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Abstract 

This qualitative study explores the evolving role of pharmacy technicians in telepharmacy services 

within an urban hospital setting, focusing on their contributions to improving healthcare access in 

underserved urban areas. Through semi-structured interviews with 15 pharmacy technicians, the study 

identifies expanded roles and responsibilities, including increased technical tasks and patient 

interactions. While telepharmacy has enhanced access to care and patient satisfaction, challenges such 

as technical difficulties and insufficient training were highlighted. The findings suggest the need for 

targeted training programs and infrastructure improvements to optimize the role of pharmacy 

technicians in telepharmacy. 
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Introduction 

Telepharmacy, the practice of delivering pharmacy services remotely through telecommunications 

technology, has emerged as a vital innovation in healthcare, particularly for rural and underserved areas where 

access to traditional pharmacy services is limited. By enabling pharmacists to oversee the preparation and 

dispensing of medications, provide patient counseling, and manage medication therapy from a distance, 

telepharmacy bridges the gap between patients and essential healthcare services (Poudel & Nissen, 2016). 

This model not only improves patient outcomes but also enhances the efficiency of healthcare delivery, 

making it a critical component of modern pharmacy practice. 

 

Pharmacy technicians play a crucial role in the implementation and operation of telepharmacy services. As 

the healthcare landscape evolves, the responsibilities of pharmacy technicians have expanded beyond 

traditional tasks to include more complex roles within telepharmacy settings. These roles may involve 

managing the technical aspects of telepharmacy systems, assisting with remote dispensing, and facilitating 

communication between patients and pharmacists (Koehler et al., 2019). Given the increasing reliance on 

telepharmacy, especially in rural and underserved areas, understanding the contributions of pharmacy 

technicians to these services is essential. 

 

Despite the growing importance of telepharmacy, there is a limited body of research exploring how pharmacy 

technicians contribute to its successful implementation and operation. Most existing studies focus on the role 

of pharmacists, often overlooking the critical support provided by pharmacy technicians. This study aims to 
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fill that gap by examining the specific contributions of pharmacy technicians in telepharmacy services, with 

a particular focus on their impact in rural and underserved regions where telepharmacy is often the only viable 

option for delivering pharmacy care. 

 

The objectives of this study are to identify the key roles and responsibilities of pharmacy technicians in 

telepharmacy, explore the challenges they face, and assess the overall impact of their contributions on the 

effectiveness of telepharmacy services. By shedding light on these aspects, the study seeks to provide valuable 

insights that can enhance the design and operation of telepharmacy programs, ultimately improving access to 

healthcare for populations in need. 

 

Literature Review 

 

Overview of Telepharmacy 

Telepharmacy has revolutionized the delivery of pharmacy services, particularly in remote and underserved 

regions where access to healthcare professionals is limited. This innovation enables pharmacists to provide 

essential services such as medication dispensing, counseling, and monitoring through digital platforms, 

thereby overcoming geographical barriers (Poudel & Nissen, 2016). The adoption of telepharmacy has been 

driven by the increasing need to extend healthcare services to populations that would otherwise have limited 

access, ensuring that patients in these areas receive the same level of care as those in urban settings (Le et al., 

2020). 

 

The Evolving Role of Pharmacy Technicians 

The role of pharmacy technicians has expanded significantly in recent years, moving beyond traditional 

responsibilities such as inventory management and prescription filling. With the advent of telepharmacy, 

pharmacy technicians are now integral to the operation of remote pharmacy services, taking on roles that 

require technical expertise, patient interaction, and collaboration with pharmacists (Koehler et al., 2019). In 

telepharmacy settings, pharmacy technicians may be responsible for managing telepharmacy equipment, 

facilitating real-time communication between patients and pharmacists, and assisting with remote medication 

dispensing (Desselle & Holmes, 2017). These expanded roles reflect the growing recognition of pharmacy 

technicians as vital contributors to the healthcare team. 

 

Pharmacy Technicians in Telepharmacy 

Several studies have explored the implementation of telepharmacy and its impact on healthcare delivery, 

particularly in rural and underserved areas. However, much of the existing research has focused on the role 

of pharmacists, often overlooking the critical support provided by pharmacy technicians. For instance, a study 

by Le et al. (2020) highlighted the effectiveness of telepharmacy in improving medication adherence and 

patient outcomes but provided limited insight into how pharmacy technicians contribute to these successes. 

