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Thefts: The Knowledge and Attitudes of
Pharmacists Towards Financial Losses in
Pharmacies

Hirsizliklar: Eczacinin, Eczanedeki
Finansal Kayiplar Hakkindaki Bilgi ve Tutumlar

ABSTRACT Objective: Financial losses in pharmacies could be in many different ways. Fire, flood,
unsufficient stock controls, inside or outside robberies may cause financial loss and this should be
measured and taken into consider. This study focuses on the losses occured by robberies in the
pharmacies. The main aim of this research is to determine the robberies and pharmacists preven-
tion methods against those losses. Material and Methods: The survey was conducted in Mecidiyekdy
District of Istanbul. The survey questions were designed by the researchers. Surveys were filled by
the pharmacists via face to face interviews. The characteristics of pharmacies, demographics of
pharmacists and robberies were recorded. The results were given by descriptive statistics, in other
words as tables, percentages. and graphics. And due to insufficient number of participants, no sta-
tistical analyses are done. Results and Conclusion: Survey was conducted with thirty six pharma-
cists. It is found that financial loss of pharmacies changes from one to forty percent. In twenty four
pharmacies (24/36) robbery has happened at least one time and it is found out that there is a rela-
tionship with the size (meter square) of the pharmacy. Also it is declared that installing camera and
alarm systems are commonly used for preventing robberies. It is understood that financial losses may
generate because of price decrease changes or shortcuts of reimbursement authorities.

Key Words: Pharmacy; pharmacy management; security of pharmacy; financial loss

OZET Amag: Eczanelerde muhtemel finansal kayiplar birgok farkli sekilde olmaktadir. Finansal
kayiplar; yangin, su baskini, stok kontrolsiizliigii, i¢ ve dis hirsizliklar sonucu olusabilir ve bu du-
rumda eczanenin y6netiminde finansal kayiplarin 6l¢iilmesi ve degerlendirmeye alinmasi gerek-
lidir. Bu arastirmada eczanelerde, 6zellikle hirsizlik sebebi ile olusan finansal kayiplar iizerine
yogunlagilmistir. Eczacinin hirsizliklar ve 6nlenmesi konusundaki tutumu ve biling diizeyleri
caligmanin esas olarak irdeledigi konulardir. Gereg ve Yontemler: istanbul ili Mecidiyekéy Sem-
tinde yer alan eczanelerde anket ¢alismas: yapilmistir. Arastiricilar tarafindan hazirlanan anke-
tin sorular yiiz ylize uygulanan goriismeler vasitas: ile toplanmistir. Eczanenin 6zellikleri ve
eczacilarin demografik 6zellikleri ile eczanede meydana gelen hirsizliklar kayit altina alinmistir.
Caligma 2010 yilinda gerceklestirilmistir ve Istanbul'un sadece bir bélgesini temsil etmektedir.
Sonuglarin sunulmasinda tanimlayici istatistik kullanilmistir. Yani veriler tablolar, yiizdeler ve
grafikler halinde sunulmus, katilimci sayis1 yeterli olmadig: i¢in karsilagtirmalar ve istatistiksel
degerlendirmeler yapilmamstir. Bulgular ve Sonug: Arastirmada 36 eczaci ile goriisiilmistiir. Fi-
nansal kayiplarin %1-40 arasinda degiskenlik gosterdigi, 36 eczanenin 24’iinde hirsizlik olayinin
eczanede ve eczacinin hayatinda en az bir defa yasandig: bildirilmistir. Hirsizlik olaylarinin
sikliginin eczanenin biiyiikliigiine baglh olarak artt1g1 gozlenmistir. Eczacilar bu kayiplar1 énle-
mek amaciyla, en ¢ok kamera kontrol ve alarm sistemini tercih ettiklerini ifade etmislerdir. Ec-
zanelerdeki finansal kayiplarin sadece hirsizliklardan degil, ayn1 zamanda geri 6deme
kurumlarinin uyguladig: kurumsal kesintiler ve fiyat diisiis degisikliklerinden de kaynaklandig so-
nucuna ulagilmigtir.

Anahtar Kelimeler: Eczane; eczacilik isletmeciligi; eczane giivenligi; finansal kayiplar
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inancial loss means loss of money or decrease

in financial value. Financial losses may oc-

cure due to insufficient management of in-
ventory control or security systems etc. Financial
loss, resulting from economic crimes has important
effect in all business sectors. PricewaterhouseC-
oopers (PwC)-Turkey’s Commercial Dispute Reso-
lution and Director of Forensic Studies conducted
a Global Economic Crime Survey between July and
November 2009. According to this survey, it is
found that Russia and South Africa have the high-
est fraud incidence which is 71% and 62% respec-
tively. Turkey’s fraud incidence is found to be 15%
and on the other hand Hong Kong and Japan have
the least fraud incidence; 13% and 10% respec-
tively.! All around the world, different kinds of
businesses are suffering from crimes ending up
with financial losses.

