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Why Behavioural Science?

Perceptions of pharmacists among health 

consumers have also changed. As one of the few 

primary healthcare services to stay open during the 

pandemic, pharmacies provided a truly vital service 

to local communities that was accessible by all. As a 

result, almost half of health consumers are planning 

to consult their pharmacist more often, particularly on 

matters of self-care1.  

Having a greater impact in self-care can help 

pharmacists to strengthen their connections within 

local communities, increase pharmacy ‘traffic’  

and revenue.

The COVID-19 pandemic has been 
a huge challenge for pharmacy, 
but it has also revolutionised 
pharmacy practice, expanding 
the role of pharmacists, facilitating 
closer collaboration with other 
healthcare professionals and 
introducing new medicine 
preparation and delivery services.

In a recent global roundtable of pharmacists, policy 

and patient representatives, convened under the 

advice of the International Pharmaceutical Federation 

(FIP), attendees called for pharmacists to have a 

better understanding of Behavioural Science and 

Behaviour Change to help overcome some of the key 

barriers that exist in self-care. 

Those barriers include:

●  Health literacy among health consumers  

●  Health consumer perceptions of pharmacists 

●  Lack of support for pharmacists engaging   

 with health consumers on self-care2

In this download, GSK has partnered  

with leading behavioural 

psychologist, Crawford 

Hollingworth FMS FRSA 

CMRS, Founder of The 

Behavioural Architects (TBA) 

https://www.thebearchitects.

com to explore how 

Behavioural Science can 

help pharmacists to have a 

greater impact in self-care.

“ “
It’s not just self-care 
content that needs 

to be included in the 
pharmacy curriculum. 

Pharmacists need 
better support in soft 
skills, communication, 

psychology and 
behaviour change.

Judy Stenmark,  
Director General, Global Self 

Care Federation

3Reference 
1. ‘Covid-19 Prompts Increased Focus on Self-Care”, Last Accessed September 2021.
2. GSK Data on File 2021.



What can Behavioural Science 
achieve for pharmacists in self-care? 
Effective Behavioural Science strategies can:

Ensure pharmacists are aware of 
how their own behaviours impact 

health patients 

Increase the quality of engagements 
pharmacists have with health 

consumers

Create positive inner and outer directed 
behaviours in health consumers, increasing 

the likelihood of them interacting  
with pharmacists, adopting proactive 

health behaviours and sharing their 
knowledge with others1.

Created by I Wayan Wika
from the Noun Project

HEALTH CONSUMERSPHARMACIST

EXPERT    |   WORLD PHARMACY DAY

4Reference 
1. The Behavioural Architects Data on File.



How to create effective 
Behavioural Science strategies 
within the pharmacy setting.  
To implement effective Behavioural Science strategies within the pharmacy 
setting, pharmacists need to:

Understand existing  

Behavioural Energies

Use a Behaviour 

Change framework 

to create helpful 

guidelines for 

pharmacy initiatives

Use Behavioural 

Science concepts 

to create impactful 

content 

Learn how to  

implement initiatives 

in a way that doesn’t 

overburden pharmacy 

teams  

1 2 3 4
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Understanding 
Behavioural  
Energies 
in Self-Care1
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1. Understanding Behavioural  
Energies in Self-Care.   
TBA’s analysis of emerging pharmacy trends reveals that both pharmacists and health consumer behaviours are 
changing in a post COVID-19 pandemic world, creating new opportunities for engagement in self-care.

●  Increasing their trust in pharmacists 

●  More interested in local news, information and data 

●  Taking an increased responsibility in personal, familial  
 and community health

●  On a quest for evidence as trust in science builds

●	 Increasingly conscious of the importance of building   
 personal immunity

●  Taking a more central role in healthcare systems  

●  Sharing more objective evidence and advice with    
 health consumers  

●  Extending their relevance beyond reactive to proactive care

●  Wanting to increase and deepen connections with heath   
 consumers without overburdening them 

●  Looking for support in deepening their connections    
 with health consumers1

These Behavioural Energies 
provide clear direction on 
the types of initiative that 
are likely to engage health 
consumers within  
the pharmacy setting.  

PHARMACISTS  
ARE

Created by I Wayan Wika
from the Noun ProjectCONSUMERS 

ARE

Created by Abdul karim
from the Noun Project
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Using a Behaviour 
Change framework  
to create guidelines for 
self-care initiatives2
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Using a Behaviour Change framework to create 
guidelines for self-care initiatives.
Introducing the B=MAP Model 

B=Map is a Behaviour Change model (developed by BJ 

Fogg PHD, a behavioural scientist at Stanford University) for 

creating behaviour change1. The model captures three key 

elements that must be present for any behaviour to take 

place and can be a useful framework for pharmacists to 

think about when Behaviour Change is needed in pharmacy 

teams and/or health consumers.   