The study acknowledged the need for further research to understand the specific roles of pharmacy technicians 

in telepharmacy settings. 

 

Pharmacy technicians in telepharmacy are often tasked with managing the technical aspects of telepharmacy 

systems, such as setting up video consultations and ensuring the smooth operation of remote dispensing 

technology (Poudel & Nissen, 2016). They also play a key role in patient communication, helping to bridge 

the gap between remote pharmacists and patients by providing initial consultations, answering basic questions, 

and triaging issues that require a pharmacist’s intervention (Koehler et al., 2019). These responsibilities are 
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crucial in ensuring that telepharmacy services run efficiently and effectively, particularly in areas where 

pharmacists may not be physically present. 

 

Challenges in Rural and Underserved Areas 

Implementing telepharmacy services in rural and underserved areas presents unique challenges, including 

limited access to reliable internet connectivity, resistance to adopting new technologies, and logistical issues 

related to medication delivery (Weinstein et al., 2014). Pharmacy technicians in these settings must navigate 

these challenges while ensuring that patients receive timely and accurate care. Additionally, the lack of direct 

supervision in some telepharmacy models places additional pressure on pharmacy technicians to perform 

tasks that would typically require a pharmacist's oversight (Le et al., 2020). 

 

Despite these challenges, the presence of pharmacy technicians in telepharmacy services has been shown to 

improve the efficiency and accessibility of healthcare in rural areas. For example, a study by Baldoni et al. 

(2019) found that pharmacy technicians in telepharmacy roles were able to extend the reach of pharmacy 

services to patients who would otherwise have to travel long distances to receive care. This extension of 

services is particularly important in underserved regions, where the presence of healthcare facilities and 

professionals is often sparse. 

 

Gaps in the Literature 

While the literature provides valuable insights into the role of telepharmacy in expanding access to healthcare, 

there is a noticeable gap in research focusing specifically on the contributions of pharmacy technicians. Most 

studies tend to emphasize the role of pharmacists, with pharmacy technicians often mentioned only in passing. 

This gap highlights the need for more targeted research that explores how pharmacy technicians can optimize 

telepharmacy services, particularly in rural and underserved areas where their contributions are critical to the 

success of these programs. 

 

The existing literature underscores the importance of telepharmacy in improving healthcare access, 

particularly in rural and underserved areas. However, it also reveals a significant gap in understanding the 

specific roles and contributions of pharmacy technicians in these settings. As telepharmacy continues to grow, 

it is essential to recognize and explore the full extent of pharmacy technicians' contributions to these services. 

Addressing this gap in the literature will not only enhance the operation of telepharmacy programs but also 

support the professional development of pharmacy technicians as key players in the evolving healthcare 

landscape. 

 

Methodology 

 

Study Design 

This study employed a qualitative research design to explore the role of pharmacy technicians in the 

implementation and operation of telepharmacy services within an urban healthcare setting. A qualitative 

approach was chosen to gain in-depth insights into the experiences, perspectives, and challenges faced by 

pharmacy technicians as they contribute to telepharmacy services, particularly in reaching patients in 

underserved urban areas. Through semi-structured interviews, this study aims to capture the nuanced ways in 

which pharmacy technicians support telepharmacy operations and their perceived impact on healthcare 

delivery in an urban context. 

 

 

https://www.ijirmps.org/


Volume 8 Issue 4                                                                                                         @ July-August 2020 IJIRMPS | ISSN: 2349-7300 

IJIRMPS2004231137 Website: www.ijirmps.org Email: editor@ijirmps.org 4 

 

Setting 

The study was conducted in a large tertiary hospital known for its advanced medical facilities and its 

comprehensive telepharmacy program. The hospital serves a diverse urban population, including individuals 

from underserved communities who rely on telepharmacy for access to pharmacy services. The telepharmacy 

program is well-established and operates across multiple sites within the urban area, with pharmacy 

technicians playing key roles in its daily operations. 

