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Store Walk Summary : Pharmacy Supervisor Walk FY13 v2

Participant: Ronda J Lowe, Susan Sun

Auditor Role : Corporate View Only
WAG-MDL-03098

Auditor Department: Area

Response Date : Mon 02/04/2013 09:00 Central Standard Time

Questionnaire Comments Polnts/Total Score(%)

0.0/0.0 0.0

YES 0.00/0.00 0.00

0.00/0.00 0.00

NO 0.00/0.00 0.00

Q96 0.00/0.00 0.00

Q97 0.00/0.00 0.00

Other (Programs Unique to Store)

HIV 0.00/0.00 0.00

0.00/0.00 0.00

Q169 YES 0.00/0.00 0.00

Q170 Currently staffed 0.00/0.00 0.00

YES 0.00/0.00 0.00

YES 0.00/0.00 0.00

0.00/0.00 0.00

Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports 0.00/0.00 0.00

90 days MTM 0.00/0.00 0.00

0.00/0.00 0.00

YES 4 cores and cultural beliefs 0.00/0.00 0.00

Confidential

WAGCASFO0600235
CONFIDENTIAL

WAG-MDL-03098.00001

0.00/0.00

0.00/0.00

0.00

0.00

0.00/0.00
0.00/0.00

0.00
0.00

0.00
0.00

0.00
0.00
0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00
0.00

0.00
0.00

0.00/0.00
0.00/0.00

0.00/0.00
0.00/0.00
0.00/0.00

0.00
0.00

Mon 02/04/2013 
09:00 Central 
Standard Time

Average 90-day 
adjusted scripts

0.00/0.00

0.00/0.00

How can we 
imcrease our 
customer base ?

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

Print policy and place in 
GFD folder

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2
Question
Operating Statements

Increasing 
customer base.

DEFENDANT 
EXHIBIT

Q61 Are there Issues with any of our third party plans? 
Pharmacy Operations

Immunizations
Print and review 
sig codes with 
techs weekly to 
help Improve

Review the store manager's dally task list and verify that they are including pharmacy Items on 
the list.
How are you progressing with pharmacy workforce planning?Are they appropriately using a 
designated hltter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 
anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 
using your budgeted hours (over/under)?

Promote HIV 
COE

Please select 1-2 of the stores biggest areas of opportunityuse GROW to coach to these areas 
with the RXM and/or MGR
Actions to Improve on above area:Ask the manager where is their biggest opportunity?Ask the 
manager what Is their way forward (action plan) to Improve this area?Are they currently taking 
action on these areas of opportunities? Verify that these action steps are correct Disouss with 
RXM (when available).Document the action steps in the comment box below.

"Sales “Work-flow "Marketing "Pharmacy Condition
"Loss Prevention "Inventory "Productivity (Pholmometer)

Q145 "Payroll "Quality "Customer Service "Buyout Opportunities
"Generic Vendor Buys "90 Day Efficiency "MTM "Third Party Plan Issues
"Competition "Transfer Logs " Deletes
"Exception Queue Management Issues

Pharmacy
Pharmacy checklist items

Is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per policy Ensure all pharmacists have access to the state's PDMP website
(state specifio).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

6s Is the store actively promoting company initiatives? Examples of area may include but not limited 
to the following: "MTM "PSC cards "Vaccinations "Health tests "Flavoring "90 Day

Q137 If yes, please explain which Initiatives the store is promoting and how. If no, please explain why.

Strengths and opportunities:
Key corporate initiatives
0146 Has the MGR and RXM reviewed and taken action on the key corporate initiatives? Explain any 
* 0 areas of concern in the comment box.

Team Member Engagement
Team member engagement

Talk to various team members throughout the store about the My Waigreens/My Voice Survey:

027 Please select 1 area where the store has the largest area of opportunityuse GROW to coach to 
these areas with the RxM and/or Store Manager
Actions to Improve on above area:Ask the manager where Is their biggest opportunity?Ask the 

066 manager what is their way forward (action plan) to improve this area?Verify that these action 
" " steps are correctDIscuss with RXM (when available) Document the action steps in the comment 

box below.
Planning Process

Has the store manager analyzed and reviewed their most recent operating statement with the 
' " RXM? When available, ask the RXM what they learned from the operating statement?

List the highest opportunity and ask the manager what is their way forward (action plan) to 
improve this area?Ask the manager, where do they see their biggest opportunity?Verify that these 

Q63 action steps are correct.if not, use GROW to coach them in the right direction of where they 
should foous.Disouss with RXM (when avallable).Document the action steps in the comment box 
below.

016g if this area was discussed in previous walks, are they following through on the way forward 
' (action plan) they committed to? Document your conversation in the comment box below.

IMPROVE Scorecard

Summary
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Q34 0.00/0.00 0.00

Q174 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

NO 0.00/0.00 0.00

0.00/0.00 0.00

Q115 Pharmacy waiting area condition 0.00/0.00 0.00

Q116 Pharmacy condition 0.00/0.00 0.00

Q117 Building Rx sales 0.00/0.00 0.00

Confidential

WAGCASF00600236
CONFIDENTIAL

WAG-MDL-03098.00002

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

Review questions 
with staff before 
they take the new 
survey in April

0.00
0.00

Keep holding 
daily 5 minute 
meetings

Keep reviewing 
goals with your 
staff during daily 
5 minutes 
meetings

Have you received feedback on your my Walgreens/My Voice survey? Have you participated in 
creating an effective way forward (action plan)? Please note the action steps are an on-going 
process and can be updated in TMP at any time.Are you making progress on the goals you set? 
Is the store using the engagement flip chart monthly? (Including the team GROW session)Add 
any GROW coaching comments you may have, to drive employee engagement.

Is the store manager and/or pharmacy manager, recognizing team members for doing their best 
work?ls the store manager and/or pharmacy manager, taking this opportunity to use focused 

' recognition to drive the cultural beliefs?ls the store manager and/or pharmacy manager 
encouraging peer to peer recognition?

Please Rate the Following on a 1-5 Scale (with 5 being Outstanding) 
Theme

Make an action 
plan

Talk to me about any of your new hires or newly promoted team members in pharmacy? (If none 
type n/a).

Keep the lines of 
communication 
open and give 
praise
Get to know your 
new staff and be 
open and 
approachable.

(3) Achieving 
ExpectationsMini 
mal mylars 
missingEffective 
MerchandisingW 
aiting area 
cleanin/out- 
window clutter 
freeVaccination 
area ready
(3) Achieving 
ExpectationsPro 
duct off of 
floorClear path to 
all fire exItsNo 
product in 
prohibited 
areasDP records 
are put away
(3) Achieving 
ExpectationsPro 
moting
immunizationsAc 
tively calling on 
MTMsPromoting 
health tests and 
related 
servicesMaking 
adherence calls 
on regular basis
(3) Achieving 
ExpectationsTea

make an action 
plan

0.00
0.00

Q35 How are they doing in their new position? How did you set your expectations with them? Have 
they received all of the training that they need to be successful?lf new-hire or recently promoted 
team member is currently working, have MGR introduce you to them.How are you onboarding 
your new hires?

Ask a few team members

Ask a team member: Did a 5 minute meeting happen today? If so, what did you cover?

Ask pharmacy team members if they are given the opportunity to provide feedback to their store 
Q175 manager and/or pharmacy manager?ls the store manager and/or pharmacy manager creating 

opportunities to ask for focused feedback to drive the cultural beliefs?

Ask a team member: Do you know your goals for the day/week? Note the goals, analyze them 
( and then use GROW coaching as necessary.

Performance Management
Performance management

Talk about your high performers.
What is being done to help develop, make them feel challenged and grow their careers?What are 

Q39 you doing to cross train and develop other team members for future roles?Verify that these are 
the correct processes. If not, use GROW to coach them in the right direction of where they should 
focus.
Talk about your low performers. What type of GROW coaching and development plans have they 
been provlded?What steps have you taken to improve performance? (e.g., verbal, written or 

040 performance improvement plan).What are the next steps if they fall to improve?Are you using the 
' GROW coaching method for engagement?Verify that these are the correct processes. If not, use 

GROW to coach them in the right direction of where they should focus. Document your 
conversation in the comment box below.

Have you documented the challenges with your low performers? Do you have a record of 
discussion on file?Verify that these are the correct processes. If not, coach them in the right 

Q108 direction of where they should focus. If you have started the discipline process, has it been 
documented in the Talent Management Portal (TMP)?lf the discipline has not been documented, 
please explain why Document your conversation in the comment box below.

036 What type of feedback are you hearing? What have you changed or implemented because of 
' them?Verify that the pharmacy team Is participating in all five minute meetings.ls a five-minute

meeting taking place everyday? Is the store manager taking this opportunity to use focused 
storytelling to drive the cultural beliefs?

New RxM, keep 
Discuss the RXM's personal development goals with the store manager, unless RXM Is available: learning and 

Q86 What steps have you made in order to achieve these goals?Are you on track to complete these don't be afraid to
goals?ln which areas are you finding to be more challenging or may need some assistance? reach out for

help.

Summary
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Q118 Team Member Engagement 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Q172 What feedback do you have for me around our cultural beliefs? 0.00/0.00 0.00

0.00/0.00 0.00

Confidential

WAGCASF00600237
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WAG-MDL-03098.00003

0.00/0.00
0.00/0.00

0.00
0.00

1 0.00
1 0.00

0.00/0.00
0.00/0.00
0.00/0.00

0.00
1 0.00
| 0.00

| 0.00/0.00

| 0.00/0.00

Let's get our 
team behind our 
new beliefs

m member 
actively working 
with customer or 
scriptFriendly/per 
sonable/smile
(3) Achieving 
ExpectationsMos 
t team members 
smile or make 
eye contactMost 
customers are 
welcomed to our 
store, offered 
proactive 
assistance and 
thanked for 
shopping with us

Customer Experience: Providing genuine and friendly service; greeting and welcoming our 
Q119 customers/patients; proactively offering assistance to our customers/patients and thanking our

customers/patients for shopping with us

| 0.00/0.00

| 0.00/0.00

I 0.00
I 0.00

Overall Visit Notes:
Issues to share with District Team
6 120 Do you have anything to discuss with District Team at the next meeting?Use the comment box 
* 60 below to document.

Q173 Do you have anything to share with the CL? Use the comment box below to document.
Q166 Additional comments:

Pharmacy Manager Core Competencies:
Please comment on each of the core competency areas as appropriate.

Operations/Business LeadershlpAnalyzes work-related problems and identifies sustainable 
Q159 solutions in a timely manner. Takes accountability for self and others actions to achieve business 

results.
0160 People LeadershlpEncourages an atmosphere of open two-way communication. Shows mutual 
1 - respect while promoting and developing a diverse and inclusive team.

Strategic LeadershipAdjusts behavior in response to new information or changing circumstances. 
Q161 Works effectively In unstructured or dynamic environments. Identifies areas where future change 

initiatives are required.
6169 Customer LeadershipAnticIpates and responds to customer needs.Maintains ethical boundaries 

and confidentiality in all internal and external customer interactions.
Healthy, Happy, and Creating Value Togetheris fully engaged and inspires engagement in 

Q163 others.Promotes wellness in the workplace.Demonstrates commitment to creating value for the
Company.

Q164 Functional CompetencyEmpowers othersPromotes pharmacy
Cultural Beliefs
Cultural Beliefs

Give an example of how the store Is demonstrating our cultural beliefs. Be One: I know what 
Walgreens must deliver and I align my dally action with others to make it happen. Be Real: I am 
open, honest and respectful in my words and actions everyday.Be Bold: I demonstrate courage 

Q171 in everything I do to create the future of Walgreens. Build Trust: I listen, seek to understand and Be One 
always assume positive intent. Love Customers: I engage with customers and passionately 
Innovate to exceed their needs. Own it: I constantly ask, "What else can I do to achieve our 
results?" and refuse to blame others. Live It: I help people get, stay and live well.

Summary

everyday.Be
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Store Walk Summary : Pharmacy Supervisor Walk FY13 v2 12141 - ,MGR

Participant: Eleanor Wong

Auditor Role : Corporate View Only

Auditor Department: Area

Response Date : Fri 02/15/2013 16:00 Central Standard Time

Questionnaire Comments Points/Total Score(%)

0.0/0.0 0.0

NO 0.00/0.00 0.00

0.00/0.00 0.00

YES 0.00/0.00 0.00

Rx days of supply 0.00/0.00 0.00

0.00/0.00 0.00

Other (Programs Unique to Store)

Specialty 0.00/0.00 0.00

0.00/0.00 0.00

Planning Process

Q169 YES 0.00/0.00 0.00

Q170 0.00/0.00 0.00

YES not apply. 0.00/0.00 0.00

YES 0.00/0.00 0.00

Q137 If yes, please explain which initiatives the store is promoting and how. If no, please explain why. 0.00/0.00 0.00

0.00/0.00 0.00

WAGCASF00600476
CONFIDENTIAL

WAG-MDL-03098.00004

10.00/0.00

| 0.00/0.00

0.00/0.00

0.00/0.00

0.00
0.00

| 0.00
| 0.00

0.00/0.00
0.00/0.00
0,00/0.00

0.00/0.00

0.00
0.00

Fri 02/15/2013 
16:00 Central 
Standard Time

not apply. Please 
continue hiring.

I 0.00/0.00
I 0.00/0.00

The operation Is 
good in this 
store. We have 
to continue to 
develop other 
technicians to 
work in this 
environment. 
Please talk to Mr. 
C about also

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2 
Question
Operating Statements

Please review the 
claims and make 
sure we are 
getting charge on 
the inventory.

Review the store manager's daily task list and verify that they are Including pharmacy items on 
the list.
How are you progressing with pharmacy workforce planning?Are they appropriately using a 
designated hltter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 
anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 
using your budgeted hours (over/under)?

please mark up your 
statement.

-ensure rebates 
get credit. GP is 
better at 10.8 at 
this time. -watch 
out on the day 
supply.

-Improving fertility 
business by over 
$150,000 last 
month. -PFC: 
detailed over 
there. Jason has 
gone detailing 
with Jane. Bob 
Long suggested 
Discorex talked 
to him first before 
detailing.

the best store in 
the district for 
PSC.

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports 
Q61 Are there Issues with any of our third party plans?
Pharmacy Operations

| 0.00/0,00
i 0.00/0.00

List the highest opportunity and ask the manager what Is their way forward (action plan) to 
Improve this area?Ask the manager, where do they see their biggest opportunity?Verify that these 

Q63 action steps are correct.lf not, use GROW to coach them in the right direction of where they 
should focus.Discuss with RXM (when avallable).Document the action steps in the comment box 
below.

"Sales "Work-flow "Marketing "Pharmacy Condition
"Loss Prevention "Inventory "Productivity (Pholmometer)

Q145 "Payroll "Quality "Customer Service "Buyout Opportunities
"Generic Vendor Buys *90 Day Efficiency "MTM "Third Party Plan Issues
"Competition "Transfer Logs * Deletes
"Exception Queue Management Issues

Confidential

Actions to Improve on above area:Ask the manager where Is their biggest opportunlty?Ask the 
manager what is their way forward (action plan) to Improve this area?Are they currently taking 

" action on these areas of opportunities? Verify that these action steps are correct. Discuss with
RXM (when avallable).Document the action steps in the comment box below.

