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PHARMACEUTICAL CARE
Survey after survey has reported that pharmacists are America’s most trusted
professionals. They are increasingly being recognized for their direct participation
in medication management as: discriminating resources of information and
counselors on behavior that benefits patients.

Pharmaceutical Care: Insights from Community Pharmacists introduces the
conceptual framework for pharmaceutical care, demonstrates how to apply
economic, business, and societal models to better understand pharmaceutical
care, and examines the trends in healthcare that drive it. The authors wrote the
book to be a motivating influence and resource for those wishing to better
understand the new patient-centered roles being advocated by pharmacy leaders.

Vignettes and interviews are the real strength of this book, bringing you the
insights of selected practitioners who were among the first to develop
pharmaceutical care services. Through the interviews, you will follow these
pharmacists down paths of passionate commitment to helping their patients. The
authors tie it all together by outlining a seven-step process based on these
professionals’ innovative pharmacy practices in community settings. The authors
also explore an experience-based, medical care model on which the future of
community pharmacy may depend.

Features
• Offers a practical introduction to pharmaceutical care in all practice settings

• Details in simple terms how to begin a pharmaceutical care practice

• Includes intensive interviews with nationally recognized
pharmaceutical care practitioners

• Outlines a seven-step process demonstrating how to build an
innovative pharmacy practice



PHARMACEUTICAL
CARE:

fromINSIGHTS
COMMUNITY
PHARMACISTS



Pharmaceutical Care: Insights from Community Pharmacists
William N. Tindall and Marsha K. Millonig

Essentials of Law and Ethics for Pharmacy Technicians
Kenneth M. Strandberg

Essentials of Pharmacy Law
Douglas J. Pisano

Essentials of Pathophysiology for Pharmacy
Martin M. Zdanowicz

Pharmac y: What It Is and How It Works
William N. Kelly

Pharmacokinetic Principles of Dosing Adjustments: Understanding the Basics
Ronald Schoenwald

Strauss’s Federal Drug Laws and Examination Review, Fifth Edition
Steven Strauss

Pharmaceutical and Clinical Calculations, Second Edition
Mansoor Khan and Indra Reddy

Inside Pharmacy: Anatomy of a Profession
Ray Gosselin, Jack Robbins, and Joseph Cupolo

Understanding Medical Terms: A Guide for Pharmacy Practice,
Second Edition
Mary Stanaszek, Walter Stanaszek, and Robert Holt

Pharmacokinetic Analysis: A Practical Approach
Peter Lee and Gordon Amidon

Guidebook for Patient Counseling
Harvey Rappaport, Tracey Hunter, Joseph Roy, and Kelly Straker

 CRC PRESS
PHARMACY
EDUCATION
 SERIES



CRC PR ESS
Boca Raton   London   New York   Washington, D.C.

WILLIAM N. TINDALL
MARSHA K. MILLONIG

PHARMACEUTICAL
CARE:

fromINSIGHTS
COMMUNITY
PHARMACISTS



CRC Press
Taylor & Francis Group
6000 Broken Sound Parkway NW, Suite 300
Boca Raton, FL 33487-2742

© 2003 by Taylor & Francis Group, LLC
CRC Press is an imprint of Taylor & Francis Group, an Informa business

No claim to original U.S. Government works
Version Date: 20150324

International Standard Book Number-13: 978-1-4200-1029-9 (eBook - PDF)