 

Participants 

The study population consisted of pharmacy technicians employed at the urban hospital who are actively 

involved in telepharmacy services. Participants were selected using purposive sampling to ensure a diverse 

representation of technicians with varying levels of experience and roles within the telepharmacy program. A 

total of 15 pharmacy technicians were recruited for the study, with efforts made to include individuals who 

work across different aspects of the telepharmacy service, such as remote medication dispensing, patient 

communication, and technical support. 

 

Data Collection 

Data were collected through semi-structured interviews conducted in a private setting within the hospital. 

Each interview lasted approximately 45 to 60 minutes and was audio-recorded with the participants  ’consent. 

The interview guide was developed based on the existing literature and input from experts in telepharmacy 

and pharmacy practice. The guide included open-ended questions designed to explore the participants' roles 

in telepharmacy, the challenges they face, their contributions to patient care, and their perceptions of how 

telepharmacy impacts healthcare delivery in underserved urban areas. 

 

Sample interview questions included: 

- "Can you describe your role in the hospital's telepharmacy services?" 

- "What challenges do you encounter when working with telepharmacy, particularly in serving patients from 

underserved urban communities?" 

- "How do you perceive your contributions to the telepharmacy program in terms of patient care?" 

- "What support or resources do you feel are necessary to enhance your role in telepharmacy?" 

 

Data Analysis 

The data from the interviews were transcribed verbatim and analyzed using thematic analysis. The analysis 

process involved several key steps: 

1. Familiarization: The researchers began by reading the transcripts multiple times to gain a deep 

understanding of the content. 

2. Coding: Initial codes were generated by identifying significant phrases and statements that related to the 

research questions. Coding was performed using NVivo software (Version 12) to assist with data organization 

and management. 

3. Theme Development: The codes were then grouped into broader themes that captured the key aspects of 

the pharmacy technicians  ’experiences and contributions to telepharmacy. Themes were refined through an 

iterative process, involving discussions among the research team to ensure that they accurately reflected the 

data. 

4. Interpretation: The final themes were interpreted in the context of the existing literature and the study’s 

objectives, with an emphasis on understanding the unique role of pharmacy technicians in telepharmacy and 

the implications for healthcare delivery in urban areas. 
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Ethical Considerations 

The study received ethical approval from the ethics committee. Informed consent was obtained from all 

participants before the interviews, ensuring that they were fully aware of the study's purpose, the voluntary 

nature of their participation, and their right to withdraw at any time without penalty. Confidentiality was 

maintained by anonymizing the interview transcripts and ensuring that all data were securely stored. 

 

Findings 

The analysis of the interview data revealed three major themes related to the role of pharmacy technicians in 

telepharmacy services within an urban hospital setting: *Expanded Roles and Responsibilities, Challenges in 

Telepharmacy Operations, and Impact on Patient Care in Underserved Urban Areas*. Each theme is supported 

by sub-themes and direct quotes from participants to illustrate their experiences and perspectives. 

 

Theme 1: Expanded Roles and Responsibilities 

 

Sub-theme 1.1: Increased Technical Responsibilities 

 

Participants consistently reported taking on greater technical responsibilities as part of their roles in 

telepharmacy. These responsibilities included managing telepharmacy equipment, setting up video 

consultations, and troubleshooting technical issues to ensure seamless communication between pharmacists 

and patients. 

 

- Participant 3:  “We ’re now much more involved in the technical side of things, like making sure the video 

link is working properly and that the pharmacist can see the patient clearly. It’s a lot more hands-on than what 

we used to do.” 

 

- Participant 8:  “I never thought I’d be doing IT work, but here I am, making sure the system is up and running. 

It’s challenging, but it’s also interesting because it’s such a critical part of telepharmacy.” 

 

Sub-theme 1.2: Enhanced Patient Interaction 

 

Many pharmacy technicians noted that they are now more directly involved in patient interactions, particularly 

in initiating consultations and addressing basic queries before referring the patient to the pharmacist. This 

expanded role has allowed them to build stronger relationships with patients and contribute more significantly 

to patient care. 

 

- Participant 5: “We ’re often the first point of contact for patients, especially in telepharmacy. We help them 

get comfortable with the system and answer any immediate questions before they talk to the pharmacist.” 