027 Please select 1 area where the store has the largest area of opportunityuse GROW to coach to 
these areas with the RxM and/or Store Manager

I 0.00

I 0.00

Pharmacy
Pharmacy checklist items

Is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per policy.Ensure all pharmacists have access to the state's PDMP website 
(state specific).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

Is the store actively promoting company initiatives? Examples of area may Include but not limited 
‘ - to the following: "MTM "PSC cards "Vaccinations "Health tests "Flavoring "90 Day

606 Please select 1-2 of the stores biggest areas of opportunityuse GROW to coach to these areas 
—39 with the RXM and/or MGR

i 0.00

1 0.00

Actions to Improve on above area Ask the manager where Is their biggest opportunlty?Ask the 
046 manager what is their way forward (action plan) to Improve this area?Verify that these action 
*" " steps are correct .Discuss with RXM (when available) Document the action steps in the comment 

box below.

1 0.00
1 0.00

I 0.00
I 0.00

0168 If this area was discussed in previous walks, are they following through on the way forward 
' (action plan) they committed to?- Document your conversation in the comment box below.

IMPROVE Scorecard

Has the store manager analyzed and reviewed their most recent operating statement with the 
‘ " RXM? When available, ask the RXM what they learned from the operating statement?

| 0.00/0.00

| 0.00/0.00

Summary
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Strengths and opportunities:

0.00/0.00 0.00

YES 0.00/0.00 0.00

Q34 0.00/0.00 0.00

Q174 0.00/0.00 0.00

0.00/0.00 0.00

no new hire. 0.00/0.00 0.00

0.00/0.00 0.00

Ask a team member: Did a 5 minute meeting happen today? If so, what did you cover?

0.00/0.00 0.00

0.00/0.00 0.00yes.

Talk about your high performers.

0.00/0.00 0.00

focus.

0.00/0.00 0.00

YES 0.00/0.00 0.00

0.00/0.00 0.00

Q115 Pharmacy waiting area condition 0.00/0.00 0.00
(4)

Q116 Pharmacy condition 0.00/0.00 0.00
(4)

Q117 Building Rx sales 0.00/0.00 0.00(4)

Q118 Team Member Engagement 0.00/0.00 0.00
(4)

WAGCASF00600477
CONFIDENTIAL

WAG-MDL-03098.00005

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

Jason does a 
good job.

to type and Sofia 
being a coach will 
be good for her.

Jason has gone 
over with the 
team about the 
questions.

0.00
0.00

0.00
0.00

Talk to various team members throughout the store about the My Walgreens/My Voice Survey: 
Have you received feedback on your my Walgreens/My Voice survey? Have you participated in 
creating an effective way forward (action plan)? Please note the action steps are an on-going 
process and can be updated in TMP at any time.Are you making progress on the goals you set? 
Is the store using the engagement flip chart monthly? (Including the team GROW sesslon)Add 
any GROW coaching comments you may have, to drive employee engagement.

Is the store manager and/or pharmacy manager, recognizing team members for doing their best 
work?ls the store manager and/or pharmacy manager, taking this opportunity to use focused 

' recognition to drive the cultural beliefs?is the store manager and/or pharmacy manager 
encouraging peer to peer recognition?
Ask pharmacy team members if they are given the opportunity to provide feedback to their store

Jason is on leave 
and will discuss 
on next walk.

(5) Outstanding
All team
members smile 
or make eye 
contactAll 
customers are

We do have 5 
min and discuss 
things are 
pertinent for the 
store. We also 
talk about 
company 
programs.

0.00

Jason Is good In 
providing 
feedback.

have Ellie or Khin 
permanently here 
as well.

Sofia: multi­
tasking and great 
customers and

Q35 How are they doing in their new position? How did you set your expectations with them? Have 
they received all of the training that they need to be successful?lf new-hire or recently promoted 
team member Is currently working, have MGR introduce you to them.How are you onboarding 
your new hires?

Ask a few team members

Customer Experience: Providing genuine and friendly service; greeting and welcoming our

Confidential

Q1 75 manager and/or pharmacy manager?ls the store manager and/or pharmacy manager creating 
opportunities to ask for focused feedback to drive the cultural beliefs?

Talk to me about any of your new hires or newly promoted team members in pharmacy? (If none 
type n/a).

Talk about your low performers. What type of GROW coaching and development plans have they 
been provlded?What steps have you taken to Improve performance? (e.g., verbal, written or 

040 performance improvement plan).What are the next steps if they fail to improve?Are you using the 
* GROW coaching method for engagement?Verify that these are the correct processes. If not, use 

GROW to coach them in the right direction of where they should focus. Document your 
conversation in the comment box below.

Have you documented the challenges with your low performers? Do you have a record of 
discussion on file?Verify that these are the correct processes. If not, coach them in the right 

Q108 direction of where they should focus. If you have started the discipline process, has it been 
documented in the Talent Management Portal (TMP)?if the discipline has not been documented, 
please explain why.Document your conversation in the comment box below.

Discuss the RXM's personal development goals with the store manager, unless RXM Is available: 
Q86 What steps have you made in order to achieve these goals?Are you on track to complete these 

goals?ln which areas are you finding to be more challenging or may need some assistance?
Please Rate the Following on a 1-5 Scale (with 5 being Outstanding)
Theme

037 Ask a team member: Do you know your goals for the day/week? Note the goals, analyze them 
' -' and then use GROW coaching as necessary.

Performance Management
Performance management

Key corporate initiatives
0146 Has the MGR and RXM reviewed and taken action on the key corporate initiatives? Explain any 

' 7 areas of concern in the comment box.

Team Member Engagement
Team member engagement

036 What type of feedback are you hearing? What have you changed or implemented because of 
*0 " them?Verify that the pharmacy team Is participating in all five minute meetlngs.ls a five-minute 

meeting taking place everyday? is the store manager taking this opportunity to use focused 
storytelling to drive the cultural beliefs?

What Is being done to help develop, make them feel challenged and grow their careers?What are detail oriented. - 
Q39 you doing to cross train and develop other team members for future roles?Verify that these are We should allow 

the correct processes. if not, use GROW to coach them in the right direction of where they should other technicians

Summary
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0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00

0.00

0.00/0.00 0.00

Q172 What feedback do you have for me around our cultural beliefs? 0.00/0.00 0.00

0.00/0.00 0.00

Confidential

WAGCASF00600478
CONFIDENTIAL

WAG-MDL-03098.00006

0.00/0.00
0.00/0.00

0.00/0.00
0.00/0.00

0.00/0.00

0.00
0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00
0.00
0.00

0.00

Love customers: 
Discorex has a 
reputation of 
great customer 
service/patient 
care. AH staff are 
sympathetic to 
fertility needs.
Build trust: We 
constantly work 
to build trust with 
our patients and 
very Importantly 
with the 
physicians.
Everything we do 
is to assume 
positive intent of 
building 
relationships by 
building trust.

welcomed to our 
store, offered 
proactive 
assistance and 
thanked for 
shopping with us

Give an example of how the store is demonstrating our cultural beliefs. Be One: I know what 
Walgreens must deliver and I align my dally action with others to make it happen. Be Real: I am 
open, honest and respectful in my words and actions everyday.Be Bold: I demonstrate courage 

Q171 in everything I do to create the future of Walgreens. Build Trust: I listen, seek to understand and 
always assume positive intent. Love Customers: I engage with customers and passionately 
Innovate to exceed their needs. Own it: I constantly ask, "What else can I do to achieve our 
results?" and refuse to blame others. Live It: I help people get, stay and live well.

Q119 customers/patients; proactively offering assistance to our customers/patients and thanking our 
customers/patients for shopping with us

Pharmacy Manager Core Competencies:
Please comment on each of the core competency areas as appropriate.

Operations/Business LeadershipAnalyzes work-related problems and identifies sustainable 
Q159 solutions in a timely manner. Takes accountability for self and others actions to achieve business 

results.

0160 People LeadershipEncourages an atmosphere of open two-way communication. Shows mutual 
' respect while promoting and developing a diverse and inclusive team.

Strategic LeadershipAdjusts behavior in response to new information or changing circumstances. 
Q161 Works effectively in unstructured or dynamic environments. identifies areas where future change 

initiatives are required.
0162 Customer LeadershipAnticipates and responds to customer needs.Maintains ethical boundaries 

' and confidentiality in all internal and external customer interactions.
Healthy, Happy, and Creating Value Togetherls fully engaged and inspires engagement in 

Q163 others. Promotes wellness in the workplace.Demonstrates commitment to creating value for the
Company.

Q164 Functional CompetencyEmpowers othersPromotes pharmacy
Cultural Beliefs
Cultural Beliefs

Overall Visit Notes:
Issues to share with District Team
612g Do you have anything to discuss with District Team at the next meeting?Use the comment box

4 below to document.

Q173 Do you have anything to share with the CL? Use the comment box below to document.
Q166 Additional comments:

Summary

everyday.Be


Summary

03707 - Michael Kwong,MGRStore Walk Summary : Pharmacy Supervisor Walk FY13 v2

Participant: Ronda J Lowe, Mike Tse

Corporate View OnlyAuditor Role :

Auditor Department: Area

Response Date : Tue 02/05/2013 09:00 Central Standard Time

Points/Total Score(%)CommentsQuestionnaire

0.0/0.0 0.0

YES 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00YES

0.00/0.00 0.00Q96

0.00/0.00 0.00

Other (Programs Unique to Store)

Specialty 0.00/0.00 0.00

0.00/0.00 0.00

Planning Process

YES 0.00/0.00 0.00Q169

0.00/0.00 0.00Q170

YES 0.00/0.00 0.00

0.00/0.00 0.00YES

Q137 If yes, please explain which initiatives the store Is promoting and how. If no, please explain why. 0.00/0.00 0.00

0.00/0.00 0.00Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports

0.00/0.00 0.00

WAGCASF00600560
CONFIDENTIAL

WAG-MDL-03098.00007

10.00/0.00
i 0.00/0.00

0.00
0.00

| 0.00
I 0.00

10.00/0.00

i 0.00/0.00

New Hire just 
started today.

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2 
Question
Operating Statements

| 0.00/0.00

| 0.00/0.00

i 0.00/0.00

| 0.00/0.00

Tue 02/05/2013 
09:00 Central 
Standard Time

Strenth: Worflow 
and team work.
Keep driving 90 
days when 
possible by 
insurance plans

GPand 
Chargebacks

Get to district goal on 90 
days

Keep on top of 
Rain Catcher 
program; Keep 
plan to expand 
services to 
Medical Building 
MDs.

Q61 Are there Issues with any of our third party plans?
Pharmacy Operations

Review the store manager's daily task list and verify that they are including pharmacy items on 
the list.
How are you progressing with pharmacy workforce planning?Are they appropriately using a 
designated hltter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 
anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 
using your budgeted hours (over/under)?

Please select 1-2 of the stores biggest areas of opportunityuse GROW to coach to these areas 
with the RXM and/or MGR

Asking 
customers at 
both in and out 
window.
Focus on Sig 
Codes/ Drug 
Code changes

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

Total 
immunizations, 
Pharmacy delight 
Flu Shots to 
Goal, almost 
there. Pharmacy 
Delight, currently 
at yellow for the 
year.

| 0.00/0.00
I 0.00/0.00

Strengths and opportunities:
Confidential

"Sales "Work-flow "Marketing "Pharmacy Condition
"Loss Prevention "Inventory "Productivity (Pholmometer)

Q145 "Payroll "Quality "Customer Service "Buyout Opportunities
"Generic Vendor Buys "90 Day Efficiency "MTM "Third Party Plan Issues
"Competition "Transfer Logs " Deletes
"Exception Queue Management Issues

1 0.00
I 0.00

Actions to Improve on above area:Ask the manager where is their biggest opportunity?Ask the 
manager what Is their way forward (action plan) to Improve this area?Are they currently taking 

‘ " action on these areas of opportunities? Verify that these action steps are correct.Discuss with
RXM (when avallable).Document the action steps in the comment box below.

0.00
1 0.00
1 0.00

Pharmacy
Pharmacy checklist items

Is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per policy .Ensure all pharmacists have access to the state's PDMP website 
(state specific).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

DE, Is the store actively promoting company Initiatives? Examples of area may Include but not limited 
‘ " to the following: "MTM "PSC cards "Vaccinations "Health tests "Flavoring "90 Day

Actions to Improve on above area:Ask the manager where is their biggest opportunity?Ask the 
manager what Is their way forward (action plan) to Improve this area?Verify that these action

—0 ' steps are correct.Discuss with RXM (when available) Document the action steps in the comment 
box below.

I 0.00
I 0.00

I 0.00
I 0.00

Please select 1 area where the store has the largest area of opportunityuse GROW to coach to 
these areas with the RxM and/or Store Manager

Has the store manager analyzed and reviewed their most recent operating statement with the 
‘ " RXM? When available, ask the RXM what they learned from the operating statement?

List the highest opportunity and ask the manager what is their way forward (action plan) to 
improve this area?Ask the manager, where do they see their biggest opportunity?Verify that these 

Q63 action steps are correctIf not, use GROW to coach them in the right direction of where they 
should focus.Discuss with RXM (when avallable).Document the action steps in the comment box 
below.

If this area was discussed in previous walks, are they following through on the way forward 
" (action plan) they committed to?* Document your conversation in the comment box below.

IMPROVE Scorecard

0.00/0.00
10,00/0.00

| 0.00/0.00

Iof3
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0.00/0.00 0.00

YES 4 cores 0.00/0.00 0.00

0.00

Q34 0.00/0.00 0.00

Q174 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Make Action plan 0.00/0.00 0.00

Make Action Plan 0.00/0.00 0.00

NO 0.00/0.00 0.00

0.00/0.00 0.00

Q115 Pharmacy waiting area condition 0.00/0.00 0.00

Q116 Pharmacy condition 0.00/0.00 0.00

Q117 Building Rx sales 0.00/0.00 0.00

Confidential

WAGCASF00600561
CONFIDENTIAL

WAG-MDL-03098.00008

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00
0.00

Daily 5 minute 
meetings need to 
be held daily.

Review Goals in
TMP for next 
month's walk

0.00/0.00

0.00/0.00

Know goal for Flu
Shots, know
Cultural Beliefs

Talk to various team members throughout the store about the My Walgreens/My Voice Survey: 
Have you received feedback on your my Walgreens/My Voice survey? Have you participated in 
creating an effective way forward (action plan)? Please note the action steps are an on-going 
process and can be updated in TMP at any time.Are you making progress on the goals you set? 
Is the store using the engagement flip chart monthly? (Including the team GROW sesslon)Add 
any GROW coaching comments you may have, to drive employee engagement.

Is the store manager and/or pharmacy manager, recognizing team members for doing their best 
work?ls the store manager and/or pharmacy manager, taking this opportunity to use focused 
recognition to drive the cultural beliefs?ls the store manager and/or pharmacy manager 
encouraging peer to peer recognition?
Ask pharmacy team members if they are given the opportunity to provide feedback to their store Review and 

memorize 
cultural beliefs

Keep giving 
positive feedback 
to team

Review action 
plan with Store 
Manager and 
engage team. 
Next Gallup 
surveyin April

New hire on 
track.

