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Background
The Alberta College of Pharmacists (ACP) is responsible for quality pharmacy practice in Alberta.
Their first obligation is to the public, ensuring they receive safe, effective, appropriate pharmacy
care.
Major activities include ensuring that only qualified pharmacists and pharmacy technicians are
licensed in the province, and that Alberta pharmacists and pharmacy technicians maintain their
knowledge and skills at the highest level possible. ACP also ensures that pharmacies provide
environments that support quality pharmacy practice and client safety.
ACP maintains a rotating three-year survey cycle of pharmacists, the public, and stakeholders. ACP’s
stakeholders are partners in provincial and national governments, academia, and other health
profession colleges and associations. This report presents the results of the 2014 Stakeholder Survey
that gauged current stakeholder opinions and perceptions and measured progress in targeted areas
through comparison of results to 2011 and 2008.

Objectives
The objectives of the research were to better understand the perspective of stakeholders on the
following issues:









Assess respondents’ overall perceptions of ACP;
Determine the college’s strengths and weaknesses
Determine respondents’ perceptions of ACP’s leadership in a number of areas;
Identify key attributes sought by stakeholders, determining what is important to them and how
well ACP meets their expectations;
Determine if ACP’s priorities are aligned with those of stakeholders;
Determine respondents’ overall agreement, satisfaction and importance ratings for a number of
statements regarding the college;
Identify additional ACP actions/initiatives desired by stakeholders; and,
Identify respondent profiles.
The results of the survey are intended to be used as indicators
of these determinants of success to monitor and measure
performance and inform improvements. As such, the goal was
to develop a questionnaire that would stand the test of time
and produce indicators that would provide insight into the
determinants of success identified in the ACP’s strategic plan.
More specifically, the indicators developed through this study
will provide success metrics for the following determinants of
success outlined in the Strategic Plan: Public and Stakeholder
Awareness and Credibility and Trusting Relationships.
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Methodology
The Alberta College of Pharmacists sent stakeholders a pre-notification email to inform them of the
survey and encourage participation. Following that, Ipsos Reid sent ACP stakeholders an email
inviting then to participate in the survey – the email included a survey URL embedded with a
personal identification number. Respondents were able to complete the survey at their own
convenience, and stop and come back to the survey if required.
In order to maximize participation and mitigate non-response bias, two reminder emails were sent
and non-responders were also contacted by telephone. The online survey with was conducted
between October 7 and 24, 2014 and 62 stakeholders completed the survey.
It is important to note that invitations to partners were not distributed equally. Some organizations,
typically those with whom ACP has more involvement, had multiple respondents.
The table below provides a breakdown of respondents by organizational group.
Organizational Group

Number of
respondents

Organizational Subgroup

Health Organizations

34
National Health Organizations – Pharmacy
Alberta Health Groups – Non-colleges
Alberta Health Colleges
National Health Organizations – Non Pharmacy
Patient Advocacy Group Representative
Pharmacy Publication Representative

Corporate

13
10
8
1
1
1
18

Corporate Pharmacy
University of Alberta
Pharmaceutical Manufacturers
Police

9
5
2
2

Government

10
Government of Alberta
Alberta Health Services
Patient Services Representative

7
2
1
Total

62

Among the total respondents, 16 were major partners, 24 moderate partners and 22 minor
partners. ACP assigned partnership levels based on generalized frequency of interaction. See
Appendix B for more detailed respondent categories.
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Caution: Limitation of Results
With a sample of 62, results are considered accurate to within ±8.0 percentage points, 19 times out
of 20, of what they would have been had all 102 stakeholders been surveyed. The margin of error is
larger within for other sub-groupings of the survey population.
The following table details the number of interviews conducted within each key sub-group as well as
the corresponding margins of error (using the finite population correction factor).
As can be seen, the sample sizes by organizational group as well as partner level are very small, and
the corresponding margins of error, quite large. While results are shown as percentages for
organizational group and partner level, it is important to note that they are based on extremely
small numbers and most differences between sub-groups are not statistically significant.
Similarly, while results are compared to those obtained in the 2011 survey where possible, most
changes are not statistically significant.

Organizational Group
Health Organizations
Corporate
Government
Partner Level
Major
Moderate
Minor
TOTAL

Number of
potential
respondents

Number of
responses (n)

Maximum margin of error
(percentage points)

49
29
26

34
18
10

±9.4
±14.5
±24.8

21
35
48

16
24
22

±12.3
±11.4
±15.6

104

62

±8.0

Consider differences between sub-segments and year-to-year changes as directional in nature.
Use extreme caution when using and interpreting results.
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Key Findings
Overall, the results suggest that the ACP is achieving the stakeholder determinants of success laid
out in its Strategic Plan in the area Credibility and Trusting Relationships as well as of Being Valued.

Credibility and Trusting Relationships
Stakeholder
Awareness

Stakeholder Confidence

Metric

Viewed as
consistent,
knowledgeable
and objective.

Sought out as a
valued partner and
resource.

ACP is valued.

2014

2011

Agree (4 or 5) you can be relied
upon.

85%

78%

Agree (4 or 5) you are objective
in your business practices.

77%

-

Agree (4 or 5) you are a reliable
source of knowledge

88%

92%

Agree (4 or 5) you are an
organization that is valuable as
a partner.

84%

92%

See you primarily as a partner
or a stakeholder rather than a
resource.

74%

69%

Agree (4 or 5) that you are an
essential organization.

97%

92%

*Note: For comparative purposes, responses have been rebased to exclude don’t know responses
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Views of the ACP


Overall satisfaction with their relationship with ACP is high, with the majority of stakeholders
(69%) rating their satisfaction as either a five (29%) or a four (40%) on a five-point scale where
five means very satisfied and one means very dissatisfied.



However, this year’s results indicate a slight decrease in satisfaction compared to 2011 (69%
compared to 78% in 2011.)
o While satisfaction is equally low among corporate organizations (67% satisfied) and
health organizations (62% satisfied), health organizations are driving the decrease in
overall satisfaction with their relationship with the ACP (down from 86% in 2011).



Stakeholders are more likely to view the ACP as either a stakeholder they consult about
common interests (37%) or a key partner they engage with to achieve a mutual goal (37%) than
a resource to their organization (21%).
o Government organizations are most likely to view the ACP as a key partner (80%) while
corporate and health organizations are most likely to view the ACP as a stakeholder they
consult about common interests.