This book contains information obtained from authentic and highly regarded sources. While all reasonable 
efforts have been made to publish reliable data and information, neither the author[s] nor the publisher can 
accept any legal responsibility or liability for any errors or omissions that may be made. The publishers wish 
to make clear that any views or opinions expressed in this book by individual editors, authors or contributors 
are personal to them and do not necessarily reflect the views/opinions of the publishers. The information or 
guidance contained in this book is intended for use by medical, scientific or health-care professionals and is 
provided strictly as a supplement to the medical or other professional’s own judgement, their knowledge of 
the patient’s medical history, relevant manufacturer’s instructions and the appropriate best practice guide-
lines. Because of the rapid advances in medical science, any information or advice on dosages, procedures 
or diagnoses should be independently verified. The reader is strongly urged to consult the relevant national 
drug formulary and the drug companies’ and device or material manufacturers’ printed instructions, and 
their websites, before administering or utilizing any of the drugs, devices or materials mentioned in this 
book. This book does not indicate whether a particular treatment is appropriate or suitable for a particular 
individual. Ultimately it is the sole responsibility of the medical professional to make his or her own profes-
sional judgements, so as to advise and treat patients appropriately. The authors and publishers have also 
attempted to trace the copyright holders of all material reproduced in this publication and apologize to 
copyright holders if permission to publish in this form has not been obtained. If any copyright material has 
not been acknowledged please write and let us know so we may rectify in any future reprint.

Except as permitted under U.S. Copyright Law, no part of this book may be reprinted, reproduced, transmit-
ted, or utilized in any form by any electronic, mechanical, or other means, now known or hereafter invented, 
including photocopying, microfilming, and recording, or in any information storage or retrieval system, 
without written permission from the publishers.

For permission to photocopy or use material electronically from this work, please access www.copyright.
com (http://www.copyright.com/) or contact the Copyright Clearance Center, Inc. (CCC), 222 Rosewood 
Drive, Danvers, MA 01923, 978-750-8400. CCC is a not-for-profit organization that provides licenses and 
registration for a variety of users. For organizations that have been granted a photocopy license by the CCC, 
a separate system of payment has been arranged.

Trademark Notice: Product or corporate names may be trademarks or registered trademarks, and are used 
only for identification and explanation without intent to infringe.

Visit the Taylor & Francis Web site at
http://www.taylorandfrancis.com

and the CRC Press Web site at
http://www.crcpress.com



 

v

 

DEDICATION

 

To Bruce A. Siecker for his loyal friendship, 
Joseph A. Oddis for his gentle wisdom, 

in Bill’s family: Sylvia, Christine, 
Laura and Michael, 

and in Marsha’s family: Lawrence, Mary, 
Trisha, Michael, Adam, and Aaron

who all supported us with uncommon love
so we could reach our dreams

 

TX69531_ FM_fm  Page v  Tuesday, September 17, 2002  1:12 PM



 

TX69531_ FM_fm  Page vi  Tuesday, September 17, 2002  1:12 PM



 

vii

 

PREFACE

 

A widely accepted definition for 

 

pharmaceutical care

 

 as found in the
American Society of Health-System Pharmacists’ (ASHP’s) Residency
Manual is “the responsible provision of drug therapy for the purpose
of achieving specific outcomes that improve a patient’s quality of life.”
However, a more easily understood definition was approved during
the 1989 Pharmacy in the 21st Century (P21) Conference. That definition
uses plain language to convey what contemporary pharmacy practice
is all about, i.e., helping people make the best use of their medications.
Speaking and writing about this definition, which has become the
mission statement for pharmacy practice, ASHP Executive Vice President
William A. Zellmer states:

 

Let me emphasize again the key role of the staff planning committee for the 1989
P21 conference. These individuals were pharmacists responsible for the practice
development programs of the national pharmacist organizations. They labored
over putting together an influential program and exceeded their expectations.
They worked together well and were able to focus on advancement of the pro-
fession while transcending the sometimes narrow-minded self-interests of indi-
vidual organizations that have been known to spoil similar attempts at
collaborative work. They served as vectors, carrying the infectious enthusiasm
from the P21 program into their separate organizations. It is because of their
efforts that the outer reaches of pharmacy in the United States began to hear
about pharmaceutical care shortly after October 1989, and those conversations
are still going on today.*

 

* Zellmer, W.A., 

 

Role of Pharmacy Organizations in Transforming the Profession

 