0.00
0.00

Q35 How are they doing in their new position? How did you set your expectations with them? Have 
they received all of the training that they need to be successful?lf new-hire or recently promoted 
team member Is currently working, have MGR Introduce you to them.How are you onboarding 
your new hires?

Ask a few team members
Ask a team member: Did a 5 minute meeting happen today? If so, what did you cover?

(3) Achieving
ExpectationsMini 
mal mylars 
missingEffective 
MerchandisingW 
siting area 
cleanin/out- 
window clutter 
freeVaccination 
area ready
(3) Achieving 
ExpectationsPro 
duct off of 
floorClear path to 
all fire exitsNo 
product in 
prohibited 
areasDPI records 
are put away
(3) Achieving 
ExpectationsPro 
moting
immunizationsAc 
tively calling on 
MTMsPromoting 
health tests and 
related 
servicesMaking 
adherence calls 
on regular basis

Q175 manager and/or pharmacy manager?ls the store manager and/or pharmacy manager creating 
opportunities to ask for focused feedback to drive the cultural beliefs?

Talk to me about any of your new hires or newly promoted team members in pharmacy? (If none 
type n/a).

Key corporate initiatives
0146 Has the MGR and RXM reviewed and taken action on the key corporate initiatives? Explain any 

' ' areas of concern in the comment box.
Team Member Engagement
Team member engagement

Performance Management
Performance management

Talk about your high performers.
What is being done to help develop, make them feel challenged and grow their careers?What are 

Q39 you doing to cross train and develop other team members for future roles?Verify that these are 
the correct processes. If not, use GROW to coach them in the right direction of where they should 
focus.
Talk about your low performers. What type of GROW coaching and development plans have they 
been provided?What steps have you taken to Improve performance? (e.g., verbal, written or 

040 performance improvement plan).What are the next steps if they fail to improve?Are you using the 
' GROW coaching method for engagement?Verify that these are the correct processes. If not, use

GROW to coach them in the right direction of where they should focus. Document your 
conversation in the comment box below.

Have you documented the challenges with your low performers? Do you have a record of 
discussion on file?Verify that these are the correct processes. If not, coach them in the right 

Q108 direction of where they should focus. If you have started the discipline process, has it been 
documented in the Talent Management Portal (TMP)?if the discipline has not been documented, 
please explain why Document your conversation in the comment box below.

Discuss the RXM's personal development goals with the store manager, unless RXM Is available: 
Q86 What steps have you made in order to achieve these goals?Are you on track to complete these 

goals?ln which areas are you finding to be more challenging or may need some assistance?
Please Rate the Following on a 1-5 Scale (with 5 being Outstanding)
Theme

0o- Ask a team member: Do you know your goals for the day/week? Note the goals, analyze them 
3( and then use GROW coaching as necessary.

036 What type of feedback are you hearing? What have you changed or implemented because of 
* ' them?Verify that the pharmacy team Is participating in all five minute meetings Is a five-minute 

meeting taking place everyday? is the store manager taking this opportunity to use focused 
storytelling to drive the cultural beliefs?

Summary
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Q118 Team Member Engagement 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00

0.00/0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Review 0.00/0.00 0.00

Review 0.00/0.00 0.00

Review

Cultural Beliefs 0.00/0.00

0.00/0.00 0.00

Q172 What feedback do you have for me around our cultural beliefs? 0.00/0.00 0.00

Overall Visit Notea:
Issues to share with District Team

0.00/0.00 0.00

Confidential

WAGCASF00600562
CONFIDENTIAL

WAG-MDL-03098.00009

0.00/0.00
0.00/0.00

I 0.00
I 0.00

0.00/0.00
1 0.00/0.00

0.00
0.00

| 0.00
I 0.00

0.00
| 0.00
| 0.00

| 0.00/0.00

| 0.00/0.00

Need to 
memorize with 
staff

(3) Achieving 
ExpectationsTea 
m member 
actively working 
with customer or 
scriptFriendly/per 
sonable/smile
(3) Achieving 
ExpectationsMos 
t team members 
smile or make 
eye contactMost 
customers are 
welcomed to our 
store, offered 
proactive 
assistance and 
thanked for 
shopping with us

Customer Experience: Providing genuine and friendly service; greeting and welcoming our 
Q119 customers/patients; proactively offering assistance to our customers/patients and thanking our 

customers/patients for shopping with us

0128 Do you have anything to discuss with District Team at the next meeting?Use the comment box 
* " below to document.

Q173 Do you have anything to share with the CL? Use the comment box below to document.
Q166 Additional comments:

0169 Customer LeadershipAnticIpates and responds to customer needs.Maintains ethical boundaries 
and confidentiality in all internal and external customer interactions.
Healthy, Happy, and Creating Value Togetheris fully engaged and inspires engagement in

Q163 others.Promotes wellness in the workplace.Demonstrates commitment to creating value for the 
Company.

Q164 Functional CompetencyEmpowers othersPromotes pharmacy
Cultural Beliefs

Give an example of how the store Is demonstrating our cultural beliefs. Be One: I know what 
Walgreens must deliver and I align my dally action with others to make it happen. Be Real: I am 
open, honest and respectful in my words and actions everyday.Be Bold: I demonstrate courage .6 (02

Q171 in everything I do to create the future of Walgreens. Build Trust: I listen, seek to understand and . e eot"
always assume positive intent. Love Customers: I engage with customers and passionately wi 
Innovate to exceed their needs. Own it: I constantly ask, "What else can I do to achieve our 
results?" and refuse to blame others. Live It: I help people get, stay and live well.

Pharmacy Manager Core Competencies:

Please comment on each of the core competency areas as appropriate.
Operations/Business LeadershipAnalyzes work-related problems and identifies sustainable

Q159 solutions in a timely manner. Takes accountability for self and others actions to achieve business Review 
results.

016 People LeadershlpEncourages an atmosphere of open two-way communication. Shows mutual Spy 
' " respect while promoting and developing a diverse and inclusive team. " 17"

Strategic LeadershipAdjusts behavior in response to new information or changing circumstances.
Q161 Works effectively In unstructured or dynamic environments. identifies areas where future change Review 

initiatives are required.

Summary

everyday.Be
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Store Walk Summary : Pharmacy Supervisor Walk FY13 v2 03706-SUSAN SUN,MGR

Participant: Ronda J Lowe, Jane Yang

Auditor Role : Corporate View Only

Auditor Department: Area

Response Date : Tue 02/05/2013 10:00 Central Standard Time

Questionnaire Comments Points/Total Score(%)

0.0/0.0 0.0

YES 0.00/0.00 0.00

0.00/0.00 0.00

NA 0.00/0.00 0.00

Q96 0.00/0.00 0.00

Q97 0.00/0.00 0.00

Other (Programs Unique to Store)

Bedside 0.00/0.00 0.00

0.00/0.00 0.00

Q169 YES 0.00/0.00 0.00

Q170 0.00/0.00 0.00

YES GFD Folder, include policy 0.00/0.00 0.00

YES 0.00/0.00 0.00

Q137 If yes, please explain which initiatives the store is promoting and how. If no, please explain why. 0.00/0.00 0.00

Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

YES 4 Cores, Cultural Beliefs 0.00/0.00 0.00

0.00/0.00 0.00

WAGCASF00600581
CONFIDENTIAL

WAG-MDL-03098.00010

0.00
0.00
0.00

0.00/0.00

0.00/0.00

0.00

0.00

0.00/0.00

0.00/0.00
0.00
0.00

0.00
0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00
0.00

0.00
0.00

0.00/0.00

0.00/0.00

90 days IBCC 
Customer Count

0.00/0.00
0,00/0.00

0.00/0.00

Income before 
carrying charges

Tue 02/05/2013 
10:00 Central 
Standard Time

Bedside Keep on 
top of Phone Fax 
line solution

Sales and 
customer count

Workflow, keep 
on top of 
answering 
phones withing 
the first few 
rings.

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2 
Question
Operating Statements

We will post RxM 
position.

Q61 Are there Issues with any of our third party plans?
Pharmacy Operations

Review the store manager's daily task list and verify that they are Including pharmacy Items on 
the list.
How are you progressing with pharmacy workforce planning?Are they appropriately using a 
designated hltter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 
anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 
using your budgeted hours (over/under)?

Please select 1-2 of the stores biggest areas of opportunityuse GROW to coach to these areas 
with the RXM and/or MGR
Actions to Improve on above area:Ask the manager where is their biggest opportunity?Ask the 
manager what Is their way forward (action plan) to improve this area?Are they currently taking 
action on these areas of opportunities? Verify that these action steps are correct.Discuss with 
RXM (when available).Document the action steps in the comment box below.

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

Thanks for 
reminding staff 
during dally 5 
mln meetings 
Review sig 
codes/drug 
codes with staff 
weekly

"Sales "Work-flow "Marketing "Pharmacy Condition
"Loss Prevention "Inventory "Productivity (Pholmometer)

Q145 "Payroll "Quality "Customer Service "Buyout Opportunities
"Generic Vendor Buys "90 Day Efficiency "MTM "Third Party Plan Issues
"Competition "Transfer Logs " Deletes
"Exception Queue Management Issues

Pharmacy
Pharmacy checklist items

Is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per policy.Ensure all pharmacists have access to the state's PDMP website 
(state specific).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

05g Is the store actively promoting company initiatives? Examples of area may include but not limited 
to the following: "MTM "PSC cards "Vaccinations "Health tests "Flavoring "90 Day

Strengths and opportunities:
Key corporate initiatives
0146 Has the MGR and RXM reviewed and taken action on the key corporate initiatives? Explain any 
*42 areas of concern in the comment box.

Team Member Engagement
Confidential

027 Please select 1 area where the store has the largest area of opportunityuse GROW to coach to 
these areas with the RxM and/or Store Manager
Actions to Improve on above area:Ask the manager where Is their biggest opportunlty?Ask the 

046 manager what is their way forward (action plan) to improve this area?Verify that these action 
*" " steps are correct Discuss with RXM (when available) Document the action steps in the comment 

box below.
Planning Process

Has the store manager analyzed and reviewed their most recent operating statement with the 
‘ " RXM? When available, ask the RXM what they learned from the operating statement?

List the highest opportunity and ask the manager what is their way forward (action plan) to 
improve this area?Ask the manager, where do they see their biggest opportunlty?Verify that these 

Q63 action steps are correct.lf not, use GROW to coach them in the right direction of where they 
should focus.Discuss with RXM (when avallable).Document the action steps in the comment box 
below.

6163 If this area was discussed in previous walks, are they following through on the way forward 
' (action plan) they committed to?- Document your conversation in the comment box below.

IMPROVE Scorecard

Summary
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Team member engagement 0.00/0.00 0.00

Q34 0.00/0.00 0.00

Q174 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Q37 0.00/0.00 0.00

0.00/0.00 0.00

Make an action
performance improvement plan).What are the next steps if they fail to improve?Are you using the plan for eachQ40 0.00/0.00 0.00

NO 0.00/0.00 0.00

0.00/0.00 0.00

Q115 Pharmacy waiting area condition 0.00/0.00 0.00

Q116 Pharmacy condition 0.00/0.00 0.00

Q117 Building Rx sales 0.00/0.00 0.00

0.00/0.00 0.00

WAGCASF00600582
CONFIDENTIAL

WAG-MDL-03098.00011

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

Let's get the 
morale back up 
with the recent 
change In staff.

0.00
0.00

000
0.00

Ask a team member: Do you know your goals for the day/week? Note the goals, analyze them 
and then use GROW coaching as necessary.

Talk to various team members throughout the store about the My Walgreens/My Voice Survey: 
Have you received feedback on your my Walgreens/My Voice survey? Have you participated in 
creating an effective way forward (action plan)? Please note the action steps are an on-going 
process and can be updated in TMP at any time .Are you making progress on the goals you set? 
Is the store using the engagement flip chart monthly? (Including the team GROW sesslon)Add 
any GROW coaching comments you may have, to drive employee engagement.

Is the store manager and/or pharmacy manager, recognizing team members for doing their best 
work?ls the store manager and/or pharmacy manager, taking this opportunity to use focused 
recognition to drive the cultural beliefs?ls the store manager and/or pharmacy manager 
encouraging peer to peer recognition?
Ask pharmacy team members if they are given the opportunity to provide feedback to their store

Next survey 
coming in April. 
Review questions 
with staff so that 
they understand

GROW coaching method for engagement?Verify that these are the correct processes. If not, use 
GROW to coach them in the right direction of where they should focus. Document your 
conversation in the comment box below.

Have you documented the challenges with your low performers? Do you have a record of 
discussion on file?Verify that these are the correct processes. If not, coach them in the right

Build Trust with 
team

Q118 Team Member Engagement 
Confidential

No new hires at 
this time. Change 
in staff

Nice review of 
goals with staff 
during 5 min 
meetings

Make an action 
plan for each 
member of your 
staff.

member of your 
staff.

(3) Achieving 
ExpectationsMini 
mal mylars 
missingEffective 
MerchandisingW 
aiting area 
cleanin/out- 
window clutter 
freeVaccination 
area ready
(3) Achieving 
ExpectationsPro 
duct off of 
floorClear path to 
all fire exitsNo 
product in 
prohibited 
areasDP] records 
are put away
(3) Achieving 
ExpectationsPro 
moting
immunizationsAc 
tively calling on 
MTMsPromoting 
health tests and 
related 
servicesMaking 
adherence calls 
on regular basis 
(3) Achieving 
ExpectationsTea 
m member 
actively working

Keep positive 
feedback going.
Build Trust within 
team

Keep the lines of 
communication
open

Performance Management
Performance management

Talk about your high performers.
What is being done to help develop, make them feel challenged and grow their careersTWhat are 

Q39 you doing to cross train and develop other team members for future roles?Verify that these are 
the correct processes. If not, use GROW to coach them in the right direction of where they should 
focus.
Talk about your low performers. What type of GROW coaching and development plans have they 
been provided?What steps have you taken to Improve performance? (e.g., verbal, written or

Q35 How are they doing in their new position? How did you set your expectations with them? Have 
they received all of the training that they need to be successful?lf new-hire or recently promoted 
team member Is currently working, have MGR introduce you to them.How are you onboarding 
your new hires?

Ask a few team members
Ask a team member: Did a 5 minute meeting happen today? if so, what did you cover?

Q108 direction of where they should focus, if you have started the discipline process, has it been 
documented in the Talent Management Portal (TMP)?lf the discipline has not been documented, 
please explain why Document your conversation in the comment box below.

Discuss the RXM’s personal development goals with the store manager, unless RXM Is available: 
Q86 What steps have you made in order to achieve these goals?Are you on track to complete these 

goals?ln which areas are you finding to be more challenging or may need some assistance?
Please Rate the Following on a 1-5 Scale (with 5 being Outstanding)
Theme

Q175 manager and/or pharmacy manager?ls the store manager and/or pharmacy manager creating 
opportunities to ask for focused feedback to drive the cultural beliefs?

Talk to me about any of your new hires or newly promoted team members in pharmacy? (If none 
type n/a).