Just over half (56%) of stakeholders offered positive ratings on the ACP’s performance in
communicating with them with a quarter (24%) saying the ACP does a very good job (five out of
five) and a third (32%) offering a rating of four out of five.
o Government organizations hold the most positive views of the ACP’s performance in
communicating with them with seven in ten (70%) offering a rating of very good (30%)
and another four in ten (40%) giving a rating of four out of five.
o Major partners hold the most positive views of the ACP’s performance in
communicating with them with eight in ten (81%) offering a rating of four (25%) or five
(56%) out of five.



Stakeholders consider themselves to be knowledgeable about the role of the ACP; nearly nine in
ten (87%) rate their knowledge as either a five (45%) or a four (42%) out of five on a five-point
scale where five is very knowledgeable and one is not at all knowledgeable.
o Health organizations offer the highest ratings with ninety-one percent rating their
knowledge as either a five (47%) or a four (44%).



Strong majorities agree that the ACP is a reliable source of knowledge (85%), an organization
that is valuable as a partner (82%), accountable for its actions (76%), and in step with current
trends (73%).



Overall agreement that the ACP is realistic in its expectations is lower (61%) though few disagree
with the statement (7%).
o However, a comparison with the results from the 2011 survey indicates a general overall
softening of the strength of agreement with the statements and a slight increase across
the board in disagreement.
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Stakeholders agree (either four or five) that the ACP is an organization that values their input
(68%), is objective in its business practices (66%) and that it is an organization whose positions
and views are aligned with their own (66%).
o While they agree most strongly that the ACP values their input (32% five out of five),
13% disagree that this is so, making this attribute the most polarizing.



When rated on the series of attributes below, the ACP receives relatively high scores on all but
the last two attributes.
 Is an essential organization
 Is committed to protecting and serving the public interest
 Is competent
 Can be relied upon
 Acts ethically
 Is a leader in pharmacy practice
 Puts patients health first in all it does
 Is a leader in health policy
 Is innovative
 Treats people justly
 Has transparent processes



A strong majority of stakeholders view the ACP as an essential organization (95%), committed to
protecting and serving the public interest (94%), competent (89%), reliable (82%), ethical in its
actions (81%), a leader in pharmacy practice (81%) and putting patients’ health first in all it does
(79%).
o In terms of reliability, overall agreement that the ACP can be relied upon has increased
by seven percentage points from the 2011 results. However, the intensity of the
agreement declined slightly with 37% saying they strongly agree compared to 43% in
2011.



While quite positive, agreement is slightly lower when it comes to being a leader in health policy
(69%) or being innovative (68%).
o Only two in five (40%) government organizations agree that the ACP is a leader in health
policy or that it is innovative.



Only three in five (61%) agree that the ACP treats people justly and only just over half (55%)
agree that it has transparent processes.
o Overall agreement that the ACP has transparent processes has increased by 10
percentage points, and the proportion that strongly agrees with this statement has also
increased by five percentage points from 13% to 18%.
o While the majority of government organizations (70%) agree that the ACP has
transparent processes, fewer than half (44%) of corporate organizations and just over
half (56%) of health organizations share this view. Considering overall agreement
(ratings of four or five), it seems that health organizations offer lower levels of
agreement that ACP treats people justly and has transparent processes. However, the
proportion of don’t know responses for both attributes is quite high – excluding don’t
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know responses, agreement increases to 74% for both measures among health
organizations.


Stakeholders are most interested in the ACP focusing their efforts on ensuring pharmacists are
equipped to practice to full scope, further expanding pharmacists’ scope of practice, investing in
defining the pharmacist of the future and furthering collaborative, interdisciplinary team-based
care.



The top three ways in which stakeholders say the ACP can provide more value to Alberta’s
health care system are enhancing their role in collaborative care, ensuring quality and safety in
pharmacy practice by fulfilling their regulatory mandate and ensuring pharmacists are practicing
to full scope while exploring possibilities for further broadening their scope.
o Many of the comments about collaboration suggested that better understanding the
roles of others and ensuring that others have a clear understanding of the role of
pharmacists would help to optimize the performance of all, leading to cost savings and
more efficient delivery of service.
o Specific examples given with regard to fulfilling ACP’s regulatory mandate focused on
intervening in pharmacy practice to ensure both quality and safety in the delivery of
care.

Perceptions of Pharmacists


Stakeholders were asked to rate the importance of pharmacists in a range of health care roles.
There has been a notable increase in the importance placed on all roles. The most significant
increases occurred in the roles related to the expanded scope of pharmacists.
o For example, there is a 19 percentage-point jump among those who say that
pharmacists are important to an individual’s overall health care (95% compared to 76%
in 2011) and a 15 percentage-point increase in the proportion that says that
pharmacists are important as members of health care teams (97% compared to 82% in
2011).
o Stakeholders also place greater importance on the pharmacist’s role in preventing the
misuse of prescription drugs (94% compared to 82% in 2011).



Government stakeholders and health organizations tend to rate the overall importance of each
of the roles as important, corporate groups offer slightly lower ratings, though still quite high.



Stakeholders were also asked to assess the importance of the role of pharmacists depending on
the context in which the roles are being delivered. For example, they were asked how important
the pharmacists’ role in monitoring and supporting a patient’s drug therapy was in a public
health and wellness scenario versus when diagnosing minor ailments or when considering
chronic disease management.
o Stakeholders consider the importance of each role to have grown since 2011 for all the
roles and for all of the scenarios presented. Not surprisingly those roles that are closest
to the pharmacists’ traditional (pre-scope expansion) are those considered the most
important.
o Overall, government organizations are slightly less likely than corporate organizations to
see pharmacists as playing an important role in public health and wellness, minor
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ailments, chronic disease management, addictions and mental health and palliative
care. This difference is most marked for assessing a patient’s condition and prescribing
based on their own assessment.


The most common suggestions for new services that pharmacists should provide were expand
both pharmacists’ and pharmacy technicians’ scope of practice, ensure pharmacists practice to
full scope, and focus more on wellness and less on revenue.



In terms of the pharmacist’s role in improving patient care, the top suggestions were sharing
information and responsibility in team-based care, being more focused on the patient and
keeping up to date on their education and taking the time to educate patients.



Things pharmacists should be doing but aren’t include:
o Practicing to full scope
o Greater collaboration and information sharing
o Focus on clinical care and follow up with patients
o Documenting care
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Detailed Findings
Views of the Alberta College of Pharmacists
The first section of this report provides a detailed analysis of the results of the survey that relate to
stakeholders views and perceptions of the ACP.

