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Disclosures 

• Christopher Daly is a Clinical Assistant Professor at the University at 
Buffalo School of Pharmacy and Pharmaceutical Sciences and active 
pharmacist in Western New York. 

• Disclaimer:
• Topics of discussion during this presentation are the sole opinion of the 

presenter and not of the opinions of AAPT. Any action items resulting from 
this discussion, practitioners should seek adequate professional counsel 
before implementing. 
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Objectives

1. Describe changes occurring in health care in regards to quality measures. 
2. Identify strategies for improving performance on pharmacy quality 

measures.
3. Discuss common characteristics of pharmacies in a community pharmacy 

enhanced service network.
4. Describe how pharmacies are positioning themselves to integrate with 

care teams to lower health care costs and participate in new models of 
care and reimbursement.

5. Describe tools that other pharmacies have used to prepare for enhanced 
services.
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Quality Measures in Pharmacy 

4



A Shift in Health Care

• The National Quality Strategy was 
established as part of the Affordable Care 
Act (2010) to emphasize the nationwide 
focus on quality improvement. The “Triple 
Aim," which summarizes the goals for the 
U.S. health care system:

• Better care for patients
• Healthier people and healthier communities
• Lower costs through improvements for the 

health care system
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Paradigm Shift 

• Pharmacy teams are paid based on the quality of care provided and 
patient outcomes, and less on dispensing alone.

• In the “fee-for-service” model there is an incentive to provide a 
higher volume of services. Higher volume ≠ better quality of care.

• “Pay-for-performance” model has incentives available for health care 
providers who deliver high-quality care at lower costs.

AAPT CE Friday, September 7, 2018 6



Quality Measures for Pharmacies 

• Comprehensive medication review (CMR) completion rate
• This measure is the completion rates of a CMR of those patients enrolled in a medication 

therapy management (MTM) program
• Adherence to non-insulin diabetes meds, statins, and renin angiotensin system 

antagonists (ACEIs, ARBs, and aliskiren)
• Criteria: 

• ≥ 2 fills in a calendar year and the proportion of days covered (PDC) > 80%

• Other
• Patient experience in getting a needed prescription drug
• Annual influenza vaccine
• Annual medication review for older adults
• Osteoporosis management in women who have had a fracture
• Glucose control in diabetes patients
• Blood pressure control
• Fall risk reduction 
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Strategies for Improving Performance
Medication Adherence

• According to several studies, interventions to improve medication adherence 
should be simple. The mnemonic, “SIMPLE”, categorizes efforts to improve 
adherence 

Atreja A, Bellam N, Levy SR. Strategies to enhance patient adherence: making it simple. MedGenMed. 2005;7(1):4
American College of Preventive Medicine. Medication Adherence Time Tool: Improving Health Outcomes. American College 
of Preventive Medicine Website. http://www.acpm.org/?MedAdherTT_ClinRef. 2011. Accessed April 5, 2013

S I M P L E
Simplify the 

regimen
Impart 

knowledge
Modify patient 

beliefs and
human behavior

Provide 
communication

and trust

Leave the bias Evaluating 
adherence
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S
Simplify the 

regimen

• Adjust timing, frequency, and dosage
• Utilize once-daily medications whenever possible
• Encourage the use of adherence aids (e.g., pillboxes, cell phone alarms)
• Consider each patient’s activities of daily living (e.g., swing shift workers)

I Impart knowledge
• Patient-provider shared decision making
• Provide clear instructions and expectations for all prescriptions
• Involve relatives or caregivers when discussing medications
• Recommend electronic education formats (e.g., video, websites)

M
Modify patient 

beliefs and
human behavior

• Ask patient about their needs and what might help them adhere to therapy
• Ensure patient understands consequences of non-adherence
• Addressed perceived barriers of taking the medication
• Provide rewards for adherence (e.g., praise, coupons, fewer clinic visits)

P
Provide 

communication
and trust

• Practice to improve interviewing skills
• Embrace active listening and provide emotional support
• Elicit patient’s input when discussing treatment options
• Allow adequate time for the interaction and encourage patient to ask questions

L Leave the bias
• Foster a greater understanding of health literacy and how it affects patients
• Ensure communication style is patient-centered
• Take extra time to understand and overcome cultural barriers
• Tailor education to the patient’s level of understanding

E
Evaluating 
adherence

• Ask patients simply and directly about adherence
• Engage patients about adherence at every encounter
• Measure drug levels or efficacy parameters, when applicable
• Review medication containers, noting last fill date and remaining medicine
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Strategies for Improving Performance
Benchmarking and Performance Improvement

• Knowledge of a pharmacy’s baseline performance can be key to 
understanding opportunities for improvement. 