036 What type of feedback are you hearing? What have you changed or implemented because of 
'' " them?Verify that the pharmacy team Is participating in all five minute meetings.ls a five-minute

meeting taking place everyday? Is the store manager taking this opportunity to use focused 
storytelling to drive the cultural beliefs?

Summary
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0.00/0.00 0.00

Q159 0.00/0.00 0.00

Q160 0.00/0.00 0.00

Q161 0.00/0.00 0.00

Q162 0.00/0.00 0.00

Q163 0.00/0.00 0.00

Q164

Build Trust 0.00/0.00 0.00

Q172 What feedback do you have for me around our cultural beliefs? 0.00/0.00 0.00

Q128 0.00/0.00 0.00

Confidential

WAGCASF00600583
CONFIDENTIAL

WAG-MDL-03098.00012

0.00/0.00
0.00/0.00

0.00
0.00

0.00
0.00

0.00
0.00

Overall Visit Notes:
Issues to share with District Team

0.00/0.00
0.00/0.00

Q173
Q166

0.00/0.00
0.00/0.00
0.00/0.00

0.00
0.00
0.00

0.00/0.00
0.00/0.00

Pharmacy Manager Core Competencies:
Please comment on each of the core competency areas as appropriate.

Let's get our staff 
excited and start 
practicing our 
beliefs

Do you have anything to discuss with District Team at the next meeting?Use the comment box 
below to document.
Do you have anything to share with the CL? Use the comment box below to document.
Additional comments:

with customer or 
scriptFriendly/per 
sonable/smile
(3) Achieving 
ExpectationsMos 
t team members 
smile or make 
eye contactMost 
customers are 
welcomed to our 
store, offered 
proactive 
assistance and 
thanked for 
shopping with us

Cultural Beliefs
Cultural Beliefs

Give an example of how the store Is demonstrating our cultural beliefs. Be One: I know what 
Walgreens must deliver and I align my dally action with others to make it happen. Be Real: I am 
open, honest and respectful in my words and actions everyday.Be Bold: I demonstrate courage 

Q171 in everything I do to create the future of Walgreens. Build Trust: I listen, seek to understand and 
always assume positive intent. Love Customers: I engage with customers and passionately 
Innovate to exceed their needs. Own it: I constantly ask, "What else can I do to achieve our 
results?" and refuse to blame others. Live It: I help people get, stay and live well.

Customer Experience: Providing genuine and friendly service; greeting and welcoming our 
Q119 customers/patients; proactively offering assistance to our customers/patients and thanking our 

customers/patients for shopping with us

Operations/Business LeadershipAnalyzes work-related problems and identifies sustainable 
solutions in a timely manner. Takes accountability for self and others actions to achieve business 
results.
People LeadershipEncourages an atmosphere of open two-way communication. Shows mutual 
respect while promoting and developing a diverse and inclusive team.
Strategic LeadershipAdjusts behavior in response to new information or changing circumstances. 
Works effectively In unstructured or dynamic environments. identifies areas where future change 
initiatives are required.
Customer LeadershipAnticIpates and responds to customer needs.Maintains ethical boundaries 
and confidentiality in all internal and external customer interactions.
Healthy, Happy, and Creating Value Togetheris fully engaged and inspires engagement in 
others.Promotes wellness in the workplace.Demonstrates commitment to creating value for the 
Company.
Functional CompetencyEmpowers othersPromotes pharmacy

Summary

everyday.Be
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Store Walk Summary : Pharmacy Supervisor Walk FY13 v2 11385 - zafeer fazelbhoy,MGR

Participant: Ronda J Lowe; Liseli Mulala, Jeff Wong

Auditor Role : Corporate View Only

Auditor Department: Area

Response Date : Tue 02/05/2013 12:00 Central Standard Time

Questionnaire Comments Points/Total Score(%)

0.0/0.0 0.0

YES 0.00

IACC 0.00/0.00 0.00

NA 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Bedside 0.00/0.00 0.00

Bedside Delivery 0.00/0.00 0.00

Q169 YES Clinic Rx 0.00/0.00 0.00

Q170 no turnover 0.00/0.00 0.00

YES 0.00

YES 0.00/0.00 0.00

0.00/0.00 0.00

Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports 0.00/0.00 0.00

0.00

90 Days 0.00/0.00 0.00

0.00/0.00

YES 4 Cores, cultural beliefs 0.00/0.00 0.00

WAGCASF00600584
CONFIDENTIAL

WAG-MDL-03098.00013

10.00/0.00
1 0.00/0.00

0.00
0.00

| 0.00
I 0.00

I 0.00
I 0.00

I 0.00
| 0.00

0.00
0.00

I 0.00

I 0.00

Tue 02/05/2013 
12:00 Central 
Standard Time

| 0.00/0.00

| 0.00/0.00

10.00/0.00

| 0.00/0.00

| 0.00/0.00
| 0.00/0.00

| 0.00/0.00
| 0.00/0.00

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2 
Question
Operating Statements

Immunizations
Review Sig
Codes/ Drug
Codes with techs 
weekly

IBCC and Overall 
Delight

Q61 Are there Issues with any of our third party plans?
Pharmacy Operations

Review the store manager's daily task list and verify that they are Including pharmacy items on 
the list.
How are you progressing with pharmacy workforce planning?Are they appropriately using a 
designated hltter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 
anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 
using your budgeted hours (overlunder)?

Income before 
carrying charges 
.Pharmacy 
delight

"Sales "Work-How "Marketing "Pharmacy Condition
"Loss Prevention "Inventory "Productivity (Pholmometer)

Q145 "Payroll "Quality "Customer Service "Buyout Opportunities
"Generic Vendor Buys *90 Day Efficiency "MTM "Third Party Plan Issues
"Competition "Transfer Logs " Deletes
"Exception Queue Management Issues

Pharmacy
Pharmacy checklist items

Is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per policy.Ensure all pharmacists have access to the state's PDMP website 
(state specific).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

DEg Is the store actively promoting company initiatives? Examples of area may include but not limited 
to the following: "MTM "PSC cards "Vaccinations "Health tests "Flavoring "90 Day

Q137 If yes, please explain which initiatives the store is promoting and how. If no, please explain why.

I 0.00

I 0.00

606 Please select 1-2 of the stores biggest areas of opportunityuse GROW to coach to these areas 
—39 with the RXM and/or MGR

Strengths and opportunities:
Key corporate initiatives

_ Has the MGR and RXM reviewed and taken action on the key corporate initiatives? Explain any 
*" areas of concern in the comment box.

Team Member Engagement
Team member engagement

Confidential

1 0.00/0.00

I 0.00/0.00

I 0.00

027 Please select 1 area where the store has the largest area of opportunityuse GROW to coach to 
these areas with the RxM and/or Store Manager
Actions to Improve on above area:Ask the manager where Is their biggest opportunity?Ask the 

046 manager what is their way forward (action plan) to improve this area?Verify that these action 
*" " steps are correct Discuss with RXM (when available) Document the action steps in the comment 

box below.
Planning Process

Actions to Improve on above area:Ask the manager where is their biggest opportunlty?Ask the 
manager what Is their way forward (action plan) to Improve this area?Are they currently taking 

‘ " action on these areas of opportunities? Verify that these action steps are correct. Disouss with
RXM (when available).Document the action steps in the comment box below.

Other (Programs Unique to Store)

Has the store manager analyzed and reviewed their most recent operating statement with the 
‘ " RXM? When available, ask the RXM what they learned from the operating statement?

List the highest opportunity and ask the manager what is their way forward (action plan) to 
improve this area?Ask the manager, where do they see their biggest opportunlty?Verify that these 

Q63 action steps are correct.lf not, use GROW to coach them in the right direction of where they 
should focus.Discuss with RXM (when avallable).Document the action steps in the comment box 
below.

6163 If this area was discussed in previous walks, are they following through on the way forward 
' (action plan) they committed to?- Document your conversation in the comment box below.

IMPROVE Scorecard

0.00/0.00
I 0,00/0.00

| 0.00/0.00

SoRoyatoger"xandPace 0.00/0,00

IACC, GP, Chargebacks 0.00/0.00

Summary
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Q34 0.00/0.00 0.00

Q174 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Make action plan 0.00/0.00 0.00

Make action plan 0.00/0.00 0.00

NO 0.00/0.00 0.00

0.00/0.00 0.00

Q115 Pharmacy waiting area condition 0.00/0.00 0.00

Q116 Pharmacy condition 0.00/0.00 0.00

Q117 Building Rx sales 0.00/0.00 0.00

Q118 Team Member Engagement 0.00/0.00 0.00

Confidential
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0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

Open lines of 
communications.

Talk to various team members throughout the store about the My Walgreens/My Voice Survey: 
Have you received feedback on your my Walgreens/My Voice survey? Have you participated in 
creating an effective way forward (action plan)? Please note the action steps are an on-going 
process and can be updated in TMP at any time.Are you making progress on the goals you set? 
Is the store using the engagement flip chart monthly? (Including the team GROW sesslon)Add 
any GROW coaching comments you may have, to drive employee engagement.

Is the store manager and/or pharmacy manager, recognizing team members for doing their best 
, work?ls the store manager and/or pharmacy manager, taking this opportunity to use focused 

recognition to drive the cultural beliefs?ls the store manager and/or pharmacy manager 
encouraging peer to peer recognition?
Ask pharmacy team members if they are given the opportunity to provide feedback to their store

No new hires at 
this time.

Keep lines of 
communication 
open. Keep team 
engaged. Dally 5 
min meetings 
help.
Review goals 
with team 
members during 
5 min meetings

(3) Achieving 
ExpectationsMini 
mai mylars 
missingEffective 
MerchandisingW 
aiting area 
cleanin/out- 
window clutter 
freeVaccination 
area ready
(3) Achieving 
ExpectationsPro 
duct off of 
floorClear path to 
all fire exitsNo 
product in 
prohibited 
areasDPI records 
are put away
(3) Achieving 
ExpectationsPro 
moting
immunizationsAc 
tively calling on 
MTMsPromotIng 
health tests and 
related 
servicesMaking 
adherence calls 
on regular basis 
(3) Achieving 
ExpectationsTea 
m member 
actively working 
with customer or

0.00
0.00

0.00
0.00

Keep 
engagement, 
recognize and 
thank team

Review questions 
with staff for next
survey

Q175 manager and/or pharmacy manager?ls the store manager and/or pharmacy manager creating 
opportunities to ask for focused feedback to drive the cultural beliefs?

Talk to me about any of your new hires or newly promoted team members in pharmacy? (If none 
type n/a).

Q35 How are they doing in their new position? How did you set your expectations with them? Have 
they received all of the training that they need to be successful?lf new-hire or recently promoted 
team member is currently working, have MGR introduce you to them.How are you onboarding 
your new hires?

Ask a few team members

Ask a team member: Did a 5 minute meeting happen today? If so, what did you cover?

Performance Management
Performance management

Talk about your high performers.
What is being done to help develop, make them feel challenged and grow their careers?What are 

Q39 you doing to cross train and develop other team members for future roles?Verify that these are 
the correct processes. If not, use GROW to coach them in the right direction of where they should 
focus.
Talk about your low performers. What type of GROW coaching and development plans have they 
been provlded?What steps have you taken to Improve performance? (e.g., verbal, written or 

040 performance improvement plan).What are the next steps if they fail to improve?Are you using the 
' GROW coaching method for engagement?Verify that these are the correct processes. If not, use

GROW to coach them in the right direction of where they should focus. Document your 
conversation in the comment box below.

Have you documented the challenges with your low performers? Do you have a record of 
discussion on file?Verify that these are the correct processes. If not, coach them in the right 

Q108 direction of where they should focus. If you have started the discipline process, has it been

036 What type of feedback are you hearing? What have you changed or implemented because of 
' them?Verify that the pharmacy team Is participating in all five minute meetings ls a five-minute

meeting taking place everyday? Is the store manager taking this opportunity to use focused 
storytelling to drive the cultural beliefs?

027 Ask a team member: Do you know your goals for the day/week? Note the goals, analyze them 
*03* and then use GROW coaching as necessary.

documented in the Talent Management Portal (TMP)?if the discipline has not been documented, 
please explain why Document your conversation in the comment box below.

Discuss the RXM’s personal development goals with the store manager, unless RXM is available: Keep developing 
Q86 What steps have you made in order to achieve these goals?Are you on track to complete these staff for high

goals?ln which areas are you finding to be more challenging or may need some assistance? performance.
Please Rate the Following on a 1-5 Scale (with 5 being Outstanding)
Theme

Summary
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0.00/0.00 0.00

0.00/0.00 0.00
0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Cultural Beliefs 0.00/0.00 0.00

0.00/0.00 0.00

Q172 What feedback do you have for me around our cultural beliefs? 0.00/0.00 0.00

Overall Visit Notes: 0.00/0.00 0.00
Issues to share with District Team 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00
0.00/0.00 0.00

Confidential
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0.00
0.00

0.00/0.00
0.00/0.00

Dilution if too 
much atone 
time. Explain to 
staff the 
importance.

scriptFriendly/per 
sonable/smile
(3) Achieving 
ExpectationsMos 
t team members 
smile or make 
eye contactMost 
customers are 
welcomed to our 
store, offered 
proactive 
assistance and 
thanked for 
shopping with us

Customer Experience: Providing genuine and friendly service; greeting and welcoming our
Q119 customers/patients; proactively offering assistance to our customers/patients and thanking our 

customers/patients for shopping with us

Pharmacy Manager Core Competencies:
Please comment on each of the core competency areas as appropriate.

Operations/Business LeadershipAnalyzes work-related problems and identifies sustainable 
Q159 solutions in a timely manner. Takes accountability for self and others actions to achieve business 

results.
0160 People LeadershipEncourages an atmosphere of open two-way communication. Shows mutual 
' - respect while promoting and developing a diverse and inclusive team.

Strategic LeadershipAdjusts behavior in response to new Information or changing circumstances. 
Q161 Works effectively in unstructured or dynamic environments. Identifies areas where future change 

initiatives are required.
0165 Customer LeadershipAnticipates and responds to customer needs.Maintains ethical boundaries 
' * and confidentiality in all internal and external customer interactions.

Healthy, Happy, and Creating Value Togetheris fully engaged and inspires engagement in 
Q163 others.Promotes wellness in the workplace.Demonstrates commitment to creating value for the

Company.
Q164 Functional CompetencyEmpowers othersPromotes pharmacy
Cultural Beliefs

0128 Do you have anything to discuss with District Team at the next meeting?Use the comment box 
" -0 below to document.

Q173 Do you have anything to share with the CL? Use the comment box below to document.
Q166 Additional comments:

Give an example of how the store is demonstrating our cultural beliefs. Be One: I know what
Walgreens must deliver and I align my daily action with others to make it happen. Be Real: I am - _ - 301.
open, honest and respectful in my words and actions everyday.Be Bold: I demonstrate courage . ' + •'

Q171 in everything I do to create the future of Walgreens. Build Trust: I listen, seek to understand and 1 Wtk ' 
always assume positive intent. Love Customers: I engage with customers and passionately yLn „ 1 ' 
Innovate to exceed their needs. Own it: I constantly ask, "What else can I do to achieve our alin.
results?" and refuse to blame others. Live It: I help people get, stay and live well.