Satisfaction with relationship with ACP
Stakeholders were asked to rate their satisfaction with the relationship their organization has with
the ACP on a five-point scale, where 5 means very satisfied and 1 means very dissatisfied. While this
year’s results indicate a high degree of satisfaction, they also reveal a notable decline in overall
satisfaction, a decrease in the intensity of satisfaction and a slight increase in dissatisfaction when
compared to the 2011 results.
Seven in ten (69%) say they are either very satisfied, offering a rating of five out of five (29%) or
somewhat satisfied, offering rating of four out of five (40%). However, satisfaction levels have
decreased since the 2011 survey with an overall nine percentage point decline (from 78% in 2011 to
69% in 2014) in the proportion who gave either a four or a five. The results also indicate an increase
of five percentage points among those who are very dissatisfied, from 0% in 2011 to 5% in 2014.

A look at the data by organizational group shows that the
decrease in satisfaction is being driven by health
organizations. In fact, the results indicate a 24 percentage
point decrease in those who offer a rating of either a 4 or 5
out of five from 86% in 2011 to 62% in 2014. While the
satisfaction levels of government organizations remained
relatively stable, we see an increase in the satisfaction
ratings of corporate groups, from 46% in 2011 to 67% in
2014.
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When the data is analyzed further by two health organization
subgroups, one can see that satisfaction among Alberta Colleges
and National pharmacy health organization is higher than among
Alberta Non-Colleges and National non-pharmacy health
organizations (67% vs. 54% satisfied).

The results also reveal that the downward pressure on overall satisfaction is being driven more by
minor and major partners than by moderate partners.
Only just over half (55%) of minor partners give a
four or five out of five in this year’s survey
compared to seven in ten (68%) in 2011. The
proportion of major partners offering a four or five
out of five declined 16 percentage points from 91%
in 2011 to 75% in 2014.
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Nature of relationship with ACP
To gauge how stakeholders perceive the nature of their relationship with the ACP, they were asked
to select which of four descriptors best describes their relationship with the ACP. Overall, the 2014
results are fairly consistent with results of the 2011 survey. Three in four stakeholders (74%) are
divided between viewing the ACP as a stakeholder they consult about common interests (37%
compared to 37% in 2011) and a key partner they engage with to achieve a mutual goal (37%,
compared to 32% in 2011). The remaining one in five (21%) view the ACP as a resource to their
organization more than as either a stakeholder they consult on common interests or a key partner
with whom they engage to achieve mutual goals.
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Performance in Communicating with Stakeholders
Stakeholders were asked to ACP’s performance in communicating with them. Overall, views are
mixed between positive ratings and uncertainty.
Just over half (56%) offered positive ratings of five or four out of five. The same proportion of
stakeholders is neutral on the issue with an additional five percent saying they don’t know. Under
one in ten (7%) give a negative rating (with two percent saying very poor and another five percent
giving a rating of just two out of five).

Government organizations hold the most positive views of the ACP’s performance in communicating
with them with 30% offering a rating of very good and another 40% giving a rating of four out of
five. Corporate organizations are more in line with the average, though slightly more strongly
positive. Health organizations are least positive when it comes to the ACP’s communications with
them. Only one in five offer a rating of very good (18%), and just over a third (35%) give a rating of
four out of five. Within health organizations, non-colleges/non-pharmacy organizations have more
positive views – just under half (46%) offer a rating of 4 out of five, compared to 29% of
colleges/pharmacy organizations. Across all groups, a similar proportion (roughly a third) is neutral
on the issue.
An analysis by partner level shows that major partners are the most positive with over half (56%)
rating the ACP’s communications as very good (five out of five) and an additional quarter (25%)
offering a rating of four out of five. They are also the most opinionated on the subject with only six
percent saying neutral (3 out of 5) and the same proportion (6%) saying they don’t know. Not
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surprisingly, the proportion who are neutral (3 out of 5) on the performance of the ACP in
communicating with them increases as the level of interaction with the ACP decreases.

Stakeholder Knowledge of the Role of the ACP
Overall, when asked, stakeholders consider themselves to be knowledgeable about the role of the
ACP. In fact, nearly nine in ten (87%) rate their knowledge as either a five (45%) or a 4 (42%) out of
five on a five point scale where five is very knowledgeable and one is not at all knowledgeable.

Health organizations offer the highest ratings with ninety-one percent rating their knowledge as
either a five (47%) or a four (44%). This climbs to ninety-six percent among colleges/pharmacy
organizations, and though still high, is comparatively lower among non-colleges/non-pharmacy
organizations (85%). Major partners are the most likely to say they are very knowledgeable (69%);
however, moderate partners offer the highest overall positive ratings with 100% rating their
knowledge as either a five (54%) or a four (46%). Minor partners are the least knowledgeable with
only one in five (18%) saying they are very knowledgeable and one in ten (9%) offering a rating of
just two out five.
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Perceptions of the ACP
When asked to rate their agreement with a series of statements about the ACP, overall,
stakeholders offered positive scores. Among the statements, strong majorities agree that the ACP is
a reliable source of knowledge (85%), an organization that is valuable as a partner (82%),
accountable for its actions (76%), and in step with current trends (73%).
Overall agreement that the ACP is realistic in its expectations is lower (61%), though few disagree
with the statement (5%). Instead, stakeholders seem to be undecided on this statement with just
over a third (34%) split between a neutral score (18%) and don’t know (16%). Indeed, excluding
don’t know responses, agreement increases to 73%.
Also notable, while agreement is high that the ACP is accountable for its actions, one in ten (10%)
disagree (either a one or a two on the five point scale) that it is. On their own, aside from some
concern over some disagreement with the statement that the ACP is accountable for its actions and
uncertainty about whether it is realistic in its expectations, the 2014 results are quite positive.
My organization considers the Alberta College of Pharmacists to be:

However, a comparison with the results from the 2011 survey indicates a general overall softening
of the strength of agreement with the statements. While the proportion who rate their agreement
with the statements as strong has declined, the proportions offering a rating of 4 has increased
slightly suggesting a slow softening of agreement and not a shift towards the negative. There are
two exceptions to this trend.
First, agreement that the ACP is in step with current trends has declined. The proportion that offers
a neutral rating has increased from six percent to 16%. This indicates a notable overall downward
trend in agreement with this statement.
Second, agreement that the ACP is realistic in their expectations has increased both in the five and
four categories, and declined in the proportion offering a neutral or don’t know rating. This suggests
that, this year, more stakeholders are in a position to formulate an opinion on this statement and
more are leaning toward the positive than the negative.
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Considering combined positive ratings of five (strongly agree) and four, for the most part,
government organizations offer higher ratings than both corporate and health organizations – the
one exception being ACP is a reliable source of knowledge for which ratings are lower. While
agreement that the ACP is realistic in their expectations is lowest among health organizations, it is
important to note that one-quarter (24%) of respondents say don’t know (though agreement
remains comparatively lower than government at 69% even excluding don’t know responses).