• Pharmacy Quality Solutions (PQS) is a venture of PQA that provides 
an online “platform” called:

• EQuIPP (Electronic Quality Improvement Platform for Plans and Pharmacies): 
https://www.equipp.org/

• Dashboard that allows pharmacy teams and health plans to evaluate their performance 
on various quality measures

• Looks to help pharmacy teams compare performance against other users
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Strategies for Improving Performance
Medication Therapy Management (MTM) 

• Pharmacist intervention can reduce overall health care costs while 
improving overall therapeutic outcome in patients.

• Health, wellness
• Immunization
• Disease state management 
• Medication reconciliation 

• MTM platforms to help maximize opportunity in the area:
• Examples: MirixaPro® and OutcomesMTM®

• Patient, Pharmacy Provider relationship
• Resolved drug therapy issues
• Patient education and outreach 
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Strategies for Improving Performance
Medication Synchronization (Med Sync)

• Patient Benefits (many)
• Reduces trips to pharmacy (convenience) 
• Simplifies medication regimen 

• Pharmacy Benefits (many)
• Maximize workflow time to focus on patient-centered interventions 

• APhA Appointment Based Model (ABM)
• http://aphafoundation.org/sites/default/files/ckeditor/files/ABMImplementationGuide-FINAL-20130923.pdf

• Expand Service Set (comingled packaging, MTM, disease state management)
• Increase prescription volume 

• Med Sync platforms to help maximize opportunity in the area:
• Examples: Ateb® and PrescribeWellness®
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Implications of Quality Measures for Pharmacy 
Teams
• Third Party Plans 
• Practice of Pharmacy 
• Pharmacies that demonstrate they can help improve measures can 

get a competitive advantage. 
• Future trends include referral networks of higher performing pharmacies. 

• There are pilot programs evaluating pay-for-performance with 
pharmacies, where pharmacy teams that help improve measures are 
eligible for financial incentives.
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Pharmacy Technician’s Role in Quality Measures
(Community Pharmacy Dispensing Setting) 

• Patient recruitment and identification for clinical measures throughout 
the dispensing process 

• Example: “Identifying eligible patients at drop-off or flagging completed 
prescriptions.”

• Use Marketing Tools 
• Example: “Use the 30-second “pitch” and other marketing tools to recruit patients.”
• Example:  “Share success stories with staff and patient to ensure the value of MTM. 

This keeps everyone engaged and motivated.”
• Involved in MTM Process

• Example: “Getting intake forms from patients, filling out medication history forms, 
obtaining vital signs (if appropriate), etc.”

• Example: “Scheduling appointments, prepping paperwork, making reminder calls, 
faxing info to providers, billing, and documenting, as appropriate.”



Summary – Quality Measures (Strategies) 

• More focus on how pharmacies can impact quality measures  
• This will open the door for pharmacy teams to demonstrate the value they 

bring to patient care and the health care team. 
• Pharmacy teams have a unique role in providing ongoing care and 

optimizing medication use for patients. 
• Pharmacy collaboration with health plans, payers, prescribers, and 

health-systems will be key for all groups to meet quality measures. 
• Pharmacy teams that positively impact patient care, and help improve 

performance on quality measures, will be recognized and rewarded.
• Remember that new quality measures are continuously being 

developed.
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Re-Engineer Your Workflow: 
Pharmacy Team Driven Care 

(Handout)
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Re-Engineer Your Workflow: Pharmacy Team 
Driven Care (Handout)
• Objective: Make incremental changes to expand and improve the 

pharmacy’s ability to deliver patient care services.
• Clinical Care Models
• Clinical Service Networks
• Pharmacy Care Team
• Technology
• Marketing
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Community Pharmacy Enhanced 
Service Networks
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Fee-For-Service 
versus Population 
Management

