific pharmacy education, services, and support. 



Thoughts

The Covid-19 drop for multiple responses was expected.  In these 
unprecedented times, no one could have planned for what transpired.  
Pharmacies were one of the fortunate businesses that were able to stay open 
and support their communities. 

Pharmacies have a great opportunity to become a digital resource for their 
patients and prescribers moving forward. Implementing the right technology 
will be able to provide this without having to invest a lot of time and money. 

Pharmacies who are implementing Patient and Prescriber Journeys will position 
themselves more favorably than others for the transition to value based care. 


