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ABSTRACT

Purpose: To explore the Pharmacy technician job satisfaction with Communication and relationships
factors in Saudi Arabia. Methods: It is a 4-months cross-section survey of the stress factors impacting
pharmacy technician job satisfaction in Saudi Arabia. The study consisted of 35 questions divided into
two-part demographic information and the second part consisted of three parts. Part one was about
stress-related factors of pharmacy job. Part two included the questions about pharmacy services units
of pharmacy job. Part three questions about communication and relationships factors of pharmacy
technician job. In addition, overall job satisfaction. The questionnaire made as an electronic format and
it was analyzed through survey monkey system about part three communication and relationships
factors of pharmacy technician job. Results: The total responders were 96. The gender distribution 83
(86.46%) was male and 13 (13.54%) was female. The majority of them 86 (89.58 %) were in age group
(20-39) years. The average satisfaction score of pharmacy supervisors' factors was (3.175), pharmacy
technician interaction with other healthcare providers’ factors was (3.38). While the customer interaction
was (3.45) the pharmacy technician relationship with coworkers was (3.85). Most of the pharmacy
technician found the challenges at their job were (79.2%). Some responders wished to change their
pharmacy career (60%) previously while (78%) liked to stay in the pharmacy field. The overall job
satisfaction scores were (3.62). Conclusion: Most of the pharmacy technicians were not satisfied
with their job because the supervisor was not supportive and as they faced challenges in their work.
Management tool to all pharmacy staff including the supervisors and pharmacy technician in the culture
work is highly recommended at healthcare institutions in the Kingdom of Saudi Arabia.
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INTRODUCTION

The pharmacy technicians had a functional role
in providing pharmaceutical care to the patients.
The American Society of Health-System Phar-
macist standardized the role of pharmacy tech-
nicians. The pharmacy technicians assess the
pharmacist in his or her patient care and provide
pharmaceutical care. That is including prepara-
tion of medications, repacking of drugs, filling
the medications, monitoring of inventory con-
trol, pharmacy automation.'” Besides, the phar-
macy technicians can help the clinical pharmacy
services through documentation of clinical ac-
tivities, explore the laboratory test and receiving
drug information inquiries.*® All previous duties
contribute the job satisfaction in the work to ac-
complish the goals.® The job satisfaction needs
several aspects of measurement, including com-
munication elements, stress job avoidance, phar-
macy work. The pharmacy technicians full-fill
the communications requirement of healthcare
providers. They need skills to communicate with
pharmacy supervisors and staff, physician, nurs-
es and all allied health care professionals. Sev-
eral overseas studies have been published in the
field of pharmacy technician’s job satisfaction.”*?
However, based on the best knowledge of the
authors, there are seldom investigations done in
the Kingdom of Saudi Arabia or Gulf and Middle
East countries about Pharmacy technician’s job
satisfaction. The aim of the study to explore the
communication aspect of pharmacy technician’s

job satisfaction in Saudi Arabia.

METHODS

It is a 4-months cross-section survey of the stress
factors impact of pharmacy technician job satis-
faction in Saudi Arabia. The study consisted of 35
questions divided into two-part demographic in-
formation and the second part consisted of three
parts. Part one was about stress-related factors
of pharmacy job. It included pharmacy manage-
ment policies, pharmacy stress factors, pharmacy
personnel time, salary and benefits, pharmacy
motivation factors. Part two included the ques-
tions about pharmacy services units of pharmacy
job. It included pharmacy management struc-
ture, dispensing and patient education, clinical
pharmacy services, pharmacy technology, phar-
macy store and overall job satisfaction. Part three
questions about communication and relationship
factors of pharmacy technician job. It included
pharmacy supervisors, relationship with cowork-
ers and pharmacist interaction with other health-
care providers, customer interaction and overall
job satisfaction. The 5-point Likert response scale
system closed and ended questions were used.
Several factors involved in the analysis of phar-
macy technician’s job satisfaction (gender, age,
social status, experiences current position, sala-
ry). The questionnaire was made as an electronic
format and it analyzed through survey monkey
system about part three communication and re-
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lationship factors of pharmacy technician job.

RESULTS

The total responders were 96. Of those 96 (100 %) was Saudi and 0 (0
%) was non-Saudi. The gender distribution 83 (86.46%) was male and
13 (13.54%) was female. The majority of them 86 (89.58 %) were in age
group (20-39 years). Most of the pharmacy technicians were married
67 (74.44%) while 23 (25.56%) were singles (Table 1). In an age (30-39
years) more male gender than age (20-30 years) with significant differ-
ences (p<0.05). While in age (20-30 years) more female gender than the
male with significant differences (p<0.05). In an age (30-39 years) more
marriage than single status (20-30 years) with significant differences
(p<0.05). While in age (20-30 years) more single than marriage status
with significant differences (p<0.05).

