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Servant Leadership: Meeting 
the Needs of Others 

Bianca Daisy-Bell, PharmD

Director of Clinical Pharmacy Services, SEMO Rx Pharmacies

Disclosures

Bianca Daisy-Bell has no relevant financial 
relationships with ineligible companies to disclose.

1

2



2

Pharmacist and Technician 
Learning Objectives 
1. Recall collaborative opportunities for a pharmacy and a public 

health department.

2. Discuss strategies for creating relationships with public health 
entities and individuals in corresponding public health leadership 
roles.

3. Identify opportunities to seek state-based grant funding to 
improve patient health.

4. Assess similarities between the core responsibilities of pharmacy 
technicians and Community Health Workers (CHWs).

5. Create a list of expansion opportunities for CHWs in pharmacy.

About Us

• Over 45 years serving our 
communities offering pharmacy 
services in 3 SEMO counties

• Focus on community and SDoH

• Diversified pharmacy team:
• Dispensing Pharmacists, Clinical 

Pharmacists, Certified 
Technicians, Community Health 
Workers

• Training & Experience:
• Motivational interviewing, mental 

health first aid, immunizations, 
opioid use mitigation, health care 
quality metrics, clinical trials, 
chronic care management, 
longitudinal care planning, etc.
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Where Pharmacy is Moving

• Asthma Screenings & Services

• Cancer Screenings & Referrals

• Chronic Care Management

• Community Health Workers

• Community Resource Tables

• Depression Screenings

• Diabetes Screenings & Services

• Food Insecurity Screenings

• Home Assessments

• Immunization Screenings/Referrals

• Lab Testing

• LOCAL Care Coordination

• LOCAL Support Group Referrals

• Medication Optimization 

• OOP Cost Reduction Services 

• SDoH Screenings 

• Self Monitoring Blood Pressure

• Transportation Support (transit) 

• Vaccine Hesitancy Counseling 

Slide courtesy of CPESN USA.  Reference available at www.cpesn.com

What are Social Determinants 
of Health (SDoH)?

“The social determinants of health (SDoH) are 
the conditions in which people are born, grow, 
work, live, and age, and the wider set of forces 
and systems shaping the conditions of daily life.”

World Health Organization (WHO) https://www.who.int/social_determinants/sdh_definition/en/
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What are Social Determinants 
of Health (SDoH)?

“…socioeconomic factors alone may account for 
47 percent of health outcomes, while health 
behaviors, clinical care, and the physical 
environment account for 34 percent, 16 percent, 
and 3 percent of health outcomes.”

Addressing Social Determinants of Health: Examples of Successful Evidence-Based Strategies and Current Federal Efforts. ASPE. 
https://aspe.hhs.gov/sites/default/files/documents/e2b650cd64cf84aae8ff0fae7474af82/SDOH-Evidence-Review.pdf 

What is a Community
Health Worker?
“Community Health Workers (CHWs) are frontline public health 
workers who are trusted members of and /or have an unusually 
close understanding of the community served. This trusting 
relationship enables CHWs to serve as a 
liaison/link/intermediary between health/social services and 
the community to facilitate access to services and improve the 
quality and cultural competence of service delivery. CHWs also 
build individual and community capacity by increasing health 
knowledge and self-sufficiency through a range of activities 
such as outreach, community education, informal counseling, 
social support and advocacy.”
Community Health Worker Definition; American Public Health Association Policy Statement 20091, Support for Community Health Workers to Increase Health Access and to Reduce Health Inequities; 2009
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Why Pharmacy?

Slide courtesy of CPESN USA.  Reference available at www.cpesn.com

Why Pharmacy?

… because pharmacies are located in the middle of 
where people “are born, grow, work, live and age”
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Why Pharmacy?

What We Are Seeing …

• 16 Counties in Southeast Missouri 

• 6 Months (June-November 2021)

• >50 Community Health / Outreach 
Workers

• >325 Community Events / Clinics

• >46,000 High Risk Patient 
Vaccination Screenings

• >15,000 COVI Vaccinations 

2021 HRSA Cares Grant Project. Unpublished
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What We Are Seeing …

What We Are Seeing …
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What We Are Seeing …

Improved Patient Outcomes:
• CPESN/Health Dept Grant/Public 

Health

• 11 Counties in Southeast Missouri 

• 3-year grant (2020-2023)

• Self-measured blood pressure 
program and medication 
optimization 

• CHW training

This Photo by Unknown Author is licensed under CC BY-NC

2020-2023 HRSA MPower Grant Project. Ongoing & Unpublished

What We Are Seeing …

This Photo by Unknown Author is licensed under CC BY-
NC

2020-2023 HRSA MPower Grant Project. Ongoing & Unpublished
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What We Have Learned …

What are the responsibilities of 
a Pharmacy Technician?
American Society of Health System Pharmacy (ASHP):
• Accurately prepare and distribute patient medications;
• Perform calculations;
• Collect accurate patient information;
• Process third party billing claims and assist with prior authorization 

completion;
• Work directly with patients to obtain medication histories and 

reconciliation;
• Use technology to help maintain accurate patient records, medication 

inventory, and orders, and;
• Ensure compliance with regulatory requirements.

https://www.ashp.org/pharmacy-technician/about-pharmacy-technicians/pharmacy-technician-career-overview?loginreturnUrl=SSOCheckOnly
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What are the responsibilities of 
a Pharmacy Technician?