According to B=MAP, for pharmacists to have a greater 

impact in self-care, the following must happen: 

1. Pharmacists and pharmacy teams must have the  

 motivation, ability and prompt within pharmacy   

 practice to engage on matters of self-care  

2. Pharmacists and pharmacy teams must provide the   

 motivation, ability and prompts for health consumers   

 to improve their levels of self-care.  

Behaviour 
Change =

MOTIVATION

ABILITY

PROMPT
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“

“

One key idea is that when motivation is high, you can 

get people to do hard things. But once it drops the wave 

subsides, then people will only do easy things

BJ Fogg PHD, Behavioural Scientist at Stanford University, Creator of 
the B=MAP model, Author of Bestseller ’Tiny Habits’3  

“
“

If you want to encourage someone to do something, make it easy2

 

Richard Thaler: Professor of Behavioral Science and Economics at University 
of Chicago, 2017 recipient of the Nobel Prize in Economics Sciences,  

Co-author (with Cass R Sunstein) of global bestseller ‘Nudge’

Reference 
1. Fogg, B.J. (2009). A Behavior Model for Persuasive Design. Stanford Behavior Design Lab, Stanford University, www.bjfogg.com.
2. Nudge book reference: Thaler, R. H., & Sunstein, C. R. (2008). Nudge: Improving decisions about health, wealth, and happiness. Yale University Press.
3. Tiny Habits book reference: Fogg, B. J. (2019). Tiny Habits: The Small Changes That Change Everything. Houghton Mifflin Harcourt USA.



When the B=MAP model is applied to the Behaviour 
Energies at play in the pharmacy setting, clear guidelines 
emerge for effective self-care initiatives.

●  Empower customers to take control

●  Make it feel personally relevent to 

 health customers

●  Ensure that it is accessible and easy  

 for health customers to act on it ●  Be easy to adopt with objective data you are   

 comfortable with

●  Expand your role into proactive areas of healthcare

●  Tap into your identity and deeper rewards  

 around community care

●  Build positive feedback and desire to reciprocate 

●  Be salient to get the health customer attention

●  Disrupt customers to take action

Creating

M  otivation

Building

A  bility

P  rompting

Behaviour

PHARMACIST

Created by I Wayan Wika
from the Noun Project

HEALTH CONSUMERS
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Creating

M  otivation

Building

A  bility

P  rompting

Behaviour



TBA have used the guidelines to develop illustrative 
examples of potential self-care initiatives.  
These are initiatives that could be implemented by pharmacists to improve their impact in 
self-care within local communities. Here are just three of the ideas they came up with:

Manage your conditions 
with your pharmmacist

The pharmacy is the place 
to find out about prevelant 

conditions and how to  
manage them

Your community
diagnostic hub

The pharmacy is a hub  
for diagnostic services

(local and timely)

Neighbourhood 
Health Watch

The pharmacy is a local 
pulse point for local data 
relevant to your health eg. 

UV, pollen etc. 

Created by Adrien Coquet
from the Noun Project

Created by NeMaria
from the Noun Project

Created by Saifurrijal
from the Noun Project
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Once ideas for inititiaves have been generated,  
The B=MAP model can also be used to assess their likely impact. 

Before implementing any initiative, pharmacists should ask themselves whether it ticks an adequate  
number of boxes against the B=MAP criteria. 



Illustrative examples
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Empowers more proactive 

personal control over existing 

conditions  

Evaluation against the B=MAP guidelines

Provides easy access

Piggybacks existing reactive  

relationship with pharmacists

Expands role and could lead to an 

increase in pharmacy revenue 

Time/effort: creates conversations 

and connections but would require 

additional resources 

Confidence/ability: Pharmacists lack 

access to all the patient information  

they require

otivation

otivation

M

M

A

A

P

bility

bility

rompt

Manage your conditions with your Pharmacist.

Behavioural Outcomes

STRATEGY: Pharmacy is a reliable place to learn 
about health related conditions, including those 
relevant at a particular time of year.

Pharmacist is engaged 
with health consumers to 
give condition specific 
advice.

Pharmacist becomes 
a valued source and 
empowers health 
consumers to better 
manage their conditions.

Health consumers 
proactively manage their 
conditions and explore 
relevant medicines/OTC 
products.

