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Setting the stage
Setting: Community pharmacy located in a low 
income area with a substantial immigrant 
population. Pharmacists face multiple 
challenges caring for this population including 
low English proficiency (LEP), cultural barriers, 
knowledge of the complex health insurance 
system, especially Medicare and Medicaid, lack 
of trust and misinformation.
How can pharmacists address communication 
barriers among marginalized populations and 
ensure they receive resources and support for 
quality health care?  



Who Are The Underserved Population?



Uninsured

https://www.kff.org/uninsured/issue-brief/key-facts-about-the-uninsured-population/

https://www.kff.org/uninsured/issue-brief/key-facts-about-the-uninsured-population/


 Uninsured
● The lack of health insurance has a significant impact 

on the health of individuals 
○ Reduced Medication Adherence 

■ High cost of medications may cause patients 
to deviate from instructions and skip doses in 
attempt to save money 

○ Access to Medications
■ Patients may face challenges to afford 

medications due to high out-of-pocket price
○ Disparities in health care

■ Many barriers experienced by underserved 
populations contribute to the prevalence of 
health disparities



Poverty/ Older Adults 



Structural Racism
● Black people are at the highest risk for cancer death even though 

White people have the highest rate of new cancers. This increased 
mortality risk partly reflects a later stage of disease at diagnosis 
among Black patients, although Black patients additionally have 
lower stage-specific survival for most cancer types.*

● Native Americans also suffered higher mortality rates during COVID 

* https://acsjournals.onlinelibrary.wiley.com/doi/full/10.3322/caac.21590

https://acsjournals.onlinelibrary.wiley.com/doi/full/10.3322/caac.21590


Education / Disabilities 



Population Search 
Search your state and county to view the demographic data of the patients  that live around your 
pharmacy. https://www.census.gov/

https://www.census.gov/


Pharmacy Deserts
● In 2015, about 1/3 of neighborhoods in large U.S. cities had 

limited access to pharmacies, affecting almost 15 million 
people.

● The extent of pharmacy shortages varied widely across 
cities:
○ Less than 10% of neighborhoods in New York and 

Philadelphia were affected.
○ More than 60% of neighborhoods in Indianapolis, San 

Antonio, and Charlotte experienced pharmacy shortages.
● Pharmacy deserts were more common in segregated Black 

or Hispanic/Latino neighborhoods compared to 
predominantly White or diverse areas.

● The most significant disparities in pharmacy access were 
observed in cities like Chicago, Los Angeles, Albuquerque, 
Dallas, Memphis, Boston, Milwaukee, Baltimore, and 
Philadelphia.



  Pharmacy Deserts



Underserved Populations
Key barriers to accessing health care:
● Language barrier - LEP 
● Low health literacy
● Lack of transportation 
● Inconsistent health care
● Lack of health insurance
● Lack of resources
● Structural racism



• Individuals with limited English proficiency are 
recognized as those who don’t speak english as 
their first language and limited ability to speak, 
read, write, or comprehend English. 

• In 2021, approximately 25.7 million people have 
reported with limited English proficiency.

• Those who are identified as LEP often encounter 
health disparities and poor health outcomes due 
to the language barrier that hinders access to 
information and communication.

Limited English Proficiency (LEP) 



Some groups are more prone to experiencing 
limited health literacy compared to others. Certain 
populations at higher risk for limited health literacy 
include:

• Adults aged 65 and above
• Racial and ethnic groups other than White
• Recent refugees and immigrants
• Individuals with less than a high school 

diploma or GED
• Individuals with incomes at or below the 

poverty threshold
• Non-native speakers of the English language

Limited English Proficiency (LEP)



Limited English Proficiency (LEP)



Health Literacy 



Impact of health literacy on 
pharmacy practice 

Domain Unable to:

Clinical ● Understand dosing instructions

● Follow health care provider’s recommendation for a diagnostic 
test

● Recognize a medical appointment on a hospital discharge form

Prevention ● Follow guidelines for preventive services

● Identify signs/sx that should prompt seeking care
● Understand how eating/exercise decrease risks for developing 

serious illness

Health 

system 

navigation

● Understand what insurance will/will not pay for

● Determine eligibility for public insurance/assistance programs
● Give informed consent



Engagement 
Employees, Patients, Community 

Stakeholders
Creating a  business proposition around a niche market



Employees can implement strategies to 
aid underserved populations:

• Assist with discount cards 
• Inform patients about available coupons on 

manufacturers website 
• Educate patients 

• Offer additional resources regarding the 
medications side effects and proper storage

• Engage in community outreach 
programs
• Announce local health fairs or programs 

which offer free health services 

Engaging Your Employees  



Engaging Your Patients 
● Strategies to engage with Limited English Proficiency patients

○ Use Multilingual Resources- access to pamphlets and translated 
prescription labels helps with language barrier.

○ Multilingual Staff- employ staff who are fluent in other languages 
to help foster a convenient and warm environment for patients 

○ Visual Aids- using gestures to instruct patients about medications 
and side effects

○ Simple Language- avoid using jargons as this will confuse 
patients

○ Speak slowly and clearly
○ Implement Feedback- collect surveys and input from LEP 

patients on their personal experiences and how we can improve 
language accessibility

○ Cultural Awareness- train staff to about cultural sensitivity 



Visual Aid: Using a Metered-Dose Inhaler with a 
Spacer

    Engaging Your Patients 



Engaging Your Patients
Questions pharmacists can ask patients:
● ASK: “What language are you most comfortable 

using?”
● ASK: “Would you prefer that we communicate in a 

different language? 
● ASK: “Would you like to have written instructions 

translated?”
● ASK: “Are there any cultural or traditional practices 

that we should be aware?”