Summary

everyday.Be
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Store Walk Summary : Pharmacy Supervisor Walk FY13 v2 13640MGR

Participant: Ronda J Lowe, Trasa Hung

Auditor Role : Corporate View Only

Auditor Department: Area

Response Date : Tue 02/05/2013 13:00 Central Standard Time

Questionnaire Comments Points/Total Score(%)

0.0/0.0 0.0

YES 0.00/0.00 0.00

0.00/0.00 0.00

NA 0.00/0.00 0.00

Q96 Pharmacy delight 0.00/0.00 0.00

Q97 0.00/0.00 0.00

Other (Programs Unique to Store)

Specialty 0.00/0.00 0.00

0.00/0.00 0.00

Planning Process

YES 0.00/0.00 0.00

0.00/0.00 0.00

YES 0.00/0.00 0.00

YES 0.00/0.00 0.00

Q137 If yes, please explain which initiatives the store is promoting and how. If no, please explain why. 0.00/0.00 0.00

Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports 0.00/0.00 0.00

90 days 0.00/0.00 0.00

0.00/0.00 0.00

YES 4 Cores, Cultural Beliefs 0.00/0.00 0.00

0.00/0.00 0.00

WAGCASF00600587
CONFIDENTIAL

WAG-MDL-03098.00016

0.00
0.00
0.00

0.00/0.00

0.00/0.00

0.00

0.00

0.00/0.00

0.00/0.00
0.00
0.00

0.00
0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00
0.00

0.00
0.00

0.00/0.00

0.00/0.00

Profit of Rxs, 
chargebacks

0.00/0.00
0,00/0.00

0.00/0.00

Tue 02/05/2013 
13:00 Central 
Standard Time

Other specialty at 
UCSF: Oncology, 
HIV, etc.

GFD Folder, print policy and 
keep in folder

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2 
Question
Operating Statements

Q61 Are there Issues with any of our third party plans?
Pharmacy Operations

Please select 1-2 of the stores biggest areas of opportunityuse GROW to coach to these areas 
with the RXM and/or MGR
Actions to Improve on above area:Ask the manager where is their biggest opportunity?Ask the 
manager what Is their way forward (action plan) to improve this area?Are they currently taking 
action on these areas of opportunities? Verify that these action steps are correct.Discuss with 
RXM (when avallable).Document the action steps in the comment box below.

At Flu Goal, good 
job.
Keep on top of 
sig codes. Print 
weekly for each 
tech

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

Keep developing 
relationships and 
finding more 
opportunities at 
UCSF.

Start planning for 
new site.
Staffing, training, 
retraining current 
staff.

'Sales *Work-flow 'Marketing 'Pharmacy Condition
'Loss Prevention 'Inventory 'Productivity (Pholmometer)

Q145 'Payroll 'Quality 'Customer Service 'Buyout Opportunities
'Generic Vendor Buys *90 Day Efficiency 'MTM 'Third Party Plan Issues
'Competition Transfer Logs * Deletes
'Exception Queue Management Issues

Pharmacy
Pharmacy checklist items

is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per policy.Ensure all pharmacists have access to the state's PDMP website
(state specific).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

DEg Is the store actively promoting company initiatives? Examples of area may include but not limited 
to the following: 'MTM 'PSC cards 'Vaccinations 'Health tests 'Flavoring *90 Day

Actions to improve on above area:Ask the manager where is their biggest opportunlty?Ask the 
manager what Is their way forward (action plan) to Improve this area?Verify that these action 

- steps are correct.Discuss with RXM (when available) Document the action steps in the comment 
box below.

027 Please select 1 area where the store has the largest area of opportunityuse GROW to coach to 
these areas with the RxM and/or Store Manager

How are you progressing with pharmacy workforce planning?Are they appropriately using a 
designated hitter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 

w ' • anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 

using your budgeted hours (over/under)?

Strengths and opportunities:
Key corporate initiatives
0146 Has the MGR and RXM reviewed and taken action on the key corporate initiatives? Explain any 
*42 areas of concern in the comment box.

Team Member Engagement
Confidential

Has the store manager analyzed and reviewed their most recent operating statement with the 
‘ " RXM? When available, ask the RXM what they learned from the operating statement?

List the highest opportunity and ask the manager what is their way forward (action plan) to 
improve this area?Ask the manager, where do they see their biggest opportunlty?Verify that these 

Q63 action steps are correct.lf not, use GROW to coach them in the right direction of where they 
should focus.Discuss with RXM (when avallable).Document the action steps in the comment box 
below.

6163 If this area was discussed in previous walks, are they following through on the way forward 
' (action plan) they committed to?- Document your conversation in the comment box below.

IMPROVE Scorecard

246 Review the store manager's daily task list and verify that they are including pharmacy items on 
w1o- the list.

Summary
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Team member engagement 0.00/0.00 0.00

Q34 0.00/0.00 0.00

Q174 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

NO 0.00/0.00 0.00

0.00/0.00 0.00

Q115 Pharmacy waiting area condition 0.00/0.00 0.00

Q116 Pharmacy condition 0.00/0.00 0.00

Q117 Building Rx sales 0.00/0.00 0.00

Confidential
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none at this time, 
but start to hire 
for new site.

Need to hold 
daily 5 mln 
meetings with 
entire staff

0.00/0.00

0.00/0.00
0.00
0.00

New survey in 
April, Review 
questions with 
staff so that they 
understand.

0.00/0.00
0.00/0.00

Talk to various team members throughout the store about the My Walgreens/My Voice Survey: 
Have you received feedback on your my Walgreens/My Voice survey? Have you participated in 
creating an effective way forward (action plan)? Please note the action steps are an on-going 
process and can be updated in TMP at any time.Are you making progress on the goals you set? 
Is the store using the engagement flip chart monthly? (Including the team GROW sesslon)Add 
any GROW coaching comments you may have, to drive employee engagement.

Is the store manager and/or pharmacy manager, recognizing team members for doing their best 
work?ls the store manager and/or pharmacy manager, taking this opportunity to use focused 
recognition to drive the cultural beliefs?ls the store manager and/or pharmacy manager 
encouraging peer to peer recognition?
Ask pharmacy team members if they are given the opportunity to provide feedback to their store

Make an action 
for each team 
member

Keep the lines of 
communication 
open

Continue with 
praise of your 
team.

Review goals 
during 5 min 
meetins so all 
team members 
know the goals.

(3) Achieving 
ExpectationsMini 
mal mylars 
missingEffective 
MerchandisingW 
aiting area 
cleanin/out- 
window clutter 
freeVaccinatlon 
area ready
(3) Achieving 
ExpectationsPro
duct off of 
floorClear path to 
all fire exitsNo 
product in 
prohibited 
areasDPI records 
are put away
(3) Achieving 
ExpectationsPro 
moting
ImmunlzationsAc 
tively calling on 
MTMsPromoting 
health tests and 
related 
servicesMaking 
adherence calls 
on regular basis
(3) Achieving
ExpectationsTea 
m member

0.00
0.00

Q35 How are they doing in their new position? How did you set your expectations with them? Have 
they received all of the training that they need to be successful?lf new-hire or recently promoted 
team member Is currently working, have MGR introduce you to them.How are you onboarding 
your new hires?

Ask a few team members

Ask a team member: Did a 5 minute meeting happen today? If so, what did you cover?

Q175 manager and/or pharmacy manager?ls the store manager and/or pharmacy manager creating 
opportunities to ask for focused feedback to drive the cultural beliefs?

Talk to me about any of your new hires or newly promoted team members in pharmacy? (If none 
type n/a).

036 What type of feedback are you hearing? What have you changed or implemented because of 
" ' ‘ them?Verify that the pharmacy team Is participating in all five minute meetings.ls a five-minute

meeting taking place everyday? is the store manager taking this opportunity to use focused 
storytelling to drive the cultural beliefs?

Ask a team member: Do you know your goals for the day/week? Note the goals, analyze them 
‘ -' and then use GROW coaching as necessary.

Talk about your low performers. What type of GROW coaching and development plans have they 
been provided?What steps have you taken to Improve performance? (e.g., verbal, written or 

• 40 performance improvement plan).What are the next steps if they fail to lmprove?Are you using the 
' GROW coaching method for engagement?Verify that these are the correct processes. If not, use

GROW to coach them in the right direction of where they should focus. Document your 
conversation in the comment box below.

Have you documented the challenges with your low performers? Do you have a record of 
discussion on file?Verify that these are the correct processes. If not, coach them in the right 

Q108 direction of where they should focus. If you have started the discipline process, has it been

Performance Management
Performance management

Talk about your high performers.
What Is being done to help develop, make them feel challenged and grow their careers?What are Make an action 

Q39 you doing to cross train and develop other team members for future roles?Verify that these are for each team 
the correct processes. If not, use GROW to coach them in the right direction of where they should member 
focus.

documented In the Talent Management Portal (TMP)?lf the discipline has not been documented, 
please explain why.Document your conversation in the comment box below.

Discuss the RXM's personal development goals with the store manager, unless RXM Is available: Engagement and 
Q86 What steps have you made in order to achieve these goals?Are you on track to complete these development of

goals?ln which areas are you finding to be more challenging or may need some assistance? team members
Please Rate the Following on a 1-5 Scale (with 5 being Outstanding)
Theme

Summary
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Q118 Team Member Engagement 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Q172 What feedback do you have for me around our cultural beliefs? 0.00/0.00 0.00

0.00/0.00 0.00

Confidential
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0.00/0.00
0.00/0.00

0.00
0.00

1 0.00
1 0.00

0.00
1 0.00
| 0.00

| 0.00/0.00

| 0.00/0.00

Review with staff 
and let's all get 
behind our 
cultural beliefs

| 0.00/0.00
I 0.00/0.00

actively working 
with customer or 
scriptFriendly/per 
sonable/smile
(3) Achieving 
ExpectationsMos 
t team members 
smile or make 
eye contactMost 
customers are 
welcomed to our 
store, offered 
proactive 
assistance and 
thanked for 
shopping with us

Customer Experience: Providing genuine and friendly service; greeting and welcoming our 
Q119 customers/patients; proactively offering assistance to our customers/patients and thanking our 

customers/patients for shopping with us

I 0.00
I 0.00

Overall Visit Notes:
Issues to share with District Team
0190 Do you have anything to discuss with District Team at the next meeting?Use the comment box 
* 60 below to document.

Q173 Do you have anything to share with the CL? Use the comment box below to document.
Q166 Additional comments:

0.00/0.00
| 0.00/0.00
I 0.00/0.00

Pharmacy Manager Core Competencies:
Please comment on each of the core competency areas as appropriate.

Operations/Business LeadershlpAnalyzes work-related problems and identifies sustainable 
Q159 solutions in a timely manner. Takes accountability for self and others actions to achieve business 

results.
0160 People LeadershlpEncourages an atmosphere of open two-way communication. Shows mutual 
1 - respect while promoting and developing a diverse and inclusive team.

Strategic LeadershipAdjusts behavior in response to new information or changing circumstances. 
Q161 Works effectively In unstructured or dynamic environments. Identifies areas where future change 

initiatives are required.
6169 Customer LeadershipAnticipates and responds to customer needs.Maintains ethical boundaries 

and confidentiality in all internal and external customer interactions.
Healthy, Happy, and Creating Value Togetheris fully engaged and inspires engagement in 

Q163 others.Promotes wellness in the workplace.Demonstrates commitment to creating value for the
Company.

Q164 Functional CompetencyEmpowers othersPromotes pharmacy
Cultural Beliefs
Cultural Beliefs

Give an example of how the store Is demonstrating our cultural beliefs. Be One: I know what 
Walgreens must deliver and I align my dally action with others to make it happen. Be Real: I am 
open, honest and respectful in my words and actions everyday.Be Bold: I demonstrate courage 

Q171 in everything I do to create the future of Walgreens. Build Trust: I listen, seek to understand and Own It 
always assume positive intent. Love Customers: I engage with customers and passionately 
Innovate to exceed their needs. Own it: I constantly ask, "What else can I do to achieve our 
results?" and refuse to blame others. Live It: I help people get, stay and live well.

Summary

everyday.Be
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Store Walk Summary : Pharmacy Supervisor Walk FY13 v2 04231 - Jan Louie Gavieres,MGR

Participant: Ronda J Lowe, Mr Stewart, Lynda

Auditor Role : Corporate View Only

Auditor Department: Area

Response Date : Wed 02/06/2013 09:00 Central Standard Time

Questionnaire Comments Points/Total Score(%)

0.0/0.0 0.0

YES 0.00/0.00 0.00

improve this area?Ask the manager, where do they see their biggest opportunity?Verify that these DOS, inventory
0.00/0.00 0.00

YES 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Other (Programs Unique to Store)

Other 0.00/0.00 0.00

MTM 0.00/0.00 0.00

YES 0.00/0.00 0.00

0.00/0.00 0.00

YES 0.00/0.00 0.00

YES 0.00/0.00 0.00

Q137 If yes, please explain which initiatives the store Is promoting and how. If no, please explain why. 0.00/0.00 0.00

Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports 0.00/0.00 0.00

Q61 Are there Issues with any of our third party plans? 0.00/0.00 0.00

Pharmacy Operations
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10.00/0.00
1 0.00/0.00

| 0.00
I 0.00

0.00
0.00

| 0.00/0.00
I 0.00/0.00

I 0.00
I 0.00

Wed 02/06/2013
09:00 Central 
Standard Time

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2 
Question
Operating Statements

I 0.00/0.00
| 0.00/0.00

GFD Folder has policy 
inside.

EXA Lazo will spend time 
daily with RxM for 5 mins for 
his development and 
participate in dally 5 mins 
meetings

NTT reached
MTM

One tech 
transfering to the 
east bay. Will 
start look to hire 
a new tech, 
meanwhile will 
borrow techs 
from other stores 
and use interns. 
Designated hitter 
in process and 
training.

Balanced 
Rewards and 
Flavoring. 
Remember to 
ask for Email 
address
Focus on 
decreasing sig 
codes/ drug 
codes. Currently 
at 6%/2%
Medicare Test 
Strips rejections

Average 90-day 
adjusted scripts, 
Pharmacy delight
Rx Delight: will 
get out window 
cashier/tech to 
ask patients to 
take the survey.

Actions to Improve on above area:Ask the manager where Is their biggest opportunlty?Ask the 
manager what is their way forward (action plan) to Improve this area?Are they currently taking 

" action on these areas of opportunities? Verify that these action steps are correct.Discuss with
RXM (when avallable).Document the action steps in the comment box below.

Review the store manager's dally task list and verify that they are including pharmacy items on 
w1o9 the list.