In most of the countries the increasing crime
rates create new security problems for pharmacies.
Crimes against the patient, even if few in number,
can generate adverse publicity, and also seriously
damage the pharmacy’s reputation. When estab-
lishing credit procedures to protect a pharmacy
from incurring losses through bad debts, care must
again be taken to avoid offending the patient.
Whether dealing with an organized crime, effort
or with the theft management has a responsibility
to take preventive action.

Providing security in a pharmacy is the broad
task of protecting patients, visitors, employees and
assets; like stocks of pharmacy. Pharmacists should
consider an advanced security precautions because
as the incidence of crimes increase, it’s getting
harder for pharmacists to protect their customers
from any harm that can happen. Advanced secu-
rity is also needed for pharmacies to avoid finan-
cial losses.? Security efforts in pharmacies may
involve; key controls, locks, access control, alarm
systems, communication systems, lighting, camera
systems, inventory control, credit and billing pro-
cedures, computer security, staffing, pre-employ-
ment screening, employee training, emergency
procedures, safety procedures, record keeping and
more.?
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A pharmacy needs a security program de-
signed to train its staff to prevent the preventable
security incidents. This program should lead per-
sonnel to react quickly, appropriately, and effec-
tively, whenever possible, to any unpreventable
security incidents. Each pharmacy should continu-
ally review its security procedures. Whenever nec-
essary, the procedures should be updated to meet
changing security needs. Pharmacy’s security pro-
gram should involve;

= Locks, key control

= Protection of assets (Money on hand, inven-
tories, equipment)

= Emergency procedures
® Communications
= Security records

In addition, a pharmacy’s design and layout
can greatly affect its security program. For instance
the small pharmacies can be controlled easily com-
pared to big sized pharmacies. Similarly, L-type
pharmacies in shape will need more camera sys-
tems to protect their customers, employees and as-
sets compared to square shaped pharmacies.

Providing appropriate security for a pharmacy
is a never ending activity. In a climate of increased
crime against patients, employees, pharmacies, and
the assets of each, management is continually chal-
lenged to develop and support an effective security
program. Without continuous awareness at the
management level, a pharmacy’s security may suf-
fer.

In the development of security guidelines for
a pharmacy, all members of the pharmacy should
be involved. The guideline should be separated on
the employees according to their qualifications.
While recognizing the need for protection of the
patients, the employees, and the assets of each,
management should also consider that; patients and
employees may create security problems by steal-
ing assets and services from the pharmacy.

A pharmacy management should consider
many factors in evaluating its security require-
ments and in determining whether a special secu-
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rity presence is warranted. A management team’s
commitment to the concept of security is a vital
function within the pharmacy necessary in order
to integrate security into the day-to-day operation
and administration of the pharmacy.

Since every employee of the pharmacy may
act as an integral part of its security program, all
employees should be given a through security ori-
entation at the time they are hired and should be
regularly exposed to an ongoing security education
program throughout their term of employment.
Training should be comprehensive and should in-
clude all aspects of protection of patients, public,
employees, and the pharmacy. Depending upon a
pharmacy’s needs, training may be expanded to in-
clude the special concerns of emergency manage-
ment.

Some Crime Prevention Through Environ-
mental Design (CPTED) considerations for a phar-
macy might include:

= Entrances well-lit and designed so as to
eliminate areas in which a person might hide.

= Lighting on the exterior side of the phar-
macy.

= In general, a layout that will maximize the
sense of openness and awareness of persons in the
territory.

In small pharmacies where the owner is re-
sponsible for the purchasing function there may be
less concern about theft. As pharmacies get larger
and more people become involved in purchasing,
the chances of theft increase. In pharmacies, in-
voice of the medicine, baby-mother care products
and cosmetics should be checked correctly. Some-
times ware houses can make mistakes and send dif-
ferent dose of the wanted product, this should be
avoided by the daily checking of the invoice. If
there is a mistake in the voice and send products
those should be delivered back on the same day in
order to avoid confusion.

Also sometimes ware houses send their courier
with a missing product. If the pharmacist doesn’t
notice that on time, she/he loses their right to ask
for the missing product and all these cause financial
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loss. Moreover the entire invoice should be
checked frequently and compared with the inven-
tory in order to avoid financial loss. If purchasing
and receiving action is done by employees, these
two actions should be given to different employ-
ees. If both of these action is done by the same
employee there can be an employee theft which
cannot be proved.