It is notable that within health organizations, colleges/pharmacy organizations offer a more positive
rating of the ACP on all five attributes when compared with non-colleges/non-pharmacy health
organization. The biggest gaps are seen for ACP is accountable for its actions (91% vs. 39% agree)
and ACP is in step with current trends (86% vs. 54% agree). While close to one quarter (23%) of noncolleges/non-pharmacy health organization offer a don’t know response to ACP is accountable for its
actions, even excluding don’t know responses, agreement is comparatively lower (50%).

At the partner level, notable differences are also observed. Major partners are more likely to agree
than both moderate and minor partners that ACP an organization that is valuable as a partner,
accountable for its actions and realistic in their expectations – with the biggest gap for this last
characteristic.
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Three statements were added to item bank for this question in the 2014 survey. Roughly seven in
ten agree with each though stakeholders agree most strongly that the ACP is an organization that
values their input.

In fact, a third (32%) strongly agrees that the ACP values their input and another 36% offer a rating
of four out of five. However, one in ten (10%) offer a rating of two out of five and another three
percent strongly disagrees. Similarly, while two thirds (66%) agree either strongly (27%) or give a
score of four out of five (36%), one in ten (10%) give either only a two out of five (8%) or strongly
disagree (2%) that the ACP is objective in its business practices.
While the strength of agreement with the statement that the ACP is an organization whose positions
and views are aligned with their own is weaker than for the other two statements (19% strongly
agree), opposition is almost nonexistent with no stakeholders strongly disagreeing and only two
percent offering a rating of two out of five.
Again, considering combined positive ratings of five (strongly agree) and four, government
organizations offer more positive ratings than both corporate organizations and health
organizations for ACP values our input and is objective in business practices. Just half (50%) of
corporate organizations agree that ACP is an organization whose positions and views are aligned
with our own, notably lower than government (70%) and health (74%) organizations.
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Within health organizations, ratings are similar with the exception of ACP is objective in its business
practices where there is a 50 point gap between colleges/pharmacy organizations (81%) and noncolleges/non-pharmacy organizations (31%). Excluding don’t know responses for both groups, the
gap still remains (94% vs. 44% agree).

At the partner level, major partners offer more positive ratings than both major and moderate
partners for ACP values our input and is objective in business practices. While agreement that ACP is
an organization whose positions and views are aligned with our own is somewhat lower among
major partners than moderate partners, when don’t know responses are excluded, agreement
increases to 79% among major partners, on par with 83% among moderate partners.
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ACP Attributes
Stakeholders were asked to rate the ACP on a range of attributes on a scale of one to five, where
five means strongly agree and one means strongly disagree. Overall, the proportion that offer
ratings of either a four or a five out of five on most attributes is high. A strong majority of
stakeholders view the ACP as an essential organization (95%), committed to protecting and serving
the public interest (94%), competent (89%), reliable (82%), ethical in its actions (81%), a leader in
pharmacy practice (81%) and putting patients’ health first in all it does (79%).
While still positive, agreement is lower when it comes to being a leader in health policy (69%) and
being innovative (68%). However, only three in five agree that the ACP treats people justly (61%) and
just over half (55%) agree that ACP has transparent processes. One should note, however, that don’t
know responses are higher for these two attributes.

In most cases, a look at the results by organizational group shows only mild variations, with a few
exceptions. Only two in five (40%) government organizations agree that the ACP is a leader in health
policy or that it is innovative (even excluding don’t know responses, agreement remains low at 50%).
While the majority of government organizations (70%) agree that the ACP has transparent
processes, fewer than half (44%) of corporate organizations and just over half (56%) of health
organizations share this view. Considering overall agreement (ratings of four or five), it seems that
health organizations offer lower levels of agreement that ACP treats people justly and has
transparent processes. However, the proportion of don’t know responses for both attributes is quite
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high – excluding don’t know responses agreement increases to 74% for both measures among
health organizations.
In all cases, minor partners offer lower ratings than major partners. This is not surprising as it is
commonly accepted that when views of an organization are generally positive, the intensity of that
positive sentiment increases as familiarity with the organization increases. While there are several
exceptions where the results for moderate partners are either lower than minor partners or higher
than major partners, the variations are so slight for such small sample sizes that these differences
likely don’t indicate any clear trend.
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Attributes: Organizational
When comparing this year’s results to the 2011 survey, we note a trend of downward pressure on
the positive scores; however, negative scores remain consistently low. In terms of organizational
attributes, agreement with the statement that the ACP is innovative declined the most from four in
five (79%) in 2011 to 68% in 2014. This is reflective of a decrease in ratings of four out of five (47%
vs. 37%), while strongly agree ratings remain unchanged.

While overall agreement that the ACP is an essential organization and is competent remains
relatively consistent, there has been a decline in the strength of that agreement with a five
percentage point drop for the former and a seven percentage-point drop for the latter.
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Attributes: Credibility
Across a range of attributes relating to credibility, stakeholders offer relatively positive ratings. In
terms of reliability, overall agreement that the ACP can be relied upon has increased by seven
percentage points from the 2011 results. However, the intensity of the agreement declined slightly
with 37% saying they strongly agree compared to 43% in 2011. Similarly, overall agreement that the
ACP has transparent processes has increased by 10 percentage points, and the proportion that
strongly agrees with this statement has also increased by five percentage points from 13% to 18%.

Overall agreement that the ACP treats people justly remains unchanged with the results of the 2011
survey and the proportion that strongly agree has increased by 10 percentage points. The one
credibility attribute that shows a slight decline is with respect to the ACP acting ethically. Overall
agreement with this statement decreased from 85% in 2011 to 80% this year. While the decline in
overall agreement is relatively slight, there is a notable decrease in the proportion saying they
strongly agree that the ACP acts ethically (53% compared to 64% in 2011).