I 0.00

I 0.00

Please select 1-2 of the stores biggest areas of opportunityUse GROW to coach to these areas 
— with the RXM and/or MGR

| 0.00/0.00

| 0.00/0.00

I 0.00
I 0.00

Pharmacy
Pharmacy checklist items

Is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per policy.Ensure all pharmacists have access to the state's PDMP website
(state specific).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

Is the store actively promoting company initiatives? Examples of area may Include but not limited 
-0 to the following: 'MTM *PSC cards 'Vaccinations 'Health tests 'Flavoring *90 Day

027 Please select 1 area where the store has the largest area of opportunityUse GROW to coach to 
these areas with the RxM and/or Store Manager
Actions to Improve on above area:Ask the manager where Is their biggest opportunlty?Ask the 

046 manager what is their way forward (action plan) to improve this area?Verify that these action 
*" " steps are correct Discuss with RXM (when available) Document the action steps in the comment 

box below.
Planning Process

How are you progressing with pharmacy workforce planning?Are they appropriately using a 
0170 designated hitter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 

anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 
using your budgeted hours (over/under)?

| 0.00

Q63 action steps are correct.lf not, use GROW to coach them in the right direction of where they 
should focus.Discuss with RXM (when avallable).Document the action steps in the comment box 
below.

6163 If this area was discussed in previous walks, are they following through on the way forward 
' (action plan) they committed to?- Document your conversation in the comment box below.

IMPROVE Scorecard

Has the store manager analyzed and reviewed their most recent operating statement with the 
‘ " RXM? When available, ask the RXM what they learned from the operating statement?

List the highest opportunity and ask the manager what is their way forward (action plan) to

| 0.00/0.00

| 0.00/0.00

10.00/0.00

0.00/0.00

Summary
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0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

YES 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00No new hires.

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Talk about your low performers. What type of GROW coaching and development plans have they RxM has set plan

0.00/0.00 0.00

NO 0.00/0.00 0.00

0.00/0.00 0.00
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Performance Management
Performance management

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

Please Rate the Following on a 1-5 Scale (with 5 being Outstanding)
Theme

The pharmacy Is 
doing weekly 
meetings, will 
convert to daily 5 
min meetings.

Yes, tech Claudia 
knew her sig 
codes goal.

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

RxM has set plan 
for techs, but has 
not reduced in 
writing. Will have 
it done next 
month.

Talk to me about any of your new hires or newly promoted team members In pharmacy? (if none 
type n/a).

for techs, but has 
not reduced in 
writing. Will have 
it done next 
month.

0.00

Gave areas of 
responsibility for 
each team 
member to take 
ownership, which 
is helping engage 
the team. The 
techs help each 
other when 
needed, thus 
building 
teamwork.
Recognize and 
give shouts to 
top performing 
KPI techs.
Suggestion for a 
box for 
employees to 
give feedback. 
Suggestion to 
open up the floor 
for feddback 
during 5 mlns 
meetings. Be 
approachable as 
managers to your 
team members.

0.00
0.00

0.00
0.00

Talk about your high performers.
What is being done to help develop, make them feel challenged and grow their careers?What are 

Q39 you doing to cross train and develop other team members for future roles?Verify that these are 
the correct processes. if not, use GROW to coach them in the right direction of where they should 
focus.

MTM needs to be 
completed. New 
Goal is 2 
CMRs/RPH/mont 
h.

Q35 How are they doing in their new position? How did you set your expectations with them? Have 
they received all of the training that they need to be successful?If new-hire or recently promoted 
team member Is currently working, have MGR introduce you to them.How are you onboarding 
your new hires?

Ask a few team members

Ask a team member: Did a 5 minute meeting happen today? If so, what did you cover?

Ask pharmacy team members if they are given the opportunity to provide feedback to their store 
Q175 manager and/or pharmacy manager?ls the store manager and/or pharmacy manager creating 

opportunities to ask for focused feedback to drive the cultural beliefs?

"Sales "Work-flow "Marketing "Pharmacy Condition
"Loss Prevention "Inventory "Productivity (Pholmometer)

Q145 "Payroll "Quality "Customer Service "Buyout Opportunities
"Generic Vendor Buys *90 Day Efficiency "MTM "Third Party Plan Issues
"Competition "Transfer Logs * Deletes
"Exception Queue Management Issues

Is the store manager and/or pharmacy manager, recognizing team members for doing their best 
0174 work?ls the store manager and/or pharmacy manager, taking this opportunity to use focused 

recognition to drive the cultural bellefs?ls the store manager and/or pharmacy manager 
encouraging peer to peer recognition?

been provided?What steps have you taken to Improve performance? (e.g., verbal, written or 
040 performance improvement plan).What are the next steps if they fail to improve?Are you using the 

" ' GROW coaching method for engagement?Verlfy that these are the correct processes. If not, use
GROW to coach them in the right direction of where they should focus. Document your 
conversation in the comment box below.

Have you documented the challenges with your low performers? Do you have a record of 
discussion on file?Verify that these are the correct processes. If not, coach them in the right 

Q108 direction of where they should focus. If you have started the discipline process, has it been 
documented in the Talent Management Portal (TMP)?If the discipline has not been documented, 
please explain why Document your conversation in the comment box below.

627 Ask a team member: Do you know your goals for the day/week? Note the goals, analyze them 
*0* and then use GROW coaching as necessary.

036 What type of feedback are you hearing? What have you changed or implemented because of 
*0 " them?Verify that the pharmacy team Is participating in all five minute meetlngs.ls a five-minute

meeting taking place everyday? Is the store manager taking this opportunity to use focused 
storytelling to drive the cultural beliefs?

Strengths and opportunities:
Key corporate initiatives
0146 Has the MGR and RXM reviewed and taken action on the key corporate initiatives? Explain any 
* areas of concern in the comment box.

Team Member Engagement
Team member engagement

Talk to various team members throughout the store about the My Walgreens/My Voice Survey: 
Have you received feedback on your my Walgreens/My Voice survey? Have you participated in 

034 creating an effective way forward (action plan)? Please note the action steps are an on-going 
' ‘ ' process and can be updated in TMP at any time.Are you making progress on the goals you set?

Is the store using the engagement flip chart monthly? (Including the team GROW sesslon)Add 
any GROW coaching comments you may have, to drive employee engagement.

4 cores and cultural beliefs 0.00/0.00

Be more 
Discuss the RXM's personal development goals with the store manager, unless RXM Is available: approachable 

Q86 What steps have you made in order to achieve these goals?Are you on track to complete these and get more
goals?ln which areas are you finding to be more challenging or may need some assistance? feedback from

staff members.

Summary
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Q115 Pharmacy waiting area condition 0.00/0.00 0.00

Q116 Pharmacy condition 0.00/0.00 0.00
(4)

Q117 Building Rx sales 0.00/0.00 0.00

Q118 Team Member Engagement 0.00/0.00 0.00
(4)

0.00/0.00 0.00

0.00
0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Cultural Beliefs 0.00

0.00/0.00 0.00

Q172 What feedback do you have for me around our cultural beliefs? 0.00/0.00 0.00

0.00/0.00 0.00

none
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0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

Pharmacy Manager Core Competencies:

Please comment on each of the core competency areas as appropriate.

0.00
000

0.00/0.00
0.00/0.00

0.00/0.00
0,00/0.00

0.00/0.00

0.00
0.00

0.00
0.00

(3) Achieving 
ExpectationsMos 
t team members 
smile or make 
eye contactMost 
customers are 
welcomed to our 
store, offered 
proactive 
assistance and 
thanked for 
shopping with us

(3) Achieving
ExpectationsMini 
mal mylars 
missingEffective 
MerchandisingW 
siting area 
cleanin/out- 
window clutter 
freeVaccination 
area ready

(3) Achieving 
ExpectationsPro 
moting
immunizationsAc 
tively calling on 
MTMsPromoting 
health tests and 
related 
servicesMaking 
adherence calls 
on regular basis

Techs are 
engaged and 
almost have the 
beliefs 
memorized.
Gave bracelet to 
Claudia.

Reviewed 
competencies 
with RxM. RxM 
will continue to 
review monthly 
and make 
improvements in 
her performance. 
Working on being 
more 
approachable to 
team members.

Customer Experience: Providing genuine and friendly service; greeting and welcoming our 
Q119 customers/patients; proactively offering assistance to our customers/patients and thanking our 

customers/patients for shopping with us

Operations/Business LeadershipAnalyzes work-related problems and identifies sustainable 
Q159 solutions in a timely manner. Takes accountability for self and others actions to achieve business 

results.

Strategic LeadershipAdjusts behavior in response to new information or changing circumstances. 
Q161 Works effectively in unstructured or dynamic environments. identifies areas where future change 

Initiatives are required.
0162 Customer LeadershipAnticipates and responds to customer needs.Maintains ethical boundaries 
' and confidentiality in all internal and external customer interactions.

Healthy, Happy, and Creating Value Togetheris fully engaged and inspires engagement in 
Q163 others.Promotes wellness in the workplace.Demonstrates commitment to creating value for the 

Company.
Q164 Functional CompetencyEmpowers othersPromotes pharmacy
Cultural Beliefs

Overall Visit Notes:
Issues to share with District Team
612g Do you have anything to discuss with District Team at the next meeting?Use the comment box 

4 below to document.

Q173 Do you have anything to share with the CL? Use the comment box below to document.
Q166 Additional comments:

0160 People LeadershipEncourages an atmosphere of open two-way communication. Shows mutual 
* " respect while promoting and developing a diverse and Inclusive team.

Give an example of how the store is demonstrating our cultural beliefs. Be One: I know what - .
Walgreens must deliver and I align my daily action with others to make it happen. Be Real: I am pAyeE e 0 
open, honest and respectful in my words and actions everyday.Be Bold: I demonstrate courage ‘ ".e " 

Q171 in everything I do to create the future of Walgreens. Build Trust: I listen, seek to understand and 2, . ....
always assume positive intent. Love Customers: I engage with customers and passionately . "I, 2 "
innovate to exceed their needs. Own it: I constantly ask, "What else can I do to achieve our or# 
results?" and refuse to blame others. Live It: I help people get, stay and live well. men "

Summary

everyday.Be
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Store Walk Summary : Pharmacy Supervisor Walk FY13 v2 05599 - Hleu-Ngoc Huynh,MGR

Participant: JACK SHAWN HOUGHTALINGGEORGE KERN

Auditor Role : Floater Pharmacist, Pharmacist

Auditor Department: Area

Response Date : Wed 02/06/2013 04:00 Central Standard Time

Questionnaire Comments Points/Total Score(%)

0.0/0.0 0.0

NO 0.00/0.00 0.00

0.00/0.00 0.00

NA 0.00/0.00 0.00

Q96 0.00/0.00 0.00

0.00/0.00 0.00

Other (Programs Unique to Store)

Other 0.00/0.00 0.00
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10.00/0.00

| 0.00/0.00

| 0.00
| 0.00

0.00/0.00

0.00/0.00

10.00/0.00
| 0.00/0.00

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2 
Question
Operating Statements

Wed 02/06/2013 
04:00 Central 
Standard Time

Average 90-day 
adjusted scripts 
90 day -All 
pharmacy staff 
should know 90 
day goal -Ask for 
90 days when 
phone in 
prescriptions -List 
of 90 day plans 
at verification 
(new law allows 
conversion to 90 
days).
Pharmacist to 
facilitate 
switching at that 
time when 
appropriate

Will discuss. Mgr on 
vacation.

MTM -Work with 
interns to come 
up with game 
plan to Increase 
efficiency -Get 
technicians 
trained to feel 
comfortable with 
billing -

Please select 1-2 of the stores biggest areas of opportunityUse GROW to coach to these areas 
with the RXM and/or MGR

Script count/ESI - 
DallyMed - 
Explore options 
for Chinese 
center (know 
employees) -MD 
office visits -Self 
Service -Come 
up with verbage 
for self service to 
say to customers 
-Designated 
employee to walk 
around store 
weekly to speak 
to customers 
about pharmacy 
services 90 day - 
All pharmacy 
staff should know 
90 day goal -Ask 
for 90 days when 
phone in 
prescriptions -List 
of 90 day plans 
at verification 
(new law allows 
conversion to 90 
days).
Pharmacist to 
facilitate 
switching at that 
time when 
appropriate

List the highest opportunity and ask the manager what Is their way forward (action plan) to 
improve this area?Ask the manager, where do they see their biggest opportunity?Verify that these 

Q63 action steps are correct.lf not, use GROW to coach them in the right direction of where they 
should focus.Discuss with RXM (when avallable).Document the action steps in the comment box 
below.

027 Please select 1 area where the store has the largest area of opportunityUse GROW to coach to 
' " these areas with the RxM and/or Store Manager

1 0.00

I 0.00

Actions to Improve on above area:Ask the manager where Is their biggest opportunlty?Ask the 
manager what is their way forward (action plan) to Improve this area?Are they currently taking 

‘ action on these areas of opportunities? Verify that these action steps are correct Discuss with
RXM (when avallable).Document the action steps In the comment box below.

| 0.00

1 0.00

Has the store manager analyzed and reviewed their most recent operating statement with the 
‘ " RXM? When available, ask the RXM what they learned from the operating statement?

0188 If this area was discussed in previous walks, are they following through on the way forward 
* 30 (action plan) they committed to?- Document your conversation in the comment box below.

IMPROVE Scorecard

Summary



Summary

0.00/0.00 0.00

Planning Process

0.00YES

0.00/0.00 0.00

0.00/0.00 0.00

0.00YES

0.00/0.00 0.00Q13/ If yes, please explain which Initiatives the store is promoting and how. If no, please explain why.

0.00/0.00 0.00Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports

0.00/0.00 0.00Q61 Are there Issues with any of our third party plans?

Pharmacy Operations
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0.00
0.00

I 0.00/0.00
| 0.00/0.00

0.00/0.00
0.00/0.00

Reminded about Refuse 
folder. All pharmacy staff is 
familiar and following policy.

0.00/0.00
0.00/0.00

0.00

Not consistent. Needs to 
have 3 items dally for 
pharmacy to complete.
Please rank Importance and 0.00/0.00 
assign. Work with RxM to 
identify common tasks to be 
completed on the list.

Vaccinations 
armbassador 
program
Store is 
accurately 
reporting any 
quality Issues 
Peer review has 
quality initiatives 
in it Every 
pharmacy 
employee as well 
as store manager 
needs to review 
on a monthly 
basis
No outstanding 
Issues; however 
preferred 
Medicare Part D 
with CVS are still 
being brought to 
our attention

0.00
0.00

-Multiple 
designated 
hitters -Have 
done a good job 
at cross training - 
Plan is to have 
high performing 
designated 
hitters work in 
pharmacy 
approximately 30 
minutes every 2 
weeks during 
non busy times 
to Increase the 
level of 
performance - 
Hire new self 
service 
employee. Make 
sure they are 
shown how to do 
the Well 
Experience and 
Is familiar with 
pharmacy 
operations and 
offerings

How are you progressing with pharmacy workforce plannlng?Are they appropriately using a 
designated hltter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 

‘ '" anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 
using your budgeted hours (over/under)?

Review the store manager's daily task list and verify that they are Including pharmacy items on 
—103 the list.

0FR Is the store actively promoting company initiatives? Examples of area may include but not limited 
to the following: *MTM *PSC cards "Vaccinations "Health tests "Flavoring "90 Day

Pharmacy
Pharmacy checklist items

Is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per policy.Ensure all pharmacists have access to the state's PDMP website YES 
(state specific).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

OutcomesMTM 
changing - CVS 

Actions to Improve on above area:Ask the manager where Is their biggest opportunlty?Ask the will be able to
manager what Is their way forward (action plan) to Improve this area?Verify that these action see our patients.