This Photo by Unknown Author is licensed under CC BY-NC

Building 
individual 

and 
community 

capacity

Cultural 
mediation 
between 

community 
and health 

system

Providing 
Coaching 
and social 

support

Providing 
direct 

service and 
referrals

Providing 
culturally 

appropriate 
health 

education
Advocating 

for individual 
and 

community 
needs

Care 
Coordination, 

Case 
Management, 
and System 
Navigation

Implementing 
Individual and 

Community 
Assessments

Conducting 
Outreach

Participating 
in Evaluation 

and 
Research

Service Coordination:
• Help with finding health and social services for patient
• Walk patients through how to initiate the services (e.g., 

phone calls, forms, financial means)
• Arranging transportation to and from health care 

services

Informal Counseling:
• Create health and behavioral goals with patients
• Develop a relationship as a health coach with the 

patient
• Crucial for situations such as “white coat scare”

Health Education:
• Deliver appropriate health education such as disease 

prevention, medication maintenance, proper health 
promotion

Community Advocate:
• Speak on behalf of the patient when needed for health 

and social services
• Provides a loyal support system for the patient

Care Management:
• Manage complex care programs involving doctors’ 

visits, in-home care, or medication pick-ups/adherence
• Coordinate follow-ups through e-mail, home visits, or 

phone call to monitor health and social service 
interactions

Foster, A. A., Daly, C. J., Logan, T., Logan, R., Jarvis, H., Croce, J., Jalal, Z., Trygstad, T., Bowers, D., Clark, B., Moore, S., & Jacobs, D. M. (2021, 
May 4). Addressing social determinants of health in community pharmacy: Innovative opportunities and practice models. Journal of the 
American Pharmacists Association. https://www.sciencedirect.com/science/article/pii/S1544319121001825?dgcid=author. 

C3 Project 
(2016)
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CHW Stories: Meet Bonnie  

“We had curbside service throughout COVID and remained 
open and available to patients who needed
help. If they had COVID, we would take it to the front door, but 
made sure someone picked up the
prescription. We asked everyone about getting vaccinated 
and provided education. When calling
patients, a lot of them asked, “ are you going to get 
vaccinated?” and I would always tell them that we
plan on getting it when it was available. I told several people 
who had symptoms of COVID to get tested,
some people needed a little push of encouragement. What 
was so bad, is many people are having still
having complications. I have had patients who have passed 
away due to COVID, and as a CHW I have
tried to love on them and embrace their grief with them. ”

CHW Stories: Meet Sandra  

How have you worked with the local health dept?

I attend the Chronic disease class provided by the health 
department for the own professional
development. I didn’t realize how important it is to take 
your medications. I have type II diabetes and it
enlightened me that eating right, portions, exercising, 
and taking your medications is helpful for people
with hypertension. I have learned how to personally cut 
back on foods, get my rest, and add a little daily exercise.
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What We Have Learned …

• Dual-role CHW/Pharmacy 
Technicians play a valuable 
role within the public health 
space

• Grant opportunities 

Why All This Matters …
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What is on the horizon?

• Pharmacy Technician – CHW Course
• Continued Growth in the number of CHWs in 

pharmacies
• An increase in local non-profit community group 

exposure to local community pharmacy services
• Increased utilization of CHWs in Pharmacies as local 

care coordination sites
• An increase in LOCAL partnerships to improve the 

health and well being of the communities we all serve

Brainstorm Session

• At your table, discuss with your colleagues 
any public health partners you have worked 
with in the past. 

• Share at least one task you could initiate or 
complete when you get home to strengthen 
this relationship.
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What can you do today to start 
a public health relationship?

• Join CPESN, or an organization that is 
committed to pharmacy services

• CPESN Special Purpose Network Health Equity  
• Embark on the CHW model 
• Research public health entities and/or identify 

entities with whom you already have a 
relationship

• Connect with local health partners

Discussion 
Questions
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1. Which of the following best describes a collaborative 
opportunity between a pharmacy and public health department? 

A. Hosting flu vaccine clinics during the same time and day as the local health 
department 

B. Inviting the health department to participate in a health fair at the pharmacy

C. Calling the doctor’s office to let them know of a flu clinic the pharmacy is having

D. Reviewing pharmacy data from past flu clinics to assist in planning for next year

2. Which of the following best describes a strategy to 
create a relationship with a local public health entity?

A. Research the entity and learn about the current initiatives

B. Attend public meetings hosted by the local health department or entity

C. Assist the public entity in a current initiative 

D. All the above
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3. Which of the following activities would be most 
appropriate for a dual role Pharmacy CHW? 

A. Performing pharmacy calculations

B. Performing a medication reconciliation, delivering the new medications upon 
hospital discharge, and following up with patient the next week. 

C. Processing third party rejects

D. Dispensing medication at the pharmacy 

4. Which of the following activities would be 
appropriate for a dual role Pharmacy CHW?

A. Providing blood pressure education to a patient 

B. Showing a patient how to monitor their blood pressure at home 

C. Calling a patient weekly to check in on their blood pressure

D. All the above 
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5. True or False: A Pharmacy CHW participates 
solely in CHW responsibilities.

A. True

B. False

Questions?
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