Ipsos
© 2014 Ipsos. All rights reserved. Contains Ipsos' Confidential and Proprietary information and may not be disclosed or reproduced without the prior written consent of Ipsos.

22

Alberta College of Pharmacists
2014 Stakeholder Survey

Attributes: Public Responsibility
Agreement with the statement that the ACP puts patients’ health first in all it does remains
consistent when compared to the 2011 results. However, the intensity of the agreement shows a
slight decline with 37% strongly agreeing this year compared to 42% in 2011.

While the proportion that strongly agrees declined, the proportion that rates its agreement as a four
out of five increased by roughly the same proportion while the other results remained consistent.
This suggests a softening of agreement rather than a shift toward disagreement.
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Attributes: Leadership
This year’s results show that today, stakeholders are slightly more likely to agree that the ACP is a
leader in health policy (69% four or five out of five compared to 65% in 2011) and less likely to see it
as a leader in pharmacy practice (80% four or five out of five compared to 93% in 2011).
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Focus for the next five years
Stakeholders were asked on an open-ended basis which areas the ACP should focus its resources on
for the next five years. Of the 63 respondents, 47 provided answers to this question. Several key
themes emerged in the responses provided. Among them, the most commonly suggested areas of
focus for the next five years are the expanded scope of practice of pharmacists, the future of the
profession and the role of and impact on the pharmacist of team based care. The table below
presents the most common themes that emerged.
Theme

Number of mentions

Expanded scope of practice.

23

Future of the profession.

13

Collaborative, interdisciplinary, team-based care.

12

Standards and regulations.

11

Role of pharmacy technicians.

9

Health policy (health promotion and disease prevention).

7

Other

9

Expanded scope of practice
Half of the comments referenced a need for the ACP to focus on issues related to the expanded
scope of practice. These comments tended to focus primarily on ensuring competencies as well as
quality and safety in the delivery of services in this broadened scope.
Many comments focused more on educating other health care professionals and the public on the
expanded role of pharmacists.
While several comments focused on pushing further scope expansion, others suggested that the
ACP should focus first on ensuring that pharmacists are currently practicing to full scope.
In a few instances, reference was made to working with other jurisdictions on a pan Canadian
approach to scope expansion to reduce fragmentation.
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Future of the profession
Thirteen of the comments suggested that, over the next five years, the ACP should focus on ensuring
the positive evolution of the profession. There is some overlap with the discussion of the expanded
scope of practice, though in this case, the comments were more broadly focused. Examples include
raising awareness and the profile of the profession, contributing to the evolution of the role of the
pharmacist in health care, and defining the future of the profession.
Collaborative, interdisciplinary, team-based care
Another 13 comments indicated that the ACP should focus on the pharmacist’s role in collaborative
care models and interdisciplinary team-based approaches. Comments included:
Standards and regulations
Eleven of the comments suggested that the ACP should be focusing on regulations, either with
regard to enforcement or the development of new regulations. There was also frequent mention of
ensuring that standards of practice are supported, enforced and maintained.
Role of pharmacy technicians
Nine comments raised the issue of the role of pharmacy technicians. While the comments often
simply included a reference to pharmacy technicians when discussing the expansion of the scope of
practice or the need to support both pharmacy technicians and pharmacists in practicing to full
scope while ensuring safety and quality, others made specific mention of the role pharmacy
technicians can play in shaping the profession. For example, one comment proposed that if
pharmacy technicians practiced to full scope to better enable pharmacists to focus on clinical
practice.
Health policy (health promotion and disease prevention)
While not a primary focus of the contributions, seven comments suggested that the ACP should
focusing on supporting pharmacists in contributing to health promotion and disease prevention
through contributions to policy discussions.
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Other
This category highlights areas of focus that were mentioned in only one or two comments. These
suggestions included:






Expanded role for pharmacists in immunizations.
Lobbying for the ability to prescribe narcotics and the pharmacist’s role in diversion and
preventing addiction.
Improving Netcare and promoting electronic data management.
The success of pharmacy practice consultants.
Increased focus on stakeholder relations/engagement with a broader audience.

ACP’s role in providing more value to Alberta’s health care system
When asked to identify the one or two most important things the ACP should do to provide more
value to Alberta’s health care system, 42 stakeholders provided answers The most common
suggestion was to invest more in collaborative practice, followed by ensuring quality and safety in
pharmacy practice by fulfilling the ACP’s regulatory mandate, and ensuring that pharmacists are
practicing to full scope while also working to expand the scope of practice.
Theme

Number of mentions

Collaborative practice

21

Ensure quality and safety – regulatory mandate

14

Ensure pharmacists are practicing to full scope and expand scope

10

Contribute to policy

5

Innovation

3

Communicate value/raise awareness

1

Collaborative practice
Half of the comments recommended increased collaboration with other stakeholders and health
care providers to increase the value the ACP provides to the health care system.
Many of the comments suggested that better understanding the roles of others and ensuring that
others have a clear understanding of the role of pharmacists would help to optimize the
performance of all, leading to cost savings and more efficient delivery of service.
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Ensuring quality and safety – regulatory mandate
Fourteen of the comments mentioned the importance of the ACP’s regulatory mandate in increasing
the value that the ACP can contribute to Alberta’s health care system. Specific examples focused on
intervening in pharmacy practice to ensure both quality and safety in the delivery of care.
Ensure pharmacists are practicing to full scope and expand scope
In addition to being the top mention for what the ACP should focus its resources on for the next five
years, the theme of scope of practice emerges here.
These stakeholders suggested that advocating for increased scope of practice and supporting
pharmacist to ensure they have the knowledge and confidence to practice to full scope would add
value to the health care system.
Contribute to policy
While only mentioned five times, some stakeholders think that the ACP’s role in contributing to
health policy can lead to increased value to the health care system.
Innovation (in the profession and tools)
Three comments suggested that the ACP has a role in contributing to innovation both in the practice
of the profession as well as information management, and that these advances would offer value to
the health care system.
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Ideas for new areas of focus
When asked to indicate, from their organization’s perspective what, if anything is the Alberta
College of Pharmacists NOT doing that they should be doing, 21 comments were provided. Given the
small number of responses and the diversity of content provided, it is not feasible to provide a
quantitative analysis of the results. However, a qualitative analysis of the information reveals that
the comments related primarily to the following suggestions:









Reach out to us more
Communicate more
Include LPNs in interdisciplinary conversations
Offer guidance on the practical application of standards
Provide more reference materials to pharmacists
Evaluate the impact on patients of pharmacy “owner” activities
Evaluate the impact of drug safety and supply that has occurred due to changes to drug
pricing/payment and the resulting impact on patients
Define alternative practice environments
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Perceptions of Pharmacists
The following provides a detailed analysis of the results of the survey as they relate to stakeholders’
perceived importance of pharmacists as well as their views on pharmacists’ role and participation in
health care in Alberta.