02 steps are correct.Discuss with RXM (when available) Document the action steps in the comment Very Important to 
box below. keep our patients

- 96% patients 
more likely to 
stay with 
Walgreens if 
MTM is 
conducted GOAL 
-Get comfortable 
with MTM to be 
able to do 
efficiently at the 
pharmacy

Not focusing on all. Please
make sure we are 0 00/0 00
advertising appropriately
with in-store signage.

2 of 4
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Q145 'Payroll 'Quality 'Customer Service 'Buyout Opportunities 0.00/0.00 0.00

0.00

YES 0.00

0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

No new hires 0.00/0.00 0.00

0.00/0.00 0.00

Ask a team member: Did a 5 minute meeting happen today? If so, what did you cover?

0.00/0.00 0.00

0.00/0.00 0.00

Talk about your high performers.

0.00/0.00 0.00

focus.

0.00/0.00 0.00
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Team Member Engagement
Team member engagement

0.00/0.00

0.00/0.00

New program 
waiting for road 
show to occur

tasks. Now doing 
scheduling for 
department.

0.00
0.00

New program 
waiting for road 
show to occur

Performance Management
Performance management

0.00/0.00
0.00/0.00

'Generic Vendor Buys '90 Day Efficiency 'MTM 'Third Party Plan Issues 
'Competition Transfer Logs * Deletes
'Exception Queue Management Issues

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

"Sales 'Work-flow 'Marketing 'Pharmacy Condition 
'Loss Prevention 'Inventory 'Productivity (Pholmometer)

-There Is regular 
communication 
with high

-Customer 
service 100% for 
last month in 
pharmacy

Q35 How are they doing in their new position? How did you set your expectations with them? Have 
they received all of the training that they need to be successful?lf new-hire or recently promoted 
team member Is currently working, have MGR introduce you to them.How are you onboarding 
your new hires?

Ask a few team members

Yes. Try to pull a 
pharmacy 
member to join 5 
mln meeting if 
possible; 
however they do 
not have a 
separate 
pharmacy 5 min 
meeting.
They do not yet 
know their goals. 
Action plan: 
Make sure team 
members know 
goals - 
specifically 90 
day and Balance 
Rewards for 
pharmacy staff

Although they are 
aware of 
engagement, 
they are not 
familiar with what 
My 
Walgreens/My 
Voice Survey is. 
Manager will start 
to review at 5 min 
meetings to 
increase 
awareness.

Strengths and opportunities: 
Key corporate initiatives

is the store manager and/or pharmacy manager, recognizing team members for doing their best 
0174 work?ls the store manager and/or pharmacy manager, taking this opportunity to use focused 

' ' recognition to drive the cultural beliefs?ls the store manager and/or pharmacy manager 
encouraging peer to peer recognition?
Ask pharmacy team members if they are given the opportunity to provide feedback to their store 

Q175 manager and/or pharmacy manager?ls the store manager and/or pharmacy manager creating 
opportunities to ask for focused feedback to drive the cultural beliefs?

Talk to me about any of your new hires or newly promoted team members in pharmacy? (If none 
type n/a).

037 Ask a team member: Do you know your goals for the day/week? Note the goals, analyze them 
and then use GROW coaching as necessary.

,C Has the MGR and RXM reviewed and taken action on the key corporate initiatives? Explain any 
' * areas of concern in the comment box.

Talk to various team members throughout the store about the My Walgreens/My Voice Survey: 
Have you received feedback on your my Walgreens/My Voice survey? Have you participated in 
creating an effective way forward (action plan)? Please note the action steps are an on-going 

T process and can be updated in TMP at any time.Are you making progress on the goals you set?
Is the store using the engagement flip chart monthly? (Including the team GROW sesslon)Add 
any GROW coaching comments you may have, to drive employee engagement.

036 What type of feedback are you hearing? What have you changed or implemented because of 
‘ - them?Verify that the pharmacy team is participating in all five minute meetings.ls a five-minute

meeting taking place everyday? Is the store manager taking this opportunity to use focused 
storytelling to drive the cultural beliefs?

Talk about your low performers. What type of GROW coaching and development plans have they
been provlded?What steps have you taken to improve performance? (e.g., verbal, written or Continue to

340 performance improvement plan).What are the next steps if they fall to lmprove?Are you using the engage in 
1 GROW coaching method for engagement?Verify that these are the correct processes. If not, use GROW, working

GROW to coach them in the right direction of where they should focus. Document your with RxM
conversation in the comment box below.

Confidential

What is being done to help develop, make them feel challenged and grow their careers?What are performer - 
Q39 you doing to cross train and develop other team members for future roles?Verify that these are Offered more 

the correct processes. If not, use GROW to coach them in the right direction of where they should opportunities and

1 0.00/0.00

Will continue to advertise in­
store for MTM and Medicare 
PartD Need to focus on 
Balance Rewards % of 
transaction In pharmacy.
Currently at 55%. Please go 0.00/0.00 
over with all pharmacy staff 
that we are required to ask 
for Balance Rewards every 
time and remember to scan 
it.

Summary
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Currently in GROW stage 0.00/0.00 0.00

0.00/0.00 0.00

Q115 Pharmacy waiting area condition 0.00/0.00 0.00
(2)

Q116 Pharmacy condition 0.00/0.00 0.00
(2)

Q117 Building Rx sales 0.00/0.00 0.00
(2)

Q118 Team Member Engagement 0.00/0.00 0.00
(2)

Not consistent 0.00/0.00 0.00(2)

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Q172 What feedback do you have for me around our cultural beliefs? 0.00/0.00 0.00

0.00

0.00/0.00 0.00

Confidential

WAGCASF00600691
CONFIDENTIAL

WAG-MDL-03098.00025

0.00/0.00
0.00/0.00

0.00
0.00

0.00

0.00

0.00/0.00
0.00/0.00

0.00/0.00

0.00/0.00

Please Rate the Following on a 1-5 Scale (with 5 being Outstanding) 

Theme

0.00/0.00
0.00/0.00

0.00/0.00
0.00/0.00
0.00/0.00

0.00
0.00

Notice of Patient Privacy 
signage is old and yellow. 
Please replace. Please 
remove all taped up 
signage. Should display 
professionally in pharmacy. 
Major dust bunnies should 
be cleaned.
Limited space, however 
need to reorganize (I.e. 
returns, minimize clutter on 
floor)
Currently not actively calling 
MTMs, promoting health 
tests, or completing 
adherence calls. Are actively 
promoting immunizations.
Rph - good, pleasant 
demeanor with patients. 
Although most pharmacy 
staff are pleasant, need to 
take to the next level.

New program. In 
progress

Development 
goals have been 
reviewed.
Suggested 
review 
development 
goals on a 
monthly basis at 
same time as 
operating 
statement and 
should log in to 
TMP, and update 
progress to these 
goals

Discuss the RXM’s personal development goals with the store manager, unless RXM Is available: 
Q86 What steps have you made in order to achieve these goals?Are you on track to complete these 

goals?ln which areas are you finding to be more challenging or may need some assistance?

Customer Experience: Providing genuine and friendly service; greeting and welcoming our
Q119 customers/patients; proactively offering assistance to our customers/patients and thanking our 

customers/patients for shopping with us

0.00
0.00
0.00

Overall Visit Notes:
Issues to share with District Team
0198 Do you have anything to discuss with District Team at the next meeting?Use the comment box 

- below to document.
Q1 73 Do you have anything to share with the CL? Use the comment box below to document.
Q166 Additional comments:

Pharmacy Manager Core Competencies:
Please comment on each of the core competency areas as appropriate.

Operations/Business LeadershlpAnalyzes work-related problems and identifies sustainable 
Q159 solutions in a timely manner. Takes accountability for self and others actions to achieve business 

results.
0160 People LeadershipEncourages an atmosphere of open two-way communication. Shows mutual 

' respect while promoting and developing a diverse and Inclusive team.
Strategic LeadershipAdjusts behavior in response to new information or changing circumstances.

Q161 Works effectively in unstructured or dynamic environments. Identifies areas where future change
Initiatives are required.

0169 Customer LeadershlpAntldpates and responds to customer needs.Maintains ethical boundaries 
' " and confidentiality in all internal and external customer interactions.

Healthy, Happy, and Creating Value Togetheris fully engaged and inspires engagement in 
Q163 others.Promotes wellness in the workplace.Demonstrates commitment to creating value for the 

Company.
Q164 Functional CompetencyEmpowers othersPromotes pharmacy
Cultural Beliefs
Cultural Beliefs

Give an example of how the store Is demonstrating our cultural beliefs. Be One: I know what 
Walgreens must deliver and I align my daily action with others to make it happen. Be Real: I am 
open, honest and respectful in my words and actions everyday.Be Bold: I demonstrate courage .. prcaram in 

Q171 In everything I do to create the future of Walgreens. Build Trust: I listen, seek to understand and AXPa ' " 
always assume positive intent. Love Customers: I engage with customers and passionately Po 

Innovate to exceed their needs. Own it: I constantly ask, "What else can I do to achieve our 
results?" and refuse to blame others. Live It: i help people get, stay and live well.

Have you documented the challenges with your low performers? Do you have a record of 
discussion on file?Verify that these are the correct processes. If not, coach them in the right 

Q108 direction of where they should focus, if you have started the discipline process, has it been NO 
documented in the Talent Management Portal (TMP)?lf the discipline has not been documented, 
please explain why.Document your conversation in the comment box below.

Summary

everyday.Be
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Store Walk Summary : Pharmacy Supervisor Walk FY13 v2 13667- Mao,MGR

Participant: Ronda J Lowe, Mr Lee, Rimma

Auditor Role : Corporate View Only

Auditor Department: Area

Response Date : Thu 02/07/2013 09:00 Central Standard Time

Questionnaire Comments Points/Total Score(%)

0.0/0.0 0.0

YES 0.00/0.00 0.00

Improve this area?Ask the manager, where do they see their biggest opportunity?Verify that these Rx DOS, 340 B
0.00/0.00 0.00

NA 0.00/0.00 0.00

Q96 Pharmacy delight 0.00/0.00 0.00

Q97 0.00/0.00 0.00

Other (Programs Unique to Store)

Not Applicable 0.00/0.00 0.00

0.00/0.00 0.00

Planning Process

Q169 YES 0.00/0.00 0.00

Q170 0.00/0.00 0.00

YES GFD Folder 0.00/0.00 0.00

YES 0.00/0.00 0.00

Q137 If yes, please explain which initiatives the store is promoting and how. If no, please explain why. 0.00/0.00 0.00

Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

YES 0.00

Confidential

WAGCASF00600723
CONFIDENTIAL

WAG-MDL-03098.00026

10.00/0.00

| 0.00/0.00

0.00
I 0.00
| 0.00

| 0.00
I 0.00

| 0.00
| 0.00

0.00/0.00
0,00/0.00

0.00/0.00

| 0.00
| 0.00

0.00
0.00

Transfer Out 
from buyout

| 0.00/0.00

| 0.00/0.00

| 0.00/0.00
I 0.00/0.00

Thu 02/07/2013 
09:00 Central 
Standard Time

| 0.00/0.00
| 0.00/0.00

Focusing on Rx 
Delight. Dec and 
Jan was difficult 
due to buyout

No new hires or 
turnover

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2 
Question
Operating Statements

inventory issues 
continue

Balance 
Rewards with 
Email 
registrations 
Focus on Sig 
Codes and Drug 
Codes
None

New Corporate 
Goal: 2 
CMRs/RPH/mont 
h Let's get all 
RPH to complete 
MTMs

Review the store manager's daily task list and verify that they are including pharmacy Items on 
the list.
How are you progressing with pharmacy workforce planning?Are they appropriately using a 
designated hltter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 
anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 
using your budgeted hours (overlunder)?

Q61 Are there Issues with any of our third party plans?
Pharmacy Operations

Please select 1-2 of the stores biggest areas of opportunityuse GROW to coach to these areas 
with the RXM and/or MGR
Actions to Improve on above area:Ask the manager where is their biggest opportunity?Ask the 
manager what Is their way forward (action plan) to improve this area?Are they currently taking 
action on these areas of opportunities? Verify that these action steps are correct.Discuss with 
RXM (when available).Document the action steps in the comment box below.

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

'Sales *Work-flow 'Marketing 'Pharmacy Condition
'Loss Prevention 'Inventory 'Productivity (Pholmometer)

Q145 'Payroll 'Quality 'Customer Service 'Buyout Opportunities
'Generic Vendor Buys *90 Day Efficiency *MTM 'Third Party Plan Issues
'Competition Transfer Logs * Deletes
'Exception Queue Management Issues

4 Cores and Cultural Beliefs 0.00/0.00

Pharmacy
Pharmacy checklist items

is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per pollcy.Ensure all pharmacists have access to the state's PDMP website
(state specific).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

DEg Is the store actively promoting company initiatives? Examples of area may include but not limited 
to the following: *MTM 'PSC cards 'Vaccinations 'Health tests 'Flavoring *90 Day

027 Please select 1 area where the store has the largest area of opportunityuse GROW to coach to 
these areas with the RxM and/or Store Manager

Strengths and opportunities:
Key corporate initiatives
0146 Has the MGR and RXM reviewed and taken action on the key corporate initiatives? Explain any 

• ' areas of concern in the comment box.

I 0.00

I 0.00

Actions to Improve on above area:Ask the manager where Is their biggest opportunlty?Ask the 
046 manager what is their way forward (action plan) to Improve this area?Verify that these action 
*" " steps are correct Discuss with RXM (when available) Document the action steps in the comment 

box below.

| 0.00/0.00

I 0.00/0.00

Q63 action steps are correctlf not, use GROW to coach them in the right direction of where they 
should focus.Discuss with RXM (when avallable).Document the action steps in the comment box 
below.

6163 If this area was discussed in previous walks, are they following through on the way forward 
' (action plan) they committed to?- Document your conversation in the comment box below.

IMPROVE Scorecard

Has the store manager analyzed and reviewed their most recent operating statement with the 
‘ " RXM? When available, ask the RXM what they learned from the operating statement?

List the highest opportunity and ask the manager what is their way forward (action plan) to

Summary
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Q34 0.00/0.00 0.00

Q174 0.00/0.00 0.00

0.00/0.00 0.00

None 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Continue on

0.00/0.00 0.00

rph

0.00/0.00 0.00

YES 0.00

0.00/0.00 0.00

Q115 Pharmacy waiting area condition 0.00/0.00 0.00

Q116 Pharmacy condition 0.00/0.00 0.00

Q11/ Building Rx sales 0.00/0.00 0.00

Confidential
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Recognize during 
5 mln meetings

Team Member Engagement
Team member engagement

0.00/0.00

0.00/0.00

Continue to 
recognize and 
engage team 
through daily 5 
mins meetings

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00
0.00

0.00
0.00

Talk to various team members throughout the store about the My Walgreens/My Voice Survey: 
Have you received feedback on your my Walgreens/My Voice survey? Have you participated in 
creating an effective way forward (action plan)? Please note the action steps are an on-going 
process and can be updated in TMP at any time.Are you making progress on the goals you set? 
Is the store using the engagement flip chart monthly? (Including the team GROW sesslon)Add 
any GROW coaching comments you may have, to drive employee engagement.

