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Pharmacy adaptation to 
the changing environment 



The changing health landscape,  
self-care and the role of pharmacy

Introduction

This workbook contains notes and activities to support 
your learning during this presentation. 

There are a series of questions, activities and tasks for 
you to complete, as well as space to make notes on the 
presentation. The workbook is yours to keep so please 
make full use of it – you may find it useful to refer back  
to your notes in the future. 

The health landscape in the UK is changing and will impact how healthcare services are delivered.

There is an ageing population in the UK with people living longer, often in poor health, and this puts significant pressure 
on primary and secondary care resources. 

To meet these changes the NHS is evolving with an increase in social prescribing, channelling resources into other 
services through deprescribing certain medications.

Patients are increasing taking greater interest in their own health through the use of wearable devices, researching 
health & wellness or taking steps towards better health.

1.  Understand the changing health landscape and the impact 
on pharmacy

2.  Recognise the value of OTC medicines in delivering the self-
care agenda, including during the Covid-19 pandemic 

3.  Techniques for cross/upselling to increase patient 
satisfaction, retention and pharmacy revenue

4.  Recognise the potential barriers to supporting patients and 
techniques to overcome 

LEARNING OBJECTIVES:

POPULATION 
CHANGES

CHRONIC 
DISEASE

THE CHANGING 
NHS

PATIENT 
EMPOWERMENT

TASK:
Outline how each of these factors could impact the service your pharmacy provides.  

QUESTION:
How might the Covid-19 pandemic change the service you provide patients in the future?



QUESTION:
What steps could your pharmacy take to make it easier for customers to shop the OTC aisle?

Selling OTC medicines Self-care

OTC medicines can offer significant benefits to all parts of the healthcare system.

Yet 80% of shoppers who enter the pharmacy do not enter the OTC aisle and 4 in 10 are unaware that there may be 
stronger products available behind the counter.**

PATIENT: THE NHS: YOUR PHARMACY:

ACTIVITY:
List the potential benefits of adopting a self-care approach to healthcare provision for:

QUESTION:
How can your pharmacy adapt to meet the movement towards self-care?

The ability of individuals, families and 
communities to promote health, prevent 
disease, maintain health, and to cope with 
illness and disability with or without the 
support of a healthcare provider.*

WHAT IS SELF-CARE IN THE CONTEXT OF HEALTHCARE?
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*Source: https://www.who.int/reproductivehealth/self-care-interventions/definitions/en/ **GSK data on file: Numark Conference Pharmacy of the future & OTC.

ACTIVITY:
List 3 potential benefits of OTC medications for each of the following:



Cross-selling and Up-selling Selling Skills

W
W
H
A
M

Who is the  
medicine for?

What are  
the symptoms?
 
How long have the symptoms 
been present?

What action has  
already been taken?

Is any other medication 
being taken?

ACTIVITY:
A customer enters the pharmacy and purchases a pack of paracetamol  
and a hot honey & lemon drink. 

How might WWHAM influence the discussion you have with the patient?

What suggestions/recommendations might you make to the patient?

ACTIVITY:
Think about the impact that wearing a mask may have on effective patient communication.  
List the steps you will take to improve communication?

/ INCREASE PATIENT SATISFACTION

/ INCREASE CUSTOMER RETENTION

/ INCREASE PHARMACY REVENUE

CROSS/UP-SELLING PRODUCTS TO PHARMACY 
CUSTOMERS HAS BEEN SHOWN TO:

ACTIVITY:
Describe the DIFFERENCE between cross-selling and up-selling

To effectively support patients with medicine usage and 
to better manage their health, effective communication 
between pharmacy staff and patient is important. 

WWHAM is an effective tool to solicit the information 
you need from the patient.

Write down ONE example of cross-selling

Write down ONE example of up-selling



  
The health landscape is evolving and will continue to do so  
but there remains an important role for pharmacy and the team – 
the frontline of healthcare 

  
Pharmacies need to adapt to this new ‘normal’ – may mean 
evolving what service you provide and how you provide it 

  
Self-care will continue to be important and with it the role of OTC 
medications – pharmacy will be the first stop!

  
Engagement to understand patient needs, in order to provide the 
right products and advice, presents a huge opportunity for those 
pharmacy teams willing to embrace

  
If done right, can increase patient satisfaction and health 
outcome, support the wider healthcare agenda AND increase 
pharmacy revenue!  

Case studies

1.    An elderly man attends your pharmacy concerned about erectile dysfunction. 
He is clearly embarrassed

 – What questions would you ask this patient?

 – How important is your tone of voice and body language?

 –  What role does the environment make to this patient’s willingness to discuss? 

2.   On receiving her medication a patient, who is a nurse, declines your advice 
stating ‘I’m a nurse and use this medication with my patients all the time.  
I don’t need your advice’

 –  What role can WWHAM play in communicating with this patient?

 – How can you effectively engage this patient in dialogue?

3.   A lady presents to the pharmacy and it is clear English is not her  
first language

 – What other factors could be preventing effective communication with this patient?

 – What steps can you take to support effective communication?

Summary 



Notes Notes 
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