Protecting funds is one of the loss prevention
methods in pharmacy. Pharmacist and employees
should keep careful records, and take appropriate
actions, control inventories. Main factors in inven-
tory control decision making process are:

= The cost of holding the stock
= The cost of shortage

Inventory control is often coordinated by the
pharmacist. Best inventory control is done by
computer based inventory programs and usually
in it’s installation period inventory staff comes
from the firm of the inventory program and count
phamacy’s stock and record it to the system. Better
control is obtained when the inventory staff comes
from outside the pharmacy. Because those won’t
enter fake datas as they don’t have any profit in
doing this. So by this way a pharmacist can get
more realistic stock datas. A number of computer
based inventory control programs such as “BYTE”,
“Farmakom Online” are available and should be
considered in pharmacies.

Ideally, only one person should have an access
to the cash drawer. In this case it should be phar-
macist but in rush hours this may not be possible
because pharmacists first responsibility is to take
care of their patients. That’s why a pharmacist can
assign someone else who will be totaly responsible
from the cash register. All transactions should be
immediately recorded upon payment and all the
transactions should be done through computer in-
ventory system in order to follow stocks and reduce
inside or outside thefts.

Robberies are one of the most common causes
of losses in pharmacies. RxPatrol Analysis in
United States in 2011 indicates the following num-
bers (Table 1).!
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TABLE 1: Robberies among criminal cases.
Criminal cases n
Robberies 1920
Fraud 1851
Forgeries 918
Burglaries 1231
Cargo thefts 115
Employee thefts 26
Shoplifting 56
Other 167

Using camera systems in a pharmacy usually
reduces the incidence of robberies. Also having an
alarm system which is activated when the phar-
macy is closed is a good precaution that should be
taken into account.

When the theft reports published in the first
six month in USA were examined, 907 cases were
determined for controlled substances. These cases
accounted for 78% of all burglary events, in other
words, every day theft occured in 11 pharmacies.
According to the reports, it happened on night
shifts and armed burglaries were remarkably in-
creased. This report showed that the same phar-
macy was targetted more than once because the
burglar was encouraged by past success to pilfer
again.

Safety in pharmacy is important not only for
crime economics perspective, but also from phar-
macy financial management perspective, too.”

Financial losses in pharmacies could be in
many different ways like fire, flood, inside or out-
side robberies. Thus financial loss should be
measured and followed. This study focuses on the
pharmacists declaration on losses occured by rob-
beries in the pharmacies. The main aim of the re-
search is to determine pharmacists management
attitudes related to the robberies as a kind of fi-
nancial loss.

I MATERIAL AND METHODS

Face to face survey method was used. Face to
face interviews were conducted by the re-
searchers.
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List of nightshift for pharmacies prepared in
2010 by Istanbul Pharmacist Chamber (IPC=IEO)
is used so as to reach the pharmacists address.
Mecidiyekdy which is district of Istanbul was
choosen as a research site. In Mecidiyekoy there
are 42 pharmacies located in the shopping cen-
ters, near the health institutions or neighbour-
hood, etc.

The survey was designed according to research
objectives. Twenty multiple choices and open
ended questions related to external and internal
theft in the pharmacy were asked. The survey and
interviews with pharmacists generally conducted
after 3:00 p.m or before 12:00 a.m. Pharmacies
were visited four times so as to do the interview
with the pharmacists.

The gender, pharmacy location, size of phar-
macy, losses, safety measure of pharmacy, etc. were
considered to be categorical variables. The cate-
gorical variables were shown as frequencies and
percentages.

I RESULT AND DISCUSSION

Thirty-six pharmacists accepted to be participiants
for the research and completed the questionnaires
and six pharmacists did not participate. By the par-
ticipants, 67% were female and 33% were male.
Also of the 36 participants 64% declared that they
were married. Rest of them (36%) were either
widow or divorced.

Pharmacists declared that their pharmacy’s
location is either a neighbourhood pharmacy or
near to a health center or near to a shopping cen-
ter (mall). 25% declared that their pharmacy as
neighbourhood and rest of them as combination
of near to health center and near to a mall. This
result seems to be obvious for Mecidiyekoy
district as it is full of malls and health care cen-
ters.

Size of the pharmacy is critical for thefts and it
was understood that most of the participants phar-
macy (almost 60%) is between 50-100 meter square
in size (Figure 1).