 

- Participant 12: “I feel like I’m doing more patient-facing work now, which is really rewarding. Patients often 

appreciate the extra help, and it makes me feel like I’m making a difference.” 

 

Theme 2: Challenges in Telepharmacy Operations 

 

Sub-theme 2.1: Technical and Logistical Challenges 
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Despite the increased responsibilities, participants reported facing significant technical and logistical 

challenges. These challenges included managing the reliability of telepharmacy equipment, dealing with 

connectivity issues, and ensuring that medications were delivered to patients in a timely manner. 

 

- Participant 7: “The biggest challenge is when the technology doesn’t cooperate. We’ve had situations where 

the video link drops in the middle of a consultation, and that’s really frustrating for both us and the patient.” 

 

- Participant 10: “Getting medications to patients in underserved areas can be tricky. We have to coordinate 

with couriers and make sure everything is delivered on time, which isn’t always easy.” 

 

Sub-theme 2.2: Limited Training and Support 

 

Several participants expressed the need for more training and support to effectively manage their expanded 

roles in telepharmacy. They felt that while their responsibilities had increased, the training provided had not 

kept pace, leaving them sometimes underprepared for the challenges they faced. 

 

- Participant 1:  “I think we could definitely use more training, especially on the technical side of things. We’ve 

kind of had to learn on the job, which isn’t ideal when you’re dealing with something as important as patient 

care.” 

 

- Participant 9: “There’s a lot more we ’re expected to know now, but I feel like the support hasn’t really 

increased. It would be great to have more workshops or even just a refresher course every now and then.” 

 

Theme 3: Impact on Patient Care in Underserved Urban Areas 

 

Sub-theme 3.1: Improved Access to Care 

 

Participants overwhelmingly agreed that telepharmacy had significantly improved access to pharmacy 

services for patients in underserved urban areas. They highlighted the convenience for patients who might 

otherwise have difficulty accessing in-person pharmacy services due to distance, mobility issues, or time 

constraints. 

 

- Participant 6: “Telepharmacy has made it so much easier for patients in underserved areas to get the care 

they need. They don’t have to worry about traveling across the city to see a pharmacist; they can just log in 

from home.” 

 

- Participant 14: “We’ve seen a lot more patients who wouldn’t normally be able to come to the hospital. It ’s 

really expanded our reach and allowed us to help more people.” 

 

Sub-theme 3.2: Patient Engagement and Satisfaction 

 

Participants noted that telepharmacy had generally led to higher levels of patient engagement and satisfaction. 

They observed that patients appreciated the convenience and were more likely to seek out pharmacy services 

when they could do so from their homes. 
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- Participant 4: “Patients seem to really like the convenience of telepharmacy. They’re more engaged and 

more likely to follow through with their medication because it’s so easy for them to access the service.” 

 

- Participant 11: “We’ve had really positive feedback from patients. They appreciate being able to talk to a 

pharmacist without having to leave their homes, especially if they have mobility issues or other barriers.” 

 

Discussion 

This study provides valuable insights into the evolving role of pharmacy technicians in the operation and 

implementation of telepharmacy services within an urban hospital setting. The findings highlight the 

expanded responsibilities that pharmacy technicians have taken on, the challenges they face in this new 

landscape, and the positive impact of telepharmacy on patient care, particularly in underserved urban areas. 

 

Expanded Roles and Responsibilities 

One of the key findings of this study is the significant expansion of roles and responsibilities for pharmacy 

technicians in telepharmacy. Technicians are now more deeply involved in technical operations, such as 

managing telepharmacy equipment and troubleshooting connectivity issues. This shift reflects a broader trend 

in the healthcare industry, where pharmacy technicians are increasingly recognized as essential contributors 

to patient care, particularly in technology-driven environments like telepharmacy (Koehler et al., 2019). 

 

Additionally, the increased direct interaction with patients, as reported by participants, underscores the 

evolving role of pharmacy technicians from primarily behind-the-scenes work to more patient-facing 

responsibilities. This expansion of duties aligns with the growing need for comprehensive telepharmacy 

services that can effectively bridge the gap between patients and pharmacists, particularly in urban areas where 

accessibility may be a significant barrier (Poudel & Nissen, 2016). The study’s findings suggest that pharmacy 

technicians are not only capable of handling these expanded roles but also derive a sense of satisfaction from 

their increased involvement in patient care. 