Importance of Pharmacists
Stakeholders were asked to rate the importance of pharmacists in a range of health care roles.
There has been a notable increase in the importance placed on all roles. The most significant
increases occurred in the roles related to the expanded scope of pharmacists. For example, there is
a 19 percentage point jump among those who say that pharmacists are important to an individual’s
overall health care (95% compared to 76% in 2011) and a 15 percentage point increase in the
proportion that says that pharmacists are important as members of health care teams (97%
compared to 82% in 2011). Stakeholders also place greater importance on the pharmacist’s role in
preventing the misuse of prescription drugs (94% compared to 82% in 2011).

While much less significant, the results also indicate a rise the perceived importance of the more
traditional pharmacist roles. The perceived importance of the role of pharmacists in ensuring the
quality and safety of drugs and in making the best drug therapy decisions increased by two
percentage points and six percentage points respectively.
Overall, the intensity of importance increases across all roles with more respondents saying each
role is very important compared to 2011.
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A look at the data by organizational groups reveals very little variation. Government stakeholders
tend to rate the overall importance of each of the roles as important, corporate groups offer slightly
lower ratings, though still quite high and health organizations offer equally high ratings of
importance as government on most of the roles presented.

Health organizations place the least amount of importance on the pharmacist role in ensuring the
quality and safety of drugs. Corporate organizations see making the best drug therapy decisions as
the least important of the roles presented.
Partner level does not have a significant impact on importance ratings. For the most part, the higher
the partner level, the greater importance is placed on the pharmacist in the roles considered.

The one exception is in the case of the importance placed on the role of the pharmacist in
preventing the misuse of prescription drugs. Major partners offer the lowest level of overall
agreement (88% compared to 100% among moderate partners and 91% among minor partners).
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Role of pharmacists
Stakeholders were also asked to assess the importance of the role of pharmacists depending on the
context in which the roles are being delivered. For example, they were asked how important the
pharmacists’ role in monitoring and supporting a patient’s drug therapy was in a public health and
wellness scenario vs. when diagnosing minor ailments or when considering chronic disease
management. As the chart below shows stakeholders consider the importance of each role to have
grown since 2011 for all the roles and for all of the scenarios presented. Not surprisingly, those
roles that are closest to the pharmacists’ traditional (pre-scope expansion) roles are those
considered the most important.
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Overall, government, corporate and health organizations see pharmacists as playing an important
role in public health and wellness, minor ailments, chronic disease management, addictions and
mental health and palliative care when it comes to monitoring and supporting patients’ drug
therapy as well as initiating drug therapy following diagnosis by a non-pharmacist prescriber.
Opinions, however, vary with regards to assessing a patient’s condition and prescribing based on the
pharmacist’s own assessment. In these two cases, both government and health organizations offer
lower levels of agreement than corporate organizations that public health and wellness, addictions
and mental health and palliative care should be part of a pharmacist’s role.
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An analysis by partner level reveals no clear trends.
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New services pharmacists should provide
Stakeholders were asked to describe what new services, if any, pharmacists should provide. Thirtytwo participants offered responses to this question. The comments can be divided into three
primary themes:
Theme

Number of mentions

Expand both pharmacists’ and pharmacy technicians’ scope of practice

19

Ensure they practice to full scope

8

Focus more on wellness and less on revenue

2

The competencies stakeholders would like to see added to the scope of practice included the
following:
 Allowing technicians to give vaccinations
 Providing public health immunizations
 Prescribing narcotic and pain meds for palliative care
 Injections outside of public health immunizations for children younger than 5
 Provide flu vaccine to children ages 5 to 8
 Diagnosing and treating minor ailments
 Screening and monitoring of chronic disease management
 Adapting medications in a population that needs frequent interventions that also need to be
implemented urgently
 IV infusions
 Nutrition counselling
 Genetic testing for drug optimization
 Specialized services such as pharmacotherapy and oncology
 Initiating medication therapy based on diagnosis by a physician
 Total medication management of diabetic care
 Services in the area of mental health and addictions
There were additional comments that were not related to the three primary themes.
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How pharmacists could improve patient care
Stakeholders were asked what pharmacists could do to improve patient care. Most (47)
stakeholders provided a response to this question.
Theme

Number of mentions

Share information and responsibility in team-cased care.

18

Be more focused on the patient

16

Educate themselves and patients

12

Practice to full scope

6

Monitoring patients medications

6

Share information and responsibility in team-cased care
The most commonly mentioned way in which pharmacists can improve patient care is through
increased information sharing on patient health through more collaboration in team-based care.
This ranges from better communication with other allied health professionals to allowing pharmacy
technicians to practice to full scope to free up time for pharmacists to play a greater role on the
health care team.
Be more focused on the patient
Among the responses, there were 16 mentions of being more patient focused. For these
stakeholders, pharmacists could improve patient care by leaving the dispensary and spending more
time with patients.
Educate themselves and patients
About a quarter of the mentions related to the role that education of pharmacists and pharmacy
technicians and the education of patients by pharmacists can play in improving patient care.
There was a strong emphasis on the need to consistently inform and educate patients on their
medications to ensure better outcomes, and the need for pharmacists and pharmacy technicians to
stay current with the latest research, training and information available.
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Practice to full scope
There were six mentions of the need for pharmacists and pharmacy technicians to practice to full
scope to improve patient care. In some instances this was about pharmacists allowing technicians to
practice to full scope so that they can focus on the full scope of their own practice. In other cases,
the comments focused on a reticence on the part of pharmacists to be fully engaged in all aspects of
their expanded scope.
Monitoring patients’ medications
There were six mentions of how the role of monitoring patients’ medications could contribute to
patient care. There was a strong emphasis on the need for pharmacists to go beyond filling
prescriptions and spend more time working with patients to manage their care, ensure the safe use
of drugs and assess the appropriateness of drug therapies.
Additional comments
There were additional comments that were not related to the primary themes.