Created by Alice Design
from the Noun Project

Created by I Wayan Wika
from the Noun Project

Created by I Wayan Wika
from the Noun Project
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Evaluation against the B=MAP guidelines
STRATEGY: The pharmacy is a hub for diagnostic 
services for general conditions, as well as for those 
that are prevalent in the community. It’s personally relevant to health 

consumers seeking a diagnosis

It’s accessible and easy

These concerns are subconcious  

and will need sailent (noticeable) 

prompt in the pharmacy

Taps in to their role and identity and 

deeper motivation for caring for people

Requires investment – kits and  

resources are limited currently 

Requires space and time for  

diagnostic services

otivation

otivation

M

M

A

A

P

bility

bility

rompt

Pharmacist becomes a ‘go 
to’ Diagnostic Hub for the 
local community. 

Provides diagnosis (in-store 
or take away).

Receives positive feedback 
from health consumers.

Health consumers are 
able to proactively seek 
out diagnostic tools and 
support in their local 
community – and in a 
face-to-face setting.

Health consumers 
purchase relevant OTC 
products.

Created by I Wayan Wika
from the Noun Project

Behavioural Outcomes

Created by I Wayan Wika
from the Noun Project
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Your Community Diagnostic Hub.

Created by Alice Design
from the Noun Project
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Evaluation against the B=MAP guidelines
STRATEGY: Pharmacy is the go to destination for 
local evidence-based environmental information 
that can impact on your health.

Empowers consumers to take control 

and feels personally relevant – in the 

local context

Accessible and easy to act on

Will require salient prompts front of 

store/in-store as this stretches out from 

the current role of the pharmacist

Expands role and deeper  

community connection

 

Has scope to be delivered in a simple 

way to start – as well as potential to  

grow and develop

otivation

otivation

M

M

A

A

P

bility

bility

rompt

Pharmacy becomes the 
local health pulse point, 
to alert consumers when 
environmental factors 
need their attention.

Pharmacists receive 
feedback and build 
reciprocity with individual 
health consumers and the 
community.

Health Watch becomes 
your daily environmental 
health check–in.

Health consumers tell their 
family and friends about 
info and stock up relevant 
OTC products.

Health consumers start 
to expect and rely on it – 
they miss it if it’s not there.

Created by I Wayan Wika
from the Noun Project

Behavioural Outcomes

Created by I Wayan Wika
from the Noun Project
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Your Neighbourhood Health Watch.

Created by Alice Design
from the Noun Project
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Using Behavioural Science 
concepts to create 
impactful content3
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Using Behavioural Science concepts 
to create impactful content.
When creating or curating content for health consumers within self-care initiatives, it is useful for pharmacists to have 

a basic understanding of the five key Behavioural Science concepts that drive behaviour change. They are:  

Anchoring: People search 
for reference points (anchors) 

to help them understand 
information and  
make decisions. 

 
For example, researchers found 
that when newspapers provided 
anchors and reference points to 
help people comprehend and 
interpret numbers in articles, 

recall and error detection both 
improved amongst readers. E.g. 

These planes are not allowed 
to fly below 400 feet. To put this 

into perspective, 400 feet is 
about the height of a 40  

story building.1

Rules of thumb: People use 
mental shortcuts (rules of thumb) 

in decision-making, helping 
to find quick and satisfactory 

ways of understanding complex 
pieces of information.

 
For example, people often use 

awards stickers on food and 
drinks products like wine to help 
them decide whether something 

they don’t know a lot about is 
worth buying. 

Framing: Our decisions and 
behaviours are impacted by 
how information is presented 
to us -there is no single way to 

frame information. 

 
For example, which would 

you rather buy - Meat that is 
75% lean or 25% fat? The same 

information but framed in a 
different way! 

Salience: The concept of 
Salience is simply the state  

of being prominent, of  
standing out. 

 
 

We have evolved to recognise 
things that stand out in our 
environment because they  

are typically valuable or 
dangerous to us2.

Authority Bias: People often 
alter their opinions and 

behaviours in line with someone 
they consider to be an expert 

on a subject.
 
 

For example, when it comes to 
making financial investments 

people often look for, and 
follow advice from, people they 
think know a lot about the field. 

In fact, a neuroscience study 
of college students found that 
when they received advice 
from a renowned economist 
the decision-making parts of 
students’ brains actually shut 

down and showed less activity! 
They deferred the decision  

to the authority. 