,
American Pharmaceutical Association Annual Meeting, March 2001, San Francisco, CA.
Members of the P21 planning committee include William N. Tindall (NCPA), chairman;
Maude A. Babington (ASCP); Marsha K. Millonig (NACDS); Richard P. Penna (AACP);
Dorothy A. Wade (National Pharmaceutical Council); C. Edwin Webb (APhA); and
William A. Zellmer (ASHP).
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The P21 mission for pharmacy practice provides the basis for this
text. We believe it not our task to make a case for the mission. Others
have done that and done it very well. Our text was written with one
simple goal in mind — to bring its readers insights from a few
pharmacists who are part of a professional vanguard. These profes-
sionals are innovative. They practice with pride and are committed to
deliver on a professional covenant and to conduct the practice of
pharmacy to the best of their abilities.

Our interviews were conducted with pharmacists who do not see
themselves as leaders or innovators, but were willing to provide lessons
worth sharing. They are community pharmacists who practice in pro-
fessionally satisfying ways that may not match an academic or textbook
definition of pharmaceutical care, but they are the unsung practitioners
and some of the first to make the practice of pharmaceutical care
visible in community settings. Since 1996 the authors interviewed more
than 50 pharmacists in different practice settings. Those chosen for
this book are pharmacists who were among the first to develop these
patient focused services. Some of them have never been featured in
an article or book on pharmaceutical care. They stand out from their
peers in that they led change in the particular practice setting in which
they were working. They are committed to providing patient care and
are willing to expend considerable personal time and energy to achieve
this goal. They are different from their peers in their passion for practice
and their resulting achievements.

The 

 

Oxford American Dictionary

 

 defines an innovator as “one who
introduces a new process or way of doing things.” While these prac-
titioners do not always apply that label to themselves, they are inno-
vators from our point of view. We hope their stories show the contrast
in their career paths to other pharmacists who practice in a more
traditional dispensing model.

When we interviewed our community pharmacists we wanted to
find out:

 

�

 

What makes them stand out from their peers? 

 

�

 

What makes them fight for their goals and ambitions? 

 

�

 

Why do they think hard work and perseverance are stronger
contributors to their success than a high grade-point average in
college or a genetically determined high intellect? 

 

�

 

What value systems were in play and contributed to the phar-
macist’s professional success? 
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Thus, we talked to some special pharmacists about their:

 

�

 

Integrity

 

�

 

Self-control

 

�

 

Family, friends, peers

 

�

 

Mentors and college experiences

 

�

 

Ability to get along with people, trade-off between their focus
on helping people vs. gaining commercial success

 

�

 

Influence of professional commitment on lifestyles

From our background readings and work with practitioners to date
we created a standard interview guide, a copy of which may be found
in Appendix A.

This book is about lessons learned from courageous innovators
who sought a better and more satisfying professional life. They did so
by walking a pathway guided by faith and a conviction that doing so
was important to them. They were also guided by a mission that
securing a high level of professional satisfaction could be reached by
delivering the best service they could, believing in the covenant
between pharmacist and patient, and accepting the challenge to rede-
fine and revitalize themselves.

Pharmacy is the nation’s third largest health profession. Today there
are almost 195,000 licensed pharmacists in the U.S., 120,000 practicing
in community pharmacies, according to 2001 data from the Bureau of
Health Professionals. This is where these authors looked for pharmacist
heroes to interview for this book because this is where pharmaceutical
care is judged, accepted, and ultimately purchased. These are also the
venues where pharmacists need the most help and the tools to survive
in turbulent, changing markets. These practices have mixed support
from consumers and less support from a health care system that offers
little in the way of help and resources that would pay for a pharmacist’s
cognitive skills and services.

For 30 years, a Harris survey reports pharmacists as America’s most
trusted professionals. This distinction is a well-earned compliment.
Recently, and after considerable professional effort, pharmacists are
also being recognized for their direct participation in patient medication
management as discriminating resources of information and as coun-
selors on behaviors that benefit patients. Pharmacists can also be proud
that the World Health Organization (WHO) has praised their importance
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as communicators and caregivers.* The WHO further describes phar-
macists as having the skills and opportunities to improve treatment
and quality of life outcomes for many.