In pharmacies, which are less than 35 m? half
of them have experienced theft. The ones between
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less than 35 m? 35-50 m? 50-100m?  bigger than 100 m?

FIGURE 1: The size distribution of pharmacies (as meter squares).

FIGURE 2: Pharmacists experiences of robbery in the pharmacy.

35-50 m? and 50-100 m?, 70% had experienced
theft. It is not statistically analysed but bigger phar-

macy shops seemed to be under more risk for
thefts.

During the questions about the measurement
of the financial losses, twenty-two pharmacists
(61.1%) answered that they had come across with
at least one robbery (Figure 2).

Twenty-four pharmacists (66.7%) said that
they had experienced the theft/shoplifting in their
pharmacies and also fourteen of them had experi-
enced the theft once or twice throughout his/her
work. Eleven pharmacists (30.6%) answered that
had never experienced. Also, one pharmacist
(2.8%) did not want to answer that question. Be-
side these, five pharmacists (13.9%) had experi-
enced the theft during the hours when the
pharmacy was closed.

The pharmacists have to follow and monitor
profitability of their pharmacies like other busi-
nesses. The economical structure of pharmacies be-
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come almost dependent to Social Security Institu-
tion. The inventory of pharmacies needs better
management due to the rise of discount, the profit
reduction from drugs and increase of costs. As it is
presented in Figure 3 and Figure 4, most of the
pharmacists generally control the inventory once
a year and cross check with the accountant.

It is good for pharmacists that most of them
compares their inventory with accountant’s con-
trol which also let pharmacists to know more about
their stocks and manage it (Figure 4).

The ratio of financial losses to endorsement
changed from 0% to 40% among pharmacists who
participated in the survey (Table 2). Most of the
pharmacists (56%) declared that, their financial loss
ratio was about 1%. It is dissapointing that 14% of
the pharmacists do not think and care about their
financial losses. Pharmacists profit may change 20-
40% and even 1-5% of loss is important in this
sence.

The ratio of internal thefts to endorsement
was between 0% and 10% according to the results
of the survey. 44% of the pharmacists said they

FIGURE 3: Inventory control.

FIGURE 4: The comparison of the inventory control with the accountant.
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TABLE 2: Estimated financial loss.
My financial loss percentage is %
0 8
1% 56
2% 5
4% 3
5% 5
15% 6
40% 3
| dont know 14

TABLE 3: Estimated internal thefts.
Internal thefts %
0% 44
1% 31
5% 3
10% 5
More than 10% 14
| dont know 3

have never experienced internal based theft. Be-
sides this result, most of the pharmacists (about
60%) mentioned that they have already experi-
ences of internal thefts somehow (Table 3).

As it is presented in Figure 5 the most stolen
things in the pharmacy are reported as cosmetic
products (52.8%) followed by money (25.0%) and
opioids (5.6%). Five pharmacists declared that they
didn’t know what the most stolen things were so
the question stated as unanswered.

OBSERVATIONS

The survey had been filled via face to face inter-
views and researchers had some observations both
on security and theft issuses and also listened to
pharmacists story tellings through out the study.
Thus some ethically appropriate and guiding ob-
servations were summarized for future researches
and studies in this section.

It is understood that, in four pharmacies, the
bags of the pharmacists had been stolen. One of the
pharmacy was very crowded during the survey
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visit and after the survey it is learned that during
the interview with the pharmacist, an employee
stole some money from the cash register and the
employee did not think the camera was on record.

It is so ironical that the interview subject is on
thefts.

Two pharmacists answered the questions very
carefully. Then it is come out that, all of drugs were
stolen at one night and after that event, they had
decided to buy alarm system in the pharmacy. The
young pharmacists were “far away” to the research
subject. Conversly old pharmacists were aware of
thefts but distanced to inventory control systmes. A
pharmacists whose pharmacy was located in a
shopping center confessed that her mobile phone
had been stolen from the table in the crowded
hours. Another pharmacist was very surprised that
he had never experienced the theft incident and
had not know that this issue was so important until
then.

One pharmacist had answered the questions
carefully but he only answered, he was not talka-
tive and curious about our survey. He said that he
experienced the robbery 5 years ago and he did not
catch the thieves. After this event, he had decided
to buy CCTV system. One of the pharmacists was
so interesting and talkative about our survey. She
had always experienced external based theft inci-
dents and she told various events she had experi-
enced.

One participant accepted to participate during
second visiting and she was interested in the ques-
tionnaire. She said that large amounts of money

The most stolen things

FIGURE 5: The most stolen thing in a pharmacy.
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had stollen from backside of the pharmacy by a
well-dressed man while she was giving an injec-
tion. Another pharmacist answered the questions
carefully in a long time span and she had experi-
enced the robbery during first day of her phar-
macy’s openning. Therefore, CCTV system had
been installed after that event.