Most of the pharmacy technicians worked at outpatient pharmacy 50
(59.52%) compared to inpatient pharmacy 24 (28.57%). In all age catego-
ries, there are no significant differences between all categories at current
pharmacy works (p>0.5). The most responders spent less than three were
28 (29.17%) three years, followed by six to ten years 26 (27.08%) and
three to five years 24 (25.00%) and working in the current position. In an
age (30-39) more total years of experience (p>6 years) in the current po-

more salary (7,000-9,000 SR) than age (30-39 years) with significant
differences (p<0.05). In salary income (10,000-12,000 SR) more mar-
riage than salary income (7,000-9,000 SR) with significant differences
(p<0.05). While in the salary income (7,000-9,000 SR) more singu-
lar than salary income (10,000-12,000 SR) with significant differences
(p<0.05). In salary income (10,000-12,000 SR) more working at the pri-
mary care center and continue to stay in the Pharmacy field than salary
income (7,000-9,000 SR) with significant differences (p<0.05).

Most of the responders worked at Ministry of health 48 (50%) followed
by MOH government Hospital 24 (25.00%) and private Hospital 16
(16.67%). In an age (30-39 years) more working at MOH than MOH
hospitals (20-30 years) with significant differences (p<0.05). While in age
(20-30 years) more MOH hospitals than MOH with significant differ-
ences (p<0.05).

The responders worked at (<50 beds) hospitals 14 (20.00%) followed by
(100-199 beds) 13 (18.57%) and (200-299 beds) hospitals 11 (15.71%)
and the most hospitals accredited by Saudi Commission for Health Spe-
cialties 44 (57.14%) followed by Saudi Central Board for Accreditation of
Healthcare Institutions (CBAHI) 24 (31.17%) and Joint commission of

Table 2: Demographic responder qualifications information.

sition than age (20-30 years) with significant differences (p<0.05). While -
in age (20-30 years) more total years of experience (<3 years) than age T RIEETEE A HEEEEES R:sponse
(30-39 years) with significant differences (p<0.05). (SEil: ercent
While more of responders receive 7,000-9,000 SR monthly salary 45 | Inpatient Pharmacy 24 28.57%
(47.87%) and 10,000-12,000 SR monthly salary 32 (34.04%) (Table 2). In | Qutpatient Pharmacy 50 59.52%
an age (3.0—39. ye.ars) mor.e salary (10,000 and ab<?ve .SR) than age (20-30 Narcotics 1 1.19%
years) with significant differences (p<0.05). While in age (20-30 years)
Extemporaneous Preparation 1 1.19%
I tory Control 0 0.00%
Table 1: Demographic social information. fventory -ontro >
) X Emergency pharmacy 4 4.76%
Nationality Response Count Response Percent
- Drug Information 0 0.00%
Saudi 95 100.00%
- All (All previous sections) 2 2.38%
Non- Saudi 0 0.00%
; PCC pharmacy 2 2.38%
Answered question 95
- - Pharmacy licensees 1 1.19%
Skipped question 1
Answered question 84
Gender Response Count Response Percent
Skipped question 12
Male 83 86.46%
Fernal . Total years you worked in current Response Response
emate = L5825 position Count Percent
Answered question 96 3 8 29.17%
Skipped question 0 3.5 24 25.00%
Age Response Count Response Percent 6-10 2 27.08%
<19 0 ) 11-15 6 6.25%
20-29 36 37.50% 515 12 12.50%
e S SR Answered question 96
e - 22k Skipped question 0
abee Y WTE Monthly income Response Response
>60 0 0.00% Count Percent
Answered question 96 <6.000 2 2.13%
Skipped question 0 7.000 - 9.000 45 47.87%
Marital status Response Count Response Percent 10.000 - 12.000 32 34.04%
Single 23 25.56% 14,000 - 16,000 9 9.57%
Married 67 74.44% 18,000 - 20,000 5 5.32%
Other (please specify) 0 0.00% >25.000 1 1.06%
Answered question 90 Answered question 94
Skipped question 6 Skipped question 2
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Table 3: Demographic hospital information.

Table 4: Pharmacy technician satisfaction on supervisor’s relationship.