1. 2. 3. 4. 5.
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Created by Gregor Cresnar
from the Noun Project

Created by I Wayan Wika
from the Noun Project

Created by Adrien Coquet
from the Noun Project

Created by Vladimir Belochkin
from the Noun Project

Reference 
1. P. J. Barrio, D. G. Goldstein, and J. M. Hofman. 2016. Improving the comprehension of numbers in the news. In Conference on Human Factors in Computing Systems (CHI). 
2. “Expert Financial Advice Neurobiologically ‘Offloads’ Financial Decision-Making under Risk.” By Jan B. Engelmann, C. Monica Capra, Charles Noussair, Gregory S. Berns. Public Library of Science ONE, March 24, 2009.
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Implementing initiatives  
in a way that  
doesn’t overburden 
pharmacy teams 4



Given the workload of pharmacy teams,  
TBA recommends that all self-care initiatives 
take an incremental approach.
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Start with small and simple tactics or content pieces for health consumers that build over 
time. For illustration purposes, this is how the Your Health Watch initiative might come to 
life within pharmacy practice.

As the strategy builds over time pharmacists will see the positive 

feedback and ROI from the mission & strategy – increased community 

connection, better traffic and reputation, more traffic & revenue

Automatically tailored and personalised 

data shared directly with health customers

Small steps to bring  

Health Watch to life

Now

Future

Created by Adrien Coquet
from the Noun Project
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Here are three simple practical actions  
– inspired by the Behavioural Science 
concepts – that pharmacists could take 
today to begin their Neighbourhood Health 
Watch initiative.

EXPERT    |   WORLD PHARMACY DAY



1. Provide data that is locally relevant and  
timely for the season and local environment.
This is the core of the Health Watch initiative, motivating action from health consumers by empowering them 

with information that is personally relevant to their health and their community, whilst also making it easy  

and accessible for them to act on.

EXPERT    |   WORLD PHARMACY DAY

Pollen Breakdown

Do you know which kinds of pollen aggravate your symptoms?  

Here is a three day outlook for the worst offenders. 

4G

18o Islington, London, England

Tonight: None

Tomorrow: None

Friday: None

Tree Pollen Grass Pollen

Tonight: Low

Tomorrow: Low

Friday: Low

Tonight: None

Tomorrow: None

Friday: None

Ragweed Pollen
Created by Wan HD
from the Noun Project

Created by Popular
from the Noun Project

Created by Xinh Studio
from the Noun Project

Created by joe pictos
from the Noun Project

Created by Muhamad Ulum
from the Noun Project
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2. Use simple Behavioural Science  
concepts to help health consumers act  
on the Health Watch data.

UV INDEX

1-2 3-5
6-7

8-10

11+

For example, colour codes on the UV index help make sense of the level of risk (e.g. 9= very high)

No Protection 
Required

LOW MEDIUM HIGH VERY HIGH EXTREMELY HIGH

EXTREMELY HIGH

VERY HIGH

HIGH

MEDIUM

LOW

Protection 
Required

Extra Protection 
Required

Behavioural Science in Action 

●  By providing people with simple rules of   

 thumb as shown above - e.g. colour  

 codes for low, medium and high 

 risk, you are helping them to very quickly  

 understand, interpret and act on  

 complex information. 

●  By providing people with guidance on 

 what they should do because of seeing 

 the data, you are giving them an anchor 

 and reference point to help them 

 change their behaviour.
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Created by Desireé Bolívar
from the Noun Project
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Meet the team
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3. Dial up the local connection and raise 
salience of the pharmacy in the  
Health Watch initiative.

Behavioural Science in Action 

●  By giving Your Neighbourhood Health Watch a  

 local name and displaying it on notice boards  

 you are Framing it around a community’s local  

 identity and making it relevant to them.

●  By making Your Neighbourhood Health Watch  

 Salient in and around the pharmacy – for example  

 placing on notice boards outside and in visible  

 areas where people wait – you will catch health  

 consumers attention and make them think it is   

 something valuable and worth acting on.

●  By positioning Your Neighbourhood Health Watch  

 within pharmacy and alongside pharmacist   

 profiles and credentials, you are lending it authority 

 and making it even more likely for health 

 consumers to act. 

Disrupt customers by utilising inside  

& outside space.

Have team profiles alongside Health Watch  

to make it personal and give it the authority  

of your expertise.

23

Give it a local name and display on notice  

boards to make it feel local and dynamic.
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Take Action Today!

Are you thinking of running a self-care initiative within your pharmacy?  

Why not apply the B=MAP model to assess its impact?

Does your team want to have a greater impact in self-care?  

Why not get together and brainstorm how the Behavioural Science 

concepts in this download might help? 

 

www.gskhealthpartner.com 
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