What pharmacists are not doing but should be
When asked to indicate, from their organization’s perspective, what, if anything, pharmacists are
NOT doing that they should be doing, 27 stakeholders provided an answer. The comments can be
grouped into four themes:





Practicing to full scope
Collaborating and sharing information
Focusing on clinical care and follow up with patients
Documenting care for better information sharing and record keeping
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Strategic Plan: Determinants of Success
The ACP’s current strategic plan outlines a series of metrics to monitor progress in key areas.
The chart below summarizes how the results of the survey align as indicators to contribute to
measuring how the ACP is meeting the determinants of success for Stakeholder Awareness
and Credibility and Trusting Relationships as described in the ACP’s Strategic Plan.
Overall, the results suggest that the ACP is achieving its goals in nearly all areas.

Credibility and Trusting Relationships
Stakeholder
Awareness

Stakeholder Confidence

Metric

Viewed as
consistent,
knowledgeable
and objective.

Sought out as a
valued partner and
resource.

ACP is valued.

2014

2011

Agree (4 or 5) you can be relied
upon.

85%

78%

Agree (4 or 5) you are objective
in your business practices.

77%

-

Agree (4 or 5) you are a reliable
source of knowledge

88%

92%

Agree (4 or 5) you are an
organization that is valuable as
a partner.

84%

92%

See you primarily as a partner
or a stakeholder rather than a
resource.

74%

69%

Agree (4 or 5) that you are an
essential organization.

97%

92%

*Note: For comparative purposes, responses have been rebased to exclude don’t know responses
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Final Comments
Finally, stakeholders were asked to provide any additional comments regarding pharmacists
and/or the Alberta College of Pharmacists. Only 15 stakeholders provided responses.
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Appendix A: Email Invitation and Questionnaire
Alberta College of Pharmacists:
2014 Stakeholder Survey
FINAL Questionnaire (October 3)

EMAIL INVITATION
From: Ipsos Reid [sheela.das@ipsos.com]
Subject: ACP Stakeholder Survey

You are receiving this email because the Alberta College of Pharmacists asked Ipsos Reid, an independent research company, to conduct this survey on their behalf. If you
do not want to receive further invitations for the ACP Stakeholder Survey, please email sheela.das@ipsos.com

Dear ^MFN1^,
The Alberta College of Pharmacists (ACP), in partnership with Ipsos Reid, is surveying their partners to learn how
they can be more effective in these important relationships as they strive to ensure safe, effective, and
responsible pharmacy practice. Your input is very important as it will help ACP improve how they work with
partners in the future.
Please be assured, all information you provide will be kept strictly confidential by Ipsos Reid. We will present
results on an aggregate basis only.
The survey should take approximately 10 to 15 minutes to complete, depending on your responses. You will be
able to stop the survey and restart where you left off at your convenience. We ask that you complete the survey
by October 22, 2014 but encourage your participation as soon as possible.
To assist us in this important initiative, please follow the link below or copy the entire link into your browser.
[INSERT UNIQUE LINK]
If you have any questions or concerns about this survey, please contact Karen Mills, ACP Communications
Director, at 780-990-0321 or toll-free at 877-227-3838 or email her at karen.mills@pharmacists.ab.ca. If you
have problems accessing or completing the survey, please contact Ipsos Reid by email at sheela.das@ipsos.com.
Thank you for your input.
Best regards,
Sheela Das
Director
Ipsos Reid Corporation
700 6th Avenue SW, Suite 1950 | Calgary, AB, T2P 0T8
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INTRODUCTION AT SURVEY SITE
Thank you for participating in this stakeholder survey. Your input is very important as it will help ACP improve
how they work with partners in the future. All the information you provide us will be kept strictly confidential.
As you go through the survey, please take time to answer each question. If you wish to stop the survey and
complete it at a later time, simply close the survey window and come back to it at your convenience by clicking
on the website address in the email invitation. When you return to the survey site, you will begin where you
left off.
If you have any questions about this survey, please contact Karen Mills, ACP Communications Director, at
780-990-0321 or toll-free at 877-227-3838 or email her at karen.mills@pharmacists.ab.ca. If you have
problems accessing or completing the survey, please email Ipsos Reid at sheela.das@ipsos.com.

RELATIONSHIP WITH ACP
1. Overall, how satisfied are you with the relationship your organization has with the Alberta College of
Pharmacists?
Please select one response only
1 – Very dissatisfied
2
3
4
5 – Very satisfied
Don’t know
2. Please indicate your level of agreement with each of the following statements.
Please select one response for each item
[ACROSS TOP OF GRID]
1 – Strongly disagree
2
3
4
5 – Strongly agree
Don’t know
[DOWN SIDE OF GRID]
[FIRST ROW] My organization considers the Alberta College of Pharmacists to be:
[RANDOMIZE ORDER]
A reliable source of knowledge
Accountable for its actions
Realistic in their expectations
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In step with current trends
Objective in its business practices
An organization that is valuable as a partner
An organization that values our input
An organization whose positions and views are aligned with our own
3. Which of the following best describes your relationship with the Alberta College of Pharmacists?
ACP is:
Please select one response only
A key partner we engage with to achieve a mutual goal
A stakeholder we consult about common interests
A resource to our organization
Not an organization we seek to be involved with
Other (Please specify)
4. Overall, how would you rate your level of knowledge regarding the role of the Alberta College of
Pharmacists?
Please select one response only
1 – Not at all knowledgeable
2
3
4
5 – Very knowledgeable
Don’t know
5. Overall, how would you rate the job that the Alberta College of Pharmacists does at communicating with
you?
Please select one response only
1 – Very poor
2
3
4
5 – Very good
Don’t know
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PERCEPTIONS OF ACP
6. Please rate the Alberta College of Pharmacists on each of the following attributes.
Please select one response for each item
[ACROSS TOP OF GRID]
1 – Strongly disagree
2
3
4
5 – Strongly agree
Don’t know
[DOWN SIDE OF GRID]
[FIRST ROW] The Alberta College of Pharmacists:
[RANDOMIZE ORDER]
Is a leader in pharmacy practice
Is a leader in health policy
Is competent
Is innovative
Is committed to protecting and serving the public interest
Is an essential organization
Treats people justly
Puts patients’ health first in all it does
Has transparent processes
Acts ethically
Can be relied upon
7. In your view, what are the areas that the Alberta College of Pharmacists should focus its resources on in the
next five years?
Please be as detailed and comprehensive as possible in your response
[VERBATIM RESPONSE] [INSERT LARGE TEXT BOX – ACCEPT UP TO 2,000 CHARACTERS]
I don’t know
8. What are the one or two most important things the Alberta College of Pharmacists should do to provide
more value to Alberta’s health care system?
Please be as detailed and comprehensive as possible in your response
[VERBATIM RESPONSE] [INSERT LARGE TEXT BOX – ACCEPT UP TO 2,000 CHARACTERS]
I don’t know
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9. From your organization’s perspective, what, if anything, is the Alberta College of Pharmacists NOT doing
that they should be doing?
Please be as detailed and comprehensive as possible in your response
[VERBATIM RESPONSE] [INSERT LARGE TEXT BOX – ACCEPT UP TO 2,000 CHARACTERS]
I don’t know

