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Top 100: Pharmacy Shopper Behaviour

Pre-pandemic, it was recognized that patients were evolving from a passive consumer of healthcare
into a proactive and forward-looking consumer which was driving new expectations for the OTC

industry. This move towards self-care was also evident in the digital health market, IQVIA’s
General Manager Gwynne Morley notes.

“The Covid-19 pandemic has rapidly
thrust patients and physicians into a
world of digital health tools. By severing
patients from face-to-face physician
interaction for periods it has shifted care
provision dramatically to telemedicine
for virtual visits."” At the same time,

a concerned public turned to digital
media on their smartphones as a source
of information on Covid-19 and sought
advice to keep themselves safe. They
similarly turned to apps, wearables and
digital media to help them exercise and
maintain their health (see figure 6).
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“Digital health had been slowly becoming
part of the therapeutic paradigm
alongside traditional medicines before
COVID-19, and this process has been
somewhat accelerated by regulatory
agencies adapting to unprecedented times.

“For instance, in the U.S. during the
pandemic, the U.S. Food and Drug
Administration (FDA) recognized that
digital therapeutics could provide value in
addressing mental health and wellbeing
during quarantine and isolation, and
waived some requirements to enable

Digital Therapeutics
delivered interventions
through software for select
conditions

{0

Patient receiving care at home

Consumer
Mobile Apps

Telemedicine and
Virtual Physician Visits

supported remote clinician
contact and care

Report: IQVIA Institute for Human Data Science. Digital Health Trends 2020: Innovation, Evidence, Regulation and Adoption

Source: IQVIA Institute, Jun 2021

Consumer
Wearables
Monitored activity and
various digital
biomarkers of health

&

In-Home Connected
Virtual Assistants
Were still little used but can guide patients
to health information, office numbers and
EHR data, or push reminders

their distribution and use.!® Overall,

the pandemic has amplified the need

for care provision and remote patient
monitoring outside traditional healthcare
settings, patient self-monitoring using
various connected devices, and digital
therapeutics that can deliver interventions
via apps.”

Figure 6: Digital Health Tools in the
Patient Journey During COVID
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Mobile Apps During Covid-19

The pandemic also saw impacts on the
apps downloaded and used in 2020,
driven by legitimate health anxiety, the
search for health information, and the
need to manage one’s health during the
pandemic and periods of lockdown.

Gwynne continues, “This trend occurred
across a number of health app categories,
including telemedicine app downloads
like Doximity in the US that surged 37x
from baseline to nearly 7000 downloads
per week on just the Google Play store.
Globally, exercise apps that helped
patients stay healthy saw downloads
quadruple, and mental health apps that
helped those in need manage suicidal
thoughts and depression, and blood
pressure apps, increased more modestly
by 50-100% (see figure 7).”

Consumer Wearables

Consumer wearable devices that enable
individuals to track their activity, such
as fitness trackers, smartwatches, sleep
trackers and actigraphy devices, and
parameter-specific biosensors that track
various measures like temperature,
glucose levels or blood pressure continue
to serve as an element supporting patient
wellness efforts, with their use increasing
over the years.

“The downloading of apps tied to Pulse
Oximeter devices that allow patients

to monitor their oxygen saturation

(SPO;) notably spiked in response to the
COVID-19 pandemic (see figure 8). As
many people with Covid-19 were found
to have low levels of oxygen in their blood
even when feeling well, pulse oximeters

— available at some pharmacies and
stores without a prescription — were
recommended as a way to track the
emergence of low oxygen levels that could
be an early warning sign that medical care
is needed.” A scramble to download these
helpful health apps occurred in waves
around the globe and coincided with
peaks in virus cases. Use of these device-
associated apps increased by 9x-11x in the
US and Europe, respectively, for periods
then falling, and by 50-300x across other

Figure 7: Percent Change Over Baseline in
Health App Downloads During COVID-19
2020-2021
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regions including Latin America and
Africa, where the baseline use was lower.”

She adds, “The growing demand and need
for telehealth is likely to drive this trend
further, as remote patient monitoring
grows. However, at present, the most
measured parameters of consumer
wearables are heart rate, steps taken,
distance traveled, and calories

burned, which are linked to activity
monitoring devices.”

Trust in Pharmacy

Gwynne reflects that more patients are
more ready to self-treat or to consult
pharmacists in-store. “The ongoing
pandemic had shown the vital role
pharmacists played, as evidenced by a
recent Behaviours and Attitudes (B&A)
survey® in which 30 per cent of people
stated that their pharmacists had become
more important to them since the
Covid-19 outbreak began®, especially
now that face-to-face access to general
practitioners was, understandably, so
much more difficult.

“The Ipsos MRBI Veracity Index 2021*
published in March on “Who do we trust
most in 2021?” showed 96 % of people say
that they generally trust local pharmacists.
Nurses were second with 95%, followed
by doctors with 94%. This was reinforced
by the Customer Experience Ireland

2020 Report?, which highlighted that
pharmacies were among those

sectors that provided the highest level of
customer service and experience.

“In an IQVIA Consumer Health survey
of industry executives conducted in
June 2020, 39% of the respondents said
that consumer behaviour was their key
business priority’.”