Sector of work Response Count Response Supervisors g ] s | £
Percent S _ ° > 8 3
S| g | TS| e|l2| g |V
Ministry of Health 48 50.00% > &2/ 5| o 0| & 4
2|22 2|5 2|5
General Medical Directorate in o = o s % o
. = o a
Region 2 2.08% 0 s -5 (=
MOH government Hospital 24 25.00% .
1| My supervisors
Non- MOH government Hospital 5 5.21% provide competent and 20 | 25| 26 19 6 3.35 | 96
MOH-Primary Care Center 1 1.04% consistent supervision.
5 ) .
Private Hospital 16 16.67% My suRervlsors give me
a sufficient amount of
Community pharmacy 0 0.00% information (feedback) 19 | 28 | 27 13 9 336 | 96
Other (please specify) 0 0.00% abc.>ut how. el Da
doing my job.
Answered question 96
3 | My supervisors have an
Skipped question 0 adequate knowledgeof | 15 |21 | 35 | 18 | 7 | 320 | 96
Number of beds at your hospital Response Count Response their jobs.
Percent 4 | My supervisors give
<50 14 20.00% ampie conmderz;tl.ortl to
emproyee compratnts 11 | 29| 18 | 23 | 15 | 298 | 9
50-99 6 8.57% and pharmacy issues and ’
100-199 13 18.57% r.espond to themin a
timely manner.
200-299 11 15.719%
i 5 | My supervisors teach
. 9 i
300-399 9 12.86% gha;maai;he proper 13 126 25 | 21 11| 309 | 9
400-499 5 7 14% ealing with various
types of patients.
500-599 4 5.719%
i 6 | My supervisors teach the
=or > 600 2 2.86% pharmacist professional
i 8 27 | 19 29 12 2.89 95
Medical City 6 8.57% pharmaceutical /
management related
Answered question 70 skills.
Skipped question 26 7 | My supervisors help
The hospital accreditation Response Count Response Fhe pl}afmaast mn .
identifying potential
Percent . .
unavailable products in 16 | 28| 27 | 16 8 329 | 95
CIBAHI 24 31.17% pharmacy but available
i hy th
Joint Commotion USA 9 11.69% 7 Warenouse or ot
pharmacies.
0,
S 0 0.00% 8 | My supervisor provides
Saudi commission of health constructive criticism to 11 | 32| 26 | 16 8 324 | 93
accreditation 44 57.14% employees.
Answered question 77 Average 3.175
Skipped question 19 Answered question 96, Skipped question 0

hospital accreditations USA 9 (11.69%) (Table 3). In all age categories,
there are no significant differences between all categories at hospital bed
capacity (p>0.5).

The average satisfaction score of pharmacy supervisors factors was
(3.175), in an age (20-30 years) more disagree of the supervisors had
their job functions than age (30-39 years) with significant differences
(p<0.05). Pharmacy technician interaction with other healthcare provid-
ers factors was (3.38) (Table 4 and 5). While the customer interaction
was (3.45) the pharmacy technician relationship with coworkers was
(3.85). In all age categories, there are no significant differences between
all categories with the communication of healthcare professionals, cus-
tomers, coworkers and patient’s education satisfaction elements (p>0.5).
Most of the pharmacy technician who found challenges at their job

142

were (79.2%). Some responders wished to change their pharmacy career
(60%) previously while (78%) liked to stay in the pharmacy field. The
overall job satisfaction scores were (3.62) (Table 6). The finding showed
for gender factor there are no significant differences between male or
female and social status (married or single), experiences of current posi-
tion and most of salary income factors for all communication param-
eters (p>0.5). In all age categories, there are no significant differences
between all categories at overall job satisfaction elements (p>0.5).

DISCUSSION

This study was conducted to assess the status of job satisfaction among
pharmacy technician’s in the country of Saudi Arabia. The current study
is the first done in Saudi Arabia about communication factors of Phar-
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Table 5: The Pharmacy technician interaction with other healthcare

providers’ factors.

Negative / Positive
interactions with health
care providers

Strongly Agree
Agree

Neutral

Disagree

Strongly Disagree

Rating Average

Response Count

1 | Physicians are
uncooperative when I
must communicate with 17 | 27
them about “job-related”
matters.

30

21

3.40

2 | Physicians consult with
me often on professional 5 |41
matters.

29

16

94

3 | Nurses are uncooperative
when [ initiate
communication with 6 29
them about “job-related”
matters.