Making a difference is what this book is all about. We trust it will
be used as a motivational resource providing help to pharmacists
wanting to adopt expanded caregiver and communicator roles. The fact
you are reading it means you are interested in making a difference also.

 

Bill Tindall

 

School of Medicine
Wright State University

Dayton, OH

 

Marsha Millonig

 

Catalyst Enterprises, LLC
Eagan, MN

 

* Zellmer, W.A., 

 

Role of Pharmacy Organizations in Transforming the Profession

 

, APhA
Annual Meeting, March 2001, San Francisco, CA.

 

TX69531_ FM_fm  Page x  Tuesday, September 17, 2002  1:12 PM



 

xi

 

THE AUTHORS

 

William N. Tindall, Ph.D., R.Ph., C.A.E., 

 

is currently a professor of
family medicine research and director of the Alliance for Research in
Community Health at the School of Medicine’s Department of Family
Medicine at Wright State University, Dayton, Ohio. He assists in a team
approach to community-based, collaborative and participatory research
activities. Previously he was executive director of the American College
of Managed Care Medicine (ACMCM). Prior to joining the ACMCM,
Dr. Tindall served as the first executive director of the Academy of
Managed Care Pharmacy (AMCP) in Washington, D.C. He helped build
AMCP into a national voice for managed care pharmacy, served as a
registered lobbyist on managed care issues, and launched the 

 

Journal
of Managed Care Pharmacy

 

. Dr. Tindall also served 8 years as the
first vice president of professional affairs for the National Community
Pharmacist Association (NCPA).

Before moving to Washington, D.C., Dr. Tindall served 10 years as
a faculty member, department chair, and associate dean at Creighton
University College of Pharmacy. He has also held teaching appoint-
ments at Ferris State College in Michigan, the University of Rhode
Island, and the University of Saskatchewan.

Dr. Tindall earned his B.S. in pharmacy from the University of
Saskatchewan, his M.S. in administration from Long Island University,
and his Ph.D. in pharmaceutical economics from the University of
Pittsburgh. He completed postdoctoral training at the University of
Southern California School of Medicine, and earned his certified asso-
ciation executive (C.A.E.) designation from the American Society of
Association Executives.

In 1996, Dr. Tindall was recognized by 

 

Drug Store News

 

 as one of
America’s most influential pharmacists. He has co-authored two books

 

TX69531_ FM_fm  Page xi  Tuesday, September 17, 2002  1:12 PM



 

xii

 

�

 

Pharmaceutical Care: Insights from Community Pharmacists

 

on pharmacy practice and communication skills (see Tindall, W.N.,
Beardsley, R.A., and Kimberlin, C.A., 

 

Communication Skills for Phar-
macy Practice, 

 

Lippincott, Williams, & Wilkins, Baltimore, MD, 2000,
now in its fourth edition; and 

 

A Guide to Managed Care Medicine

 

,
Aspen Publishers, Gaithersburg, MD, 2000). He has also published a
novel and more than 60 articles on pharmacy practice and managed
care. Dr. Tindall has raised several million dollars by successfully
obtaining funding for over 30 grants. He has written guest articles on
pharmacoeconomics for 

 

Business and Health

 

. Dr. Tindall has given
more than 200 presentations to national and international audiences
on managed care, pharmacy practice, management, and communicat-
ing with patients.

 

Marsha Millonig, M.B.A., R.Ph.,

 

 is the president of Catalyst Enterprises
a health care consulting, writing and research firm in Eagan, MN. The
company specializes in projects that help drive organizations and
individuals among pharmacy, distribution, and manufacturing to
become more efficient and value-added providers of health care in an
effort to improve patient health outcomes. Prior to forming this firm,
Ms. Millonig was vice president of research and information for the
Healthcare Distribution Management Association (HDMA), formerly the
National Wholesale Druggists’ Association (NWDA). In this position,
she led HDMA’s research and intelligence efforts, which included the
creation of an environmental-scanning and trend-tracking service, and
related publications, including the popular 

 

Industry Profile and Health-
care Factbook

 

. She also served as vice president of the HDMA Health-
care Foundation, the association’s research and philanthropic arm. 