The following consumer behaviours were
noted during the pandemic

(i) a shift in consumption and shopping
habits - consumers were no longer
browsing in-store, their purchases were
focussed on the basic needs, they were
shopping more consciously, buying
local and were embracing digital
commerce, and

(ii) when consumers were buying goods,
they were becoming more focused on
price, quality and availability across
categories.
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Gwynne continues, “Regional and local
retail pharmacies also experienced an
increase in purchasing share as customers
stayed local and avoided town centres
due to the various lockdown restrictions.
Shopping local is likely to continue when
considering the government’s National
Remote Work Strategy - the overall
objective of which is to “ensure remote
work is a permanent feature in the Irish
workplace” in the future.

“Building a base of customer loyalty is a
key element of successful brands, whether
it be a product or a store. In this changing
environment, a three-pronged approach
is required to adapt to this change —

focus on established brands, invest in
brand health tracking, and deliver on

the changing needs of consumers is key
for post Covid-19 success. First, focus on
fewer established brands. Consumers

are seeking trust and reliability in what
are uncertain times. So larger and better-
known brands will likely win market
share and sales growth ahead of smaller
challenger brands in your portfolio.
Consumers are reluctant to experiment or
seek choices, they are not spending time
browsing shelves as well.

“Second, invest in continuous brand
health tracking as the consumer
behaviours are evolving every week and
their emotional state remains in flux.
E-commerce has accelerated in recent
months, but it will likely give up some of
the gains as physical retail opens-up with
easing of restrictions. Third, formulate
the marketing and messaging model for
your brands. Adopt a holistic approach
to your messaging rather than focusing
on product benefits. Consumers have
limited mind space for processing new
communications as their top priority
remains with their family, health and
finances.”
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Irish Pharmacy News has been
working with data analysts IQVIA
for over 6 years in compiling and
bringing this information to our
readers, pharmacy professionals
of Ireland.

This annual report has now become
synonymous for showcasing
Ireland’s leading OTC brands,
demonstrating their strength within
respective category markets, brand
leadership and loyalty.

IQVIA build The Top 100 Over-
the-Counter (OTC) Market Report
based on the total value of
wholesale sales for OTC products
into retail pharmacy over the
course of the 12 months to April
2021 (May 2020-April 2021). It's a
rolling annual value which includes
the five major OTC categories
including cold and cough remedies
(CCR), pain, vitamins, and minerals
(VMS), skin and digestive health.

In highlighting the value of the OTC
market to community pharmacy,
IQVIA General Manager Gwynne
Morley explains, “The total value
of the nonprescription market in
Ireland based on IQVIA’s data for
the 12 months, May 2020 to April
2021, was €406 million.

“This market declined by 8.3%
when comparing year-on-year
growth2 . The year-to-date (YTD)
value of this market at the end of
April 2021 was €141 million with a
growth rate of -10.9%3 . After the
initial spike in OTC sales exhibited
in March 2020 due to the onset

of Covid-19, the market slowed
down significantly resulting in a flat
growth rate (0%) in 2020, this is

in contrast to the 8% growth rate
demonstrated for the full

year 2019.”

Sales across some categories fell
due to numerous factors such as

he IQVIA Top 100
OTC Products has
been firmly established
as the ‘must read’
overview report of
Ireland’s OTC medicines
sector for almost a decade.

social distancing, isolation and
shielding populations. Gwynne
has presented with readers with
an incredibly thorough explanation
of all these factors in the
preceding pages.

This year we have also included

an overview of shopper behaviour
during this incredibly challenging
time, which should prove invaluable
as community pharmacists and
pharmacy business owners seek to
adapt to the new ‘normal’ for

their customers.

Covid-19 has dramatically
hastened the pace with which
digital offerings have become
commonplace. Overall, the
pandemic has amplified the need
for care provision and remote
patient monitoring outside
traditional healthcare settings,
patient self-monitoring using
various connected devices, and
digital therapeutics that can deliver
interventions via apps.

More patients are more ready

to self-treat or to consult
pharmacists in-store. The ongoing
pandemic had shown the vital

role pharmacists played, as
evidenced by a recent Behaviours
and Attitudes (B&A) survey in
which 30% of people stated that
their pharmacists had become
more important to them since the
Covid-19 outbreak began. The
Ipsos MRBI Veracity Index 202121
published in March on ‘Who do we
trust most in 20217’ showed 96 %
of people say that they generally
trust local pharmacists.

This was reinforced by the
Customer Experience Ireland 2020
Report , which highlighted that
pharmacies were among those
sectors that provided the highest
level of customer service

and experience.

*Disclaimer: Please note that the six year comparison listed opposite
details a range from Jan-April for the years 2015-19 & 2021 and
from Jan-May for 2020. These, along with other comparisons

with previous years, may include brands and categories whose
classification may have changed over that period. The IPN/IQVIA
Top 100 OTC products and the method of its collation evolves with
the pharmacy sector and in this context, comparisons with previous
years are for indicative purposes only. As such, all comparative data
published in this issue is designed to offer readers a broad reference
tool rather than a like for like comparison.
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