One of the participants started to answer the
questions but after a while, she said that the rob-
bery issue in the pharmacy was so dishonorable so
she only 50% answered the questions in the ques-
tionnaire.

I CONCLUSION

The very low number of participants (n=36), the
poor response rate and the lack of response to some
questions are the main limitations of the study.
Thus the analysis with insufficient numbers of par-
ticipants statistically we cannot show that there is
a significant relationship between the size of the
pharmacy and the frequency of thefts. However we
assume that if the number of participants or survey
could be enlarged, we can come across a relation-
ship.

In the present study, it is expected that the
number of customers (patients, visitors from phar-
maceutical companies, etc.) should be directly pro-
portional to the percentage of the financial losses,
that is, if the pharmacy has an intensive customer
capacity, financial losses should be expected much
more. However, statistically any remarkable results
were not obtained from the present study. The
pharmacists did not want to answer that question
directly which was about the number of customers
or they said “We don’t know’. Therefore, compar-
ative results were not obtained.

Furthermore, most of the pharmacists believed
that the cause of financial losses in a pharmacy
were related to the “missing reimbursements” due
to the controls of prescriptions made by Social Se-
curity Institution (SSI). Even, a study about finan-
cial losses caused by Social Security Institution is
recommended. In addition, the participants be-
lieved that second cause of financial losses were
the “price reduction of medicines” after 2004. The
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pharmacists do not have any responsilibility for
price determination of drugs. Ministry of Health
(MoH) is the competent authority about this sub-
ject. It declares new prices to Turkish Pharmacists
Association (TPA) and then pharmacists begin to
sale the medicines with new-determined prices. In
last two years, pharmacy bussinesses have encoun-
tered a critical proportion of losses because of price
reduction. Also, it is realized that the delayed re-
imbursement of instutional prescriptions from SSI
caused the serious economical problems for phar-
macists.

In the survey, there were fifteen pharmacists
who had special methods to prevent burglary in
pharmacies and seven of them had experienced
burglary. As a result, the pharmacies with special
security methods had minimum frequency of
burglary. However, there are a lot of pharmacies
which had experienced the robbery. The cause of
this situation may be due to carelessness of the
pharmacists, that is, they may not observe and
follow the employees and may not watch the
camera records. The pharmacies with special se-
curity cautions which had not experience any
robbery may have well-trained employees about
security. Besides the pharmacists may have disci-
pline over employees’ actions and security equip-
ments. Futher more he/she may follow the
camera records.

The study indicated that pharmacists used
some computer systems such as Farmakom, Byte,
etc. to control the inventory in a short period of
time. They believed that these programs avoid the
waste of time. So they do not care about this sub-
ject and also believed these computer systems pro-
vide the strict control of the inventory and prevent
the losses against theft.

It is expected that when the period of being a
pharmacy owner increases, the experiences about
the frequency of theft increases but this is not ob-
vious in our research. The research showed that it
may not be directly related to being a seniour phar-
macist. The frequency of theft may be related to
the location of the pharmacy, the number of pa-
tients visiting to the pharmacy in a day, etc. For ex-
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ample, the domination for security of a pharmacy
which is densely populated may be provided with
difficulty when compared to other pharmacies
which have fewer costumers. Moreover, the rea-
son of this situation may be due to the insufficient
number of participants. If the number of partici-
pants were more than this survey, more reliable re-
sults could be optained.

Furthermore, the results of the research indi-
cate that the most stolen product in a pharmacy
was cosmetic products. The cosmetic products are
nonprescriptional and directly related to the cus-
tomers’ wishes. The workbenchs of these products
are generally designed that are separated from drug
sales departments and also the showcase of them
are aimed to try to lure in customers. Therefore,
the cosmetic products’ being more accessibile can
be the reason their robbery.

Also, this study has found that most of the
pharmacists believed that camera and alarm sys-
tems were the best security cautions against theft so
that a lot of pharmacists would prefer to use these
systems to control losses. Thus a lot of pharmacists
believe that they can control every issue about em-
ployees, patients and pharmacies much easier than
before.

Finally, according to the results of this study,
it is understood that if the survey can be done in a
larger group of pharmacists, more obvious and
comparative results could be obtained. Still this
survey results do give an idea and emphasize of in-
side and outside security. Financial loss prevention
and setting security are circumstances which
pharmacists should manage as a part of pharmacy
management. Because these are very critical for the
survival of a pharmacy.
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