 

Challenges in Telepharmacy Operations 

Despite the positive aspects of their expanded roles, pharmacy technicians in this study also reported 

significant challenges in telepharmacy operations. Technical and logistical issues, such as unreliable 

equipment and difficulties in coordinating medication delivery, were common concerns. These challenges are 

consistent with existing literature on the barriers to effective telepharmacy implementation, particularly in 

resource-limited settings (Weinstein et al., 2014).  

 

The study also revealed a gap in training and support for pharmacy technicians, with many participants 

expressing the need for more comprehensive training to effectively manage their new responsibilities. This 

finding highlights a critical area for improvement in the implementation of telepharmacy services. While 

pharmacy technicians have shown adaptability, the lack of formal training may hinder their ability to fully 

realize their potential in these expanded roles. Addressing this gap through targeted training programs could 

enhance the efficiency and effectiveness of telepharmacy services and reduce the burden on pharmacy 

technicians. 

 

Impact on Patient Care in Underserved Urban Areas 

The findings of this study also underscore the positive impact of telepharmacy on patient care in underserved 

urban areas. Participants consistently noted that telepharmacy has improved access to pharmacy services, 

making it easier for patients who might otherwise face barriers, such as distance, mobility issues, or time 
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constraints, to receive care. This finding aligns with previous research that highlights the potential of 

telepharmacy to extend healthcare services to underserved populations, improving equity in healthcare access 

(Baldoni et al., 2019). 

 

Moreover, the study found that telepharmacy has led to higher levels of patient engagement and satisfaction. 

The convenience of accessing pharmacy services remotely appears to encourage patients to be more proactive 

in managing their health, which is a critical factor in improving health outcomes. These results suggest that 

telepharmacy is not only a viable solution for increasing access to care but also enhances the quality of patient-

pharmacy interactions, particularly in urban areas where traditional healthcare access may be limited. 

 

Implications for Practice 

The findings from this study have important implications for the practice of telepharmacy and the role of 

pharmacy technicians. First, there is a clear need for enhanced training and support to equip pharmacy 

technicians with the skills necessary to manage the technical and patient-facing aspects of telepharmacy. 

Healthcare organizations should consider investing in targeted training programs that address these needs, 

ensuring that pharmacy technicians are well-prepared to take on their expanded roles. 

 

Second, the challenges identified in this study, particularly those related to technology and logistics, suggest 

that ongoing technical support and infrastructure improvements are essential for the successful 

implementation of telepharmacy services. Ensuring that pharmacy technicians have access to reliable 

technology and logistical resources will be critical to the sustainability of telepharmacy programs. 

 

Finally, the positive impact of telepharmacy on patient care, particularly in underserved urban areas, 

highlights the importance of expanding telepharmacy services. Policymakers and healthcare providers should 

explore ways to further integrate telepharmacy into the healthcare system, leveraging the contributions of 

pharmacy technicians to improve healthcare access and outcomes in urban communities. 

 

Limitations 

While this study provides valuable insights, it is important to acknowledge its limitations. The qualitative 

nature of the research means that the findings are specific to the context of the urban hospital where the study 

was conducted and may not be generalizable to other settings. Additionally, the relatively small sample size, 

while appropriate for qualitative research, may limit the diversity of perspectives captured. Future research 

could benefit from a larger, more diverse sample and could explore similar themes in different healthcare 

settings, such as rural or suburban areas. 

 

Conclusion 

In conclusion, this study highlights the evolving role of pharmacy technicians in telepharmacy, particularly 

in an urban setting. While pharmacy technicians have successfully taken on expanded roles that enhance 

patient care, particularly in underserved areas, they face significant challenges that must be addressed to fully 

realize the potential of telepharmacy. By investing in training, support, and infrastructure, healthcare 

organizations can optimize the contributions of pharmacy technicians to telepharmacy services, ultimately 

improving access to care and patient outcomes in urban communities. 
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