Population 
Management

Fee for 
Service



Changing Pharmacy Market

Convenient, cost 
effective, customized 
approach, patient-
focused care
Patient Alignment: 
• Frequent users
• High ‘Risk’ 
• High Utilizers 

Quicker, cheaper, 
standard approach, 
less patient-focused
Patient Alignment: 
• As needed users
• Less Risk 
• Lower Utilizers En
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Purpose of Enhanced Service Networks 

• The purpose of the CPESN is to decrease costs to the healthcare 
system

• Increasing low cost primary care utilization (e.g. primary prevention)
• Offer services targeting chronic condition management, patient 

education and medication adherence 
• Maintain a network of community pharmacies that provide high 

quality ‘enhanced’ services 
• Increase collaboration with other healthcare providers, health 

systems, third party payers, accountable care organizations, and other 
stakeholders
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Enhanced Services

• Enhanced Pharmacy Services - Services that transcend conventional 
requirements of an outpatient pharmacy program contract that are 
focused on improving clinical and global patient outcomes

• Examples include, but are not limited to:
• In-home delivery with patient status review
• Medication synchronization with clinical review
• Adherence packaging with patient coaching
• Care management services
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Characteristics of the Enhanced Service 
Networks
• Establish a therapeutic 

relationship with patients
• Offer a confidential setting to talk 

with patients about their 
medications and other concerns

• Assist the patients with 
understanding the importance of 
all medications and taking them 
as prescribed or recommended

• Access to medication reviews on 
an ongoing basis 

• Work collaboratively with health 
care professionals to identify and 
resolve  drug therapy problems 
(DTPs)

• Provide care coordination for 
patients between provider office 
visits
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Enhanced Service Networks Participation
Criteria
• Pharmacy Roles and Responsibilities 

• Current registration with state BOP in good standing
• Current pharmacy provider of “X” stakeholder (e.g. – NYS Medicaid – DSRIP) 
• A signed agreements (network standards) with ESN and (1) local network, (2) 

national network, (3) stakeholder 
• Agreement to provide a minimum set of enhanced services (typically 

includes): 
1. Patient counseling and adherence coaching (e.g. – MTM, CMR, Med Sync)
2. Assistance with medication reconciliation (e.g. – PMR)
3. Disease state management (e.g. – Immunizations, Weight Loss, Tobacco Cessation)
4. Logistical (e.g. – home delivery (free)) 
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Enhanced Service Networks Participation
Criteria – Continued 
• Pharmacy Roles and Responsibilities 

• Maintain attendance at program continuation education events
• Be active member of established workgroups (e.g. – Service Set, Quality 

Assurance & Performance Measures, Network Communications & Technical 
Operations)

• Pharmacies must respect and uphold patient privacy standards as designed by 
state and federal HIPAA regulations

• Maintain clinical standards (per contract, network) 
• Respect each patient’s right to choose their own practitioners and pharmacies
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Types of Enhanced Services*

• 24 Hour Emergency Services
• Adherence Packaging
• Collection of Vital Signs
• Compounding
• Comprehensive Medication Review
• Home Delivery          
• Home Visits               
• Long-Acting Injections
• Med Synchronization Program

• Multi-Lingual Capability
• Naloxone Dispensing
• Nutritional counseling
• Point of Care Testing
• Smoking Cessation   
• Standardized Assessments (PHQ-9)
• Disease State Management 

Programs
• *Not done at every pharmacy, scope of 

practice laws come into play. 
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Examples of Pharmacy Networks

28Source: https://www.cpesn.com/networks. Accessed: January 2018
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Current Issues to Enhanced Service Network

• How to scale team-based medication optimization efforts?
• How do you change the workflow of a community pharmacy?
• How do you evolve payment systems (e.g. – sell quality)? 
• How do you establish a network while maintaining autonomy? 
• Who will establish an equitable referral system? 
• What standards will be set and how to you evaluate quality?
• Others issues? 
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Long Term Plan

• Launch many Enhanced Service Networks
• Explore opportunities for collaboration with value purchasers
• Establish patient referral patterns to network pharmacies
• Leverage clinical activities performed by community pharmacies to 

mitigate risk against narrow networking or reimbursement reductions 
on product distribution

• Establish relationships and reimbursement models with medical 
benefit side of payer infrastructure
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Questions? 
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