Important considerations for communicating 
with underserved populations:
• Levels of health literacy
• Cultural differences
• Language
• Demographics
• Geographic location
• Accomodations for customers with physical 

or cognitive disabilities

Engaging Your Patients



Engagement 
Community Stakeholders

Networking- Going outside your comfort 
zone 



CPESN® Health Equity pharmacies connect 
community and patients to address drivers of 
health for better care, cost savings.

As trusted community health providers, CPESN Health Equity pharmacies are on the front lines with patients every day identifying 
barriers to care and solving problems. Community Health Workers, navigators, and peer health mentors integrated in our local 
pharmacies can help close care gaps that lead to poor health outcomes for the most complex patients. Increasingly, Medicaid MCOs, 
and value-based health plans are adding social determinants of health screenings and referrals to community pharmacies for 
best-practice services to address health inequities. For patients, that means better care. For payers, better care can lead to cost 
savings. CPESN Health Equity pharmacies are ready to help you address the growing health inequity crisis. 

Click here to visit the website 

Engaging  Community Stakeholders 

• https://cpesn.com/sites/default/files/2023-10/CPESN_SPNOneSheet_HE_Payer10.23.pdf

https://cpesn.com/index.php/health-equity
https://cpesn.com/sites/default/files/2023-10/CPESN_SPNOneSheet_HE_Payer10.23.pdf


Local Pharmacies Connecting 
Community and Patients

CPESN Health Equity is the first special 
purpose network introduced by CPESN USA to 
help participating community pharmacies 
increase revenue, maintain cashflow, and 
further entrench their local presence. 
Aggregating health equity initiatives across 
local networks establishes community 
pharmacy's collective expertise in Social 
Determinants of Health service as the 
value-based marketplace matures.

Watch this short video to learn about CPESN 

Health Equity workforce training for Community 

Health Workers in New York. 

How to JOIN - https://join.cpesn.com/

CPESN® Health Equity

https://vimeo.com/857120722
https://vimeo.com/857120722
https://vimeo.com/857120722


MedExplain was developed to bridge 
gaps in health literacy
Dr. Monika Safford, Founder of MedExplain

● Chief of the Division of General Internal Medicine at New 
York-Presbyterian Hospital

● Inaugural Endowed Professor of Diabetes Prevention and 
Outcomes Research and Assistant Dean for Continuing Medical 
Education at University of Alabama at Birmingham School of 
Medicine

Addresses a root cause of poor adherence: a lack of understanding 

Conceptualized and tested in the Black Belt region of Alabama

Received over $3 Million in grants to identify and develop approaches 
to improving health literacy and outcomes

Seeks to deliver and expand its content to serve local communities 
where the need for improved health literacy is greatest



• Link to MedExplain’s      YouTube channel here
• Or use the camera on your phone to open the 

catalog of videos by scanning the link below

• Poster with links to playlists here 
• Avery sticker file with QR links by subject (print on 

Avery labels #22805) here (detailed) and here 
playlists by topic

Engaging  Community Stakeholders 

https://www.youtube.com/channel/UCxKgDtf4vwoCKZS17rME5_A
https://www.dropbox.com/scl/fi/gnq0pk0kp278eg25c5hrc/Clear-simpleposter.pdf?rlkey=m98n4awsdyz9ro7rkgqtks0y3&dl=0
https://www.dropbox.com/scl/fi/gdelpbx607wwxfycb4v3s/ME_QR.pdf?rlkey=javxhagpdou9htmsuuijorsvl&dl=0
https://www.dropbox.com/scl/fi/jmzagz7kmoapje5qtwhxw/Avery22805M_Eplaylists.pdf?rlkey=g3u9w841fzlfvv1ms3eifco93&dl=0


• American Pharmacists Association (AphA)
• Care of Underserved Patients SIG community 

• Network of health practitioners who serve the 
underserved populations and enhance patient centered 
care

• Texas Organizations
• Targets predominantly the rural areas 

• https://www.ruralhealthinfo.org/states/texas/organizatio
ns

• Grant Funding- Federal/State  

Engaging  Community Stakeholders 

https://www.ruralhealthinfo.org/states/texas/organizations
https://www.ruralhealthinfo.org/states/texas/organizations


Stereotypes 
Avoiding, Debunking , Demystifying 



Misconceptions about Generics

In a focus group involving 30 community members, mostly women, 
most unemployed, 50% had less than high school education:

• The perception that generics are less effective than brand-name 
drugs.

• The belief that generics require higher doses, leading to 
increased side effects.

• A tendency to consider generics suitable for mild conditions like 
headaches but not for serious ailments like cancer.

• A misconception that individuals with limited financial means 
are obligated to opt for generics.

• Skepticism regarding doctors' motivations, with doubts about 
their impartiality due to the assumption that doctors profit from 
prescribing medications, making them less trustworthy.

Did you know? 

SOURCE: MedExplain, Inc.