PERCEPTIONS OF PHARMACISTS
The next questions are about pharmacist practice.
10. Using a scale of 1 to 5 where 1 means not at all important and 5 means very important, please rate how
important pharmacists are:
Please select one response for each item
[ACROSS TOP OF GRID]
1 – Not at all important
2
3
4
5 – Very important
Don’t know
[DOWN SIDE OF GRID] [RANDOMIZE ORDER]
To an individual’s overall health care
As members of health care teams
To making the best drug therapy decisions
To ensuring the quality and safety of drugs
To preventing the misuse of prescription drugs
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11. For each of the following areas of patient care, please indicate your organization’s level of agreement that
each action should be part of a pharmacist’s role.
Areas of patient care:
 Public health/wellness
 Minor ailments
 Chronic disease management
 Addictions and mental health
 Palliative care
Please select one response for each item
[ACROSS TOP OF GRID]
1 – Strongly disagree
2
3
4
5 – Strongly agree
Don’t know
[DOWN SIDE OF GRID] [DO NOT RANDOMIZE ORDER]
[FIRST LINE – AREA OF PATIENT CARE]
Should be part of a pharmacist’s role with public health/wellness
Should be part of a pharmacist’s role with minor ailments
Should be part of a pharmacist’s role with chronic disease management
Should be part of a pharmacist’s role with addictions and mental health
Should be part of a pharmacist’s role with palliative care
[ITEMS]
Assessing a patient’s condition
Initiating drug therapy following a diagnosis by a non-pharmacist prescriber
Prescribing based on the pharmacists own assessment
Monitoring and supporting patients’ drug therapy
12. What new services, if any, do you believe pharmacists should provide?
Please be as detailed and comprehensive as possible in your response
[VERBATIM RESPONSE] [INSERT LARGE TEXT BOX – ACCEPT UP TO 2,000 CHARACTERS]
I don’t know
13. What are the two to three most important things pharmacists should do to improve patient care?
Please be as detailed and comprehensive as possible in your response
[VERBATIM RESPONSE] [INSERT LARGE TEXT BOX – ACCEPT UP TO 2,000 CHARACTERS]
I don’t know

Ipsos
© 2014 Ipsos. All rights reserved. Contains Ipsos' Confidential and Proprietary information and may not be disclosed or reproduced without the prior written consent of Ipsos.

46

Alberta College of Pharmacists
2014 Stakeholder Survey

14. From your organization’s perspective, what, if anything, are pharmacists NOT doing that they should be
doing?
Please be as detailed and comprehensive as possible in your response
[VERBATIM RESPONSE] [INSERT LARGE TEXT BOX – ACCEPT UP TO 2,000 CHARACTERS]
I don’t know
FINAL COMMENTS
To conclude:
15. Please provide any additional comments regarding pharmacists and/or the Alberta College of Pharmacists.
Please be as detailed and comprehensive as possible in your response
[VERBATIM RESPONSE] [INSERT LARGE TEXT BOX – ACCEPT UP TO 2,000 CHARACTERS]
No additional comments
Thank you very much for your time and feedback!
[REDIRECT RESPONDENTS TO https://pharmacists.ab.ca/ ]
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Appendix B: Invited stakeholders
ACP assigned partnership levels based on generalized frequency of interaction. Invitations to
partners were not distributed equally. Some organizations, typically those with whom ACP has more
involvement, had multiple respondents.
Of the 102 invitees, 62 completed the survey.
Category
Partner level Representatives from:
Health Organizations
Alberta Health Colleges
2 Major
5 Moderate
3 Minor
Alberta Health Groups - non-colleges
3 Major
Alberta Blue Cross, Alberta Medical Association, Alberta Pharmacists’
Association, c/COMPRIS, Health Quality Council of Alberta, Institute of Health
5 Moderate
Economics, Office of the Information and Privacy Commissioner, Pharmacy
7 Minor
Technician Society of Alberta
National Health Organizations - Pharmacy
8 Major
Other pharmacy colleges, Canadian Council for Accreditation of Pharmacy
Programs, Canadian Council on Continuing Education in Pharmacy, Canadian
4 Moderate
Pharmacists Association, Canadian Society of Hospital Pharmacists, National
4 Minor
Association of Pharmacy Regulatory Authorities, Neighbourhood Pharmacies,
Pharmacy Examining Board of Canada
National Health Organizations - Non-Pharmacy
4 Minor
Canadian Agency for Drugs and Technologies in Health, Canadian Institute of
Health Information, Canadian Patient Safety Institute, Institute for Safe
Medication Practices
Corporate
Pharmaceutical Manufacturers
4 Minor
Corporate Pharmacy
11 Moderate APEX, Calgary Co-op, Canada Safeway, Drugstore Pharmacy, London Drugs,
Shoppers Drug Mart, Sobeys, Medicine Shoppe, Overwaitea, Pharmasave,
5 Minor
RemedyRx, Rexall, Target, Value Drug Mart, WalMart
University of Alberta
3 Major
Faculty and student groups
1 Moderate
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Government
Alberta Government
3 Major
5 Moderate
8 Minor
Alberta Health Services
4 Moderate
5 Minor

Alberta Health, Members of the Legislative Assembly

Miscellaneous (distributed according to interest amongst three organizational groups)
8 Minor
Age- or disease-related advocacy groups, pharmacy publications, police

Ipsos
© 2014 Ipsos. All rights reserved. Contains Ipsos' Confidential and Proprietary information and may not be disclosed or reproduced without the prior written consent of Ipsos.

49