Ms. Millonig has led a number of cutting-edge research projects in
areas such as patient privacy and confidentiality of medical records,
components of successful pharmaceutical care, biotechnology and its
impact on health care, regulatory compliance costs, and other distri-
bution-related work. She joined HDMA in 1991 spearheading the
group’s supply chain distribution, information, and e-commerce sys-
tems and standards efforts.

Before joining HDMA, Ms. Millonig spent nearly 8 years with the
National Association of Chain Drug Stores (NACDS) working with chain
pharmacy executives on issues in pharmacy operations, professional
and state government affairs, and pharmacy education and practice.
She was actively involved with the International Pharmaceutical Fed-
eration (FIP), and is currently a member of many pharmacy and
professional associations.

 

TX69531_ FM_fm  Page xii  Tuesday, September 17, 2002  1:12 PM



 

The Authors

 

�

 

xiii

 

Ms. Millonig is a registered pharmacist. She received her bachelor’s
degree from the University of Minnesota College of Pharmacy, com-
pleted a residency in association management with the American
Society of Health-Systems Pharmacists (ASHP) in 1983, and earned an
M.B.A., with a marketing and finance concentration, in 1988 from the
University of Maryland College of Business and Management. She is
also a practicing pharmacist, having volunteered at the Whitman Walker
Elizabeth Taylor AIDS Clinic in Washington, D.C. from 1995–2002. Her
knowledge of supply system issues, from manufacturing to distribution
to pharmacy to patient care, is diverse, and she is often asked to share
her expertise on evolving business models and the trends leading to
their development.

 

TX69531_ FM_fm  Page xiii  Tuesday, September 17, 2002  1:12 PM



 

TX69531_ FM_fm  Page xiv  Tuesday, September 17, 2002  1:12 PM



 

xv

 

CONTENTS

 

Preface

 

................................................................................................... vii

 

SECTION I: COMMON PURPOSE

 

1 The Dream of Pharmaceutical Care

 

................................ 3

 

What Motivates a Pharmacist to Embrace Pharmaceutical Care? 7
How Can Pharmacists Do More? 9
References 11

 

2 Health Care Trends Driving Enhanced Pharmacy 
Services

 

................................................................................ 13

 

References 21

 

3 Building Innovation into Your Practice: Seven 
Components of Change

 

................................................... 23

 

Workflow and Facility Design 24
Communicating with Physicians and Patients 27
Documenting Your Services 31
Using New Technology 36
Developing Marketing Strategies 39
Incorporating Education and Training into Your Practice 43
Managing Financial Matters 45
References 47

 

4 Leadership and Success: Lessons from 
Nonpharmacists

 

................................................................. 49

 

What Is Success? 49
What Is Leadership and Are Leaders Successful? 51
What Kind of People Become Leaders? 52
Heroes as Leaders: Common Attributes 56
References 59

 

TX69531_ FM_fm  Page xv  Tuesday, September 17, 2002  1:12 PM



 

xvi

 

�

 

Pharmaceutical Care: Insights from Community Pharmacists

 

SECTION II: UNCOMMON PEOPLE

 

5 Marla Ahlgrimm: Teaching Health and Wellness

 

....... 63

 

Expanding the Practice 64
Loyal Patients 65
Running out of Time 66
A Family of Entrepreneurs 66
Advice to Others 68
References 68

 

6 Curt Barr: Applying the Medical Model 
to Pharmacy Practice

 

........................................................ 69

 

How Curt Barr Developed a Passion for Pharmacy 70
Advice to Others 72
Reference 73

 

7 Eric Graf: The Joy in Teaching Others

 

......................... 75

 

Advice to Others 79

 