24

29

3.00

94

4 | Nurses often initiate
consultation with me on 12 | 42
professional matters.

27

12

95

5 | Non- pharmacists often
perform functions that
should only be performed
by a pharmacist.

11 | 22

24

27

10

2.97

94

6 | Technicians are respected
by other health care 16 | 35
providers.

19

12

14

3.28

96

7 | Technicians are
cooperative at the 39 | 42
pharmacy.

4.17

96

Average

Answered question 96, Skipped question 0

macy technician’ job satisfaction. The majority of responders were Saudi
that has expected because there is no academic institution graduate non-
Saudi pharmacy technicians. Besides, most of the responders were male
because in the last years opened the female branch of pharmacy techni-
cians. Most of the responders were higher age and were married while
younger old pharmacy technicians were single. That is expected in social
life in Gulf counties. Most of the pharmacy technicians worked at an
outpatient pharmacy and one-third of them worked at inpatient services.
That is expected because of most of the pharmacy technicians trained
at outpatient services. Also, the inpatient services were not ideal system
with Intravenous admixture services. As a result, the majority of works
were at outpatient siting and needed more pharmacy staff. The majority
of responders were higher age old with more 6-10 years’ experience with
range 10,000-12,000 young age with few years of experience and 7,000-
9,000 range salary. That is excepted and normal situation of a pharmacy
technician’s career leader salary and employment in Saudi Arabia.

The findings of the study showed that is pharmacy technicians not fully
satisfied with their supervisor’s related factors with similar of previous
study.” That is related to the main reasons were the supervisors did not
teach the pharmacy technicians the management skills or job how to
deal with patients and the supervisors not responded promptly if there
are any problems occurred. The pharmacy technician’s communication
not reached the optimal level with other healthcare providers. That is
related to some functions done by non-pharmacy technicians and the
nurses uncooperative with pharmacy technicians. The pharmacy tech-
nician’s communication with customers was accepted with similar of
previous study.” That is related to the patient to follow the instructions
of pharmacy technicians and comply with them. Pharmacy technician’s
communication with a coworker was accepted because most of the staff
are deal friendly and received recognition from them. The majority of
pharmacy technicians had challenges in their make then not satisfied
with the job. Maybe lead to more than half of responders wished to
change their pharmacy field previously. However, with getting old two
third of responders liked to continue in the pharmacy career. The overall
pharmacy technician’s job satisfaction was acceptable. Several aspects re-
duce pharmacy satisfaction related to the supervisor.”

Table 6: The Pharmacy technician relationship with Customers and coworkers.

Customer interactions Strongly Agree Neutral Disagree St.rongly Rating Response
Agree Disagree Average Count

Patients show appreciation for the services

I provide for them. 16 28 32 14 5 3.38 95

In general, I find that patients (customers)

attempt to comply with the directions and

advice I give them. 9 45 30 8 3 3.52 95

Average 3.45

Answered question 95, Skipped question 1

Relationships with coworkers Strongly Agree Neutral Disagree St.rongly Rating Response
Agree Disagree Average Count

The people with whom I work are friendly. 26 47 20 2 1 3.99 96

I receive recognition and a sense of

personal worth from my colleagues. 32 43 15 4 0 4.1 94

All of my coworkers in the pharmacy are

highly competent. 15 32 30 17 1 3.45 95

Average 3.85
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Table 6: Con’

Answered question 96, Skipped question 0
Overall job satisfaction i
J Strongly Agree Neutral Disagree St.rongly Rating Response
Agree Disagree Average Count
1
I find challenge in my work. 33 37 15 11 0 3.96 96
2
Knowing what I know now, if I had to
decide all over again whether to go into
pharmacy, I would choose another field. 25 14 12 26 19 3.0 96
3
If I were free to pursue any type of career I
wanted, I would stay in pharmacy. 32 35 20 5 4 3.9 96
Average 3.62
Answered question 96, Skipped question 0
CONCLUSION ORCIDID
Our results suggest that policies governing the pharmacy technician  Yousef Ahmed Alomi “*" https://orcid.org/0000-0003-1381-628X
rofession need to be talked with more apprehension as the level of job
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satisfaction, is relatively low-slung and may generate monetary and work
force problems in Saudi Arabia. Pharmacy technician’s job satisfaction
has not reached to the optimal level. The pharmacy technicians had
communication challenges with supervisor and healthcare profession-
als. More than half wished to change the Pharmacy field. Targeting of an
annual survey of pharmacy technician’s job satisfaction related to com-
munication factors is required in Saudi Arabia.
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