8 Judith Sommers Hanson: Energy and Fun 
Equal Progress

 

.................................................................... 81

 

Development through Residency Programs 82
How She Got There 83
Not an Innovator? 83
Building Relationships to Educate Staff 84
Educating Herself and Training Others 84
Workflow Changes 85
Marketing to Patients 85
Physician Response 85
Documenting and Billing for Care 86
Mission Statements 86
Role of Organizations and Influencers 87
Advice to Others 87

 

9 Kelley Hofer: Destiny Is a Matter of Choice 
Not Chance

 

.......................................................................... 89

 

Humble Beginnings 89
Creating a Career 90
Continuing New Programs and Career Development 91
Launching the First Service 92
Expanding Programs 92
Reflecting on Success 93
Advice to Others 93

 

10 Laurie Kaup: Caring for People Like Family

 

............... 95

 

Advice to Others 98

 

TX69531_ FM_fm  Page xvi  Tuesday, September 17, 2002  1:12 PM



 

Contents

 

�

 

xvii

 

11 Max Peoples: A Crusader Who Believes 
in Educated Consumers

 

................................................... 99

 

Advice to Others 101

 

12 Rick Mohall: Making a Difference

 

............................... 103

 

How the Eckerd Patient Care Center Concept Evolved 103
Providing, Documenting, and Charging for Services 104
Creating and Taking Advantage of Opportunity 105
Being Creative: Starting the BC/BS Program 106
The Next Step: Becoming an APhA Foundation Asthma Quality 

Improvement Program (AQIP) SITE 106
Hard Work and Helping People Are the Foundation 107
Interacting with People: A Critical Factor in Job Choice 107
Building Skills 108
Playing Hard is Important Too 108
Advice to Others 108

 

13 Beverly Schaefer: A Feminist Child of the 1960s 
Becomes a Leader

 

............................................................ 111

 

Joining a Practice 112
It Is All About Family 113
The Business Changes 113
The Transformation Starts 114
The Next Steps 116
Attributes of Success 116
Advice to Others 117

 

14 Diane Schultz: Initiating Innovative Services

 

............ 119

 

Trying New Things 119
Getting There 120
Life-Changing Events 120
Charting New Territory 121
Other Services 121
Long’s 122
Diabetes/Asthma Pilot Programs 122
Workflow Changes and Processes 123
Taking the High Road 123
Advice to Others 125

 

15 Michelle Shibley: Doing More

 

...................................... 127

 

Advice to Others 132

 

16 Kim Swiger: Teacher and Motivator

 

............................ 133

 

Merging Personal and Company Goals 134
Changing Vision 136

 

TX69531_ FM_fm  Page xvii  Tuesday, September 17, 2002  1:12 PM



xviii � Pharmaceutical Care: Insights from Community Pharmacists

Earnest Beginnings 136
Services Bloom 137
Marketing Services 137
Payment for Services 138
Advice to Others 139

17 Greg Wedin: Defining a Process 
for Pharmaceutical Care ................................................ 141
Coming Home 142
The Minnesota Project 142
Role of Experience and Training 143
Lessons Learned in Practice 145
Moving as Coincidence 145
Helping Others See the Light 146
Advice to Others 148

SECTION III: LESSONS LEARNED FROM PASSIONATE 
PHARMACISTS
18 Where Do You Go From Here?..................................... 151

Appendix: Interview Guide for Pharmacist Profiles....... 159
A: Practice-Based Information 159
B: Pharmaceutical Care Services 159
C: Marketing to Patients 160
D: Process 160
E: Documentation 160
F: Marketing to Physicians 160
G: Money Matters 161
H: Workflow 161
I: Personal and Personnel Training/Networking/Education 161
J: Quality Improvement 161
K: Personal Characteristics/Life Experience 162
L: Personal Development 162
M: Advice to Others 164

Recommended Reading ......................................................... 165

TX69531_ FM_fm  Page xviii  Tuesday, September 17, 2002  1:12 PM