Is the store manager and/or pharmacy manager, recognizing team members for doing their best 
work?ls the store manager and/or pharmacy manager, taking this opportunity to use focused 

' recognition to drive the cultural beliefs?is the store manager and/or pharmacy manager 
encouraging peer to peer recognition?
Ask pharmacy team members if they are given the opportunity to provide feedback to their store

Daily 5 mln 
meetings are not 
occuring daily, 
please strive 
towards daily

Review Goals 
with Rx Team, 
Use corporate 
goals and also 
set goals specific 
for your store.

Be open and 
approachable to 
team

Walk with Staff 
RPH

0.00

(3) Achieving 
ExpectationsMini 
mai mylars 
missingEffective 
MerchandisingW 
siting area 
cleanin/out- 
window clutter 
freeVaccination 
area ready
(3) Achieving 
ExpectationsPro 
duct off of 
floorClear path to 
all fire exitsNo 
product in 
prohibited 
areasDPI records 
are put away
(3) Achieving 
ExpectationsPro 
moting
immunizationsAc 
tively calling on 
MTMsPromoting 
health tests and 
related 
servicesMaking 
adherence calls 
on regular basis

Continue on 
action plan for 
development of 
each tech and 
rph

Performance Management
Performance management

Talk about your high performers.

Q35 How are they doing in their new position? How did you set your expectations with them? Have 
they received all of the training that they need to be successful?If new-hire or recently promoted 
team member Is currently working, have MGR introduce you to them.How are you onboarding 
your new hires?

Ask a few team members
Ask a team member: Did a 5 minute meeting happen today? If so, what did you cover?

Q1 75 manager and/or pharmacy manager?ls the store manager and/or pharmacy manager creating 
opportunities to ask for focused feedback to drive the cultural beliefs?

Talk to me about any of your new hires or newly promoted team members in pharmacy? (If none 
type n/a).

focus.
Talk about your low performers. What type of GROW coaching and development plans have they 
been provlded?What steps have you taken to Improve performance? (e.g., verbal, written or 

040 performance improvement plan).What are the next steps if they fail to improve?Are you using the 
* GROW coaching method for engagement?Verify that these are the correct processes. If not, use 

GROW to coach them in the right direction of where they should focus. Document your 
conversation in the comment box below.

Have you documented the challenges with your low performers? Do you have a record of 
discussion on file?Verify that these are the correct processes. If not, coach them in the right 

Q108 direction of where they should focus. If you have started the discipline process, has it been 
documented in the Talent Management Portal (TMP)?If the discipline has not been documented, 
please explain why.Document your conversation in the comment box below.

Discuss the RXM's personal development goals with the store manager, unless RXM is available: 
Q86 What steps have you made in order to achieve these goals?Are you on track to complete these 

goals?ln which areas are you finding to be more challenging or may need some assistance?
Please Rate the Following on a 1-5 Scale (with 5 being Outstanding)
Theme

036 What type of feedback are you hearing? What have you changed or implemented because of 
" them?Verify that the pharmacy team Is participating in all five minute meetlngs.ls a five-minute 

meeting taking place everyday? Is the store manager taking this opportunity to use focused 
storytelling to drive the cultural beliefs?

037 Ask a team member: Do you know your goals for the day/week? Note the goals, analyze them 
‘ -' and then use GROW coaching as necessary.

final written warning Issued 0.00/0.00

What Is being done to help develop, make them feel challenged and grow their careers?What are action plan for 
Q39 you doing to cross train and develop other team members for future roles?Verify that these are development of 

the correct processes. if not, use GROW to coach them in the right direction of where they should each tech and

Summary
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Q118 Team Member Engagement 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00

0.00/0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Cultural Beliefs 0.00/0.00

0.00/0.00 0.00

Q172 What feedback do you have for me around our cultural beliefs? 0.00/0.00 0.00

Overall Visit Notes:
Issues to share with District Team

0.00/0.00 0.00

0.00
0.00

Confidential
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10.00/0.00

i 0.00/0.00
| 0.00
| 0.00

0.00/0.00
0.00/0.00

0.00/0.00
| 0.00/0.00

Rimma: Be Bold 
with the seniors 
at the center.
Thanks Rimma

(3) Achieving 
ExpectationsTea 
m member 
actively working 
with customer or 
scriptFriendly/per 
sonable/smile
(3) Achieving 
ExpectationsMos 
t team members 
smile or make 
eye contactMost 
customers are 
welcomed to our 
store, offered 
proactive 
assistance and 
thanked for 
shopping with us

Walk with Staff 
RPH

Q173 Do you have anything to share with the CL? Use the comment box below to document.
Q166 Additional comments:

Customer Experience: Providing genuine and friendly service; greeting and welcoming our 
Q119 customers/patients; proactively offering assistance to our customers/patients and thanking our

customers/patients for shopping with us

Pharmacy Manager Core Competencies:
Please comment on each of the core competency areas as appropriate.

Operations/Business LeadershipAnalyzes work-related problems and identifies sustainable 
Q159 solutions in a timely manner. Takes accountability for self and others actions to achieve business 

results.

I 0.00
I 0.00

619 Do you have anything to discuss with District Team at the next meeting?Use the comment box 
below to document.

0160 People LeadershlpEncourages an atmosphere of open two-way communication. Shows mutual 
' " respect while promoting and developing a diverse and inclusive team.

Strategic LeadershipAdjusts behavior in response to new information or changing circumstances. 
Q161 Works effectively In unstructured or dynamic environments. Identifies areas where future change 

initiatives are required.
0169 Customer LeadershipAnticIpates and responds to customer needs.Maintains ethical boundaries 

" and confidentiality in all internal and external customer interactions.

Healthy, Happy, and Creating Value Togetheris fully engaged and inspires engagement in 
Q163 others.Promotes wellness in the workplace.Demonstrates commitment to creating value for the 

Company.
Q164 Functional CompetencyEmpowers othersPromotes pharmacy
Cultural Beliefs

0.00
i 0.00

I 0.00

Give an example of how the store Is demonstrating our cultural beliefs. Be One: I know what
Walgreens must deliver and I align my dally action with others to make it happen. Be Real: I am Reviewed 
open, honest and respectful in my words and actions everyday.Be Bold: I demonstrate courage Cultural Beliefs 

Q171 in everything I do to create the future of Walgreens. Build Trust: I listen, seek to understand and with team. Start 
always assume positive intent. Love Customers: I engage with customers and passionately to memorize and
Innovate to exceed their needs. Own it: I constantly ask, "What else can I do to achieve our give experiences
results?" and refuse to blame others. Live it: I help people get, stay and live well.

Summary

everyday.Be
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Store Walk Summary : Pharmacy Supervisor Walk FY13 v2 03475 - Gordon Fung,MGR

Participant: Ronda J Lowe, RPH Bernice

Auditor Role : Corporate View Only

Auditor Department: Area

Response Date : Thu 02/07/2013 10:00 Central Standard Time

Questionnaire Comments Points/Total Score(%)

0.0/0.0 0.0

YES 0.00/0.00 0.00

0.00/0.00 0.00

NA 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

HIV 0.00/0.00 0.00

0.00/0.00 0.00

Planning Process

YES 0.00/0.00 0.00

0.00/0.00 0.00

YES 0.00/0.00 0.00

YES 0.00/0.00 0.00

Q13/ If yes, please explain which initiatives the store is promoting and how. If no, please explain why. 0.00/0.00 0.00

Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports 0.00/0.00 0.00

0.00/0.00 0.00

WAGCASF00600726
CONFIDENTIAL

WAG-MDL-03098.00029

10.00/0.00

| 0.00/0.00

I 0.00/0.00

| 0.00/0.00

10.00/0.00

i 0.00/0.00

| 0.00
I 0.00

0.00
| 0.00
I 0.00

| 0.00
| 0.00

| 0.00
I 0.00

0.00
0.00

ESI recapture Rx 
DOS overlOOK

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2 
Question
Operating Statements

Rx Inventory and 
MTM Zero MTM 
las few months

Rx DOS, Inv over 
100K from goal.

I 0.00/0.00
I 0.00/0.00

Thu 02/07/2013 
10:00 Central 
Standard Time

Techs and all rph need to 
know the location of the 
GFD folder

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

Q61 Are there Issues with any of our third party plans?
Pharmacy Operations

Keep promoting 
HIV COE 
services. Also, 
Jack and Patti 
both need to get 
HIV certified.

Average 90-day 
adjusted scripts, 
Rx days of supply

Balance
Rewards and 
immunizations
Focus on sig 
codes and drug 
codes, currently 
5%/2%
None

Workon 
desinated hitter 
with Store 
Manager, keep 
training and 
developing a 
person for IC3

Strengths and opportunities:
Confidential

'Sales *Work-flow 'Marketing 'Pharmacy Condition
'Loss Prevention 'Inventory 'Productivity (Pholmometer)

Q145 'Payroll 'Quality 'Customer Service 'Buyout Opportunities
'Generic Vendor Buys *90 Day Efficiency 'MTM 'Third Party Plan Issues
'Competition Transfer Logs * Deletes
'Exception Queue Management Issues

Pharmacy
Pharmacy checklist items

is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per policy.Ensure all pharmacists have access to the state's PDMP website
(state specific).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

DEg Is the store actively promoting company Initiatives? Examples of area may Include but not limited 
to the following: 'MTM 'PSC cards 'Vaccinations 'Health tests 'Flavoring *90 Day

Actions to improve on above area:Ask the manager where is their biggest opportunity?Ask the 
297 manager what Is their way forward (action plan) to Improve this area?Are they currently taking 
‘ " action on these areas of opportunities? Verify that these action steps are correct. Disouss with

RXM (when avallable).Document the action steps in the comment box below.
Other (Programs Unique to Store)

Actions to Improve on above area:Ask the manager where Is their biggest opportunlty?Ask the 
046 manager what is their way forward (action plan) to improve this area?Verify that these action 
*" " steps are correct Discuss with RXM (when available) Document the action steps in the comment 

box below.

027 Please select 1 area where the store has the largest area of opportunityuse GROW to coach to 
these areas with the RxM and/or Store Manager

I 0.00

I 0.00

Please select 1-2 of the stores biggest areas of opportunityUse GROW to coach to these areas 
— with the RXM and/or MGR

| 0.00/0.00

| 0.00/0.00

How are you progressing with pharmacy workforce planning?Are they appropriately using a 
designated hltter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 

w ' • anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 

using your budgeted hours (over/under)?

246 Review the store manager's daily task list and verify that they are including pharmacy items on 
w1o- the list.

Has the store manager analyzed and reviewed their most recent operating statement with the 
‘ " RXM? When available, ask the RXM what they learned from the operating statement?

List the highest opportunity and ask the manager what is their way forward (action plan) to 
improve this area?Ask the manager, where do they see their biggest opportunlty?Verify that these 

Q63 action steps are correct.lf not, use GROW to coach them in the right direction of where they 
should focus.Discuss with RXM (when avallable).Document the action steps in the comment box 
below.

6163 If this area was discussed in previous walks, are they following through on the way forward 
' (action plan) they committed to?- Document your conversation in the comment box below.

IMPROVE Scorecard

0.00/0.00
10.00/0.00

| 0.00/0.00

Summary



2 of 3

0.00/0.00 0.00

YES 0.00/0.00 0.00

0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

No new hires 0.00/0.00 0.00

0.00/0.00 0.00

Q36 0.00/0.00 0.00

Q37 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

NO 0.00/0.00 0.00

0.00/0.00 0.00

Q115 Pharmacy waiting area condition 0.00/0.00 0.00

Q116 Pharmacy condition 0.00/0.00 0.00

Q117 Building Rx sales 0.00/0.00 0.00

Confidential
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Set goals for 
entire Rx team.

0.00

0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00
0.00

What type of feedback are you hearing? What have you changed or implemented because of 
them?Verify that the pharmacy team Is participating in all five minute meetings.ls a five-minute 
meeting taking place everyday? is the store manager taking this opportunity to use focused 
storytelling to drive the cultural beliefs?
Ask a team member: Do you know your goals for the day/week? Note the goals, analyze them 
and then use GROW coaching as necessary.

Reviewed Cultural Beliefs 
and 4 cores

Talk to me about any of your new hires or newly promoted team members in pharmacy? (If none 
type n/a).

Walk with floater 
rph

walkt the floater 
rph

Keep daily 5 mm 
meetings going 
to promote 
engagement. 
Knowledge and 
communications 
will improve 
engagement.
5 mln meeting Is 
a great time to 
recognize team 
members
Be open and 
approachable to 
staff so that they 
can get honest 
feedback.

Danny stated that 
Patti is holding 5 
min meetins 
daily.

walk with floater 
rph

(3) Achieving 
ExpectationsMini 
mal mylars 
missingEffective 
MerchandisingW 
aiting area 
cleanin/out- 
window clutter 
freeVaccination 
area ready
(3) Achieving 
ExpectationsPro 
duct off of 
floorClear path to 
all fire exitsNo 
product in 
prohibited 
areasDPI records 
are put away
(3) Achieving 
ExpectationsPro 
moting
immunizationsAc 
tively calling on 
MTMsPromoting 
health tests and 
related

Q35 How are they doing in their new position? How did you set your expectations with them? Have 
they received all of the training that they need to be successful?lf new-hire or recently promoted 
team member Is currently working, have MGR introduce you to them.How are you onboarding 
your new hires?

Ask a few team members

Ask a team member: Did a 5 minute meeting happen today? if so, what did you cover?

Ask pharmacy team members if they are given the opportunity to provide feedback to their store 
Q175 manager and/or pharmacy manager?ls the store manager and/or pharmacy manager creating 

opportunities to ask for focused feedback to drive the cultural beliefs?

Key corporate initiatives
0146 Has the MGR and RXM reviewed and taken action on the key corporate initiatives? Explain any 

' ' areas of concern in the comment box.
Team Member Engagement
Team member engagement

Performance Management

Performance management
Talk about your high performers.
What is being done to help develop, make them feel challenged and grow their careers?What are 

Q39 you doing to cross train and develop other team members for future roles?Verify that these are 
the correct processes. if not, use GROW to coach them in the right direction of where they should 
focus.
Talk about your low performers. What type of GROW coaching and development plans have they 
been provlded?What steps have you taken to Improve performance? (e.g., verbal, written or 
performance Improvement plan).What are the next steps if they fall to improve?Are you using the 

" ' GROW coaching method for engagement?Verify that these are the correct processes. if not, use 
GROW to coach them in the right direction of where they should focus. Document your 
conversation in the comment box below.

Have you documented the challenges with your low performers? Do you have a record of 
discussion on file?Verify that these are the correct processes. If not, coach them in the right 

Q108 direction of where they should focus. If you have started the discipline process, has it been 
documented in the Talent Management Portal (TMP)?if the discipline has not been documented, 
please explain why Document your conversation in the comment box below.

Discuss the RXM’s personal development goals with the store manager, unless RXM is available: 
Q86 What steps have you made in order to achieve these goals?Are you on track to complete these 

goals?ln which areas are you finding to be more challenging or may need some assistance?
Please Rate the Following on a 1-5 Scale (with 5 being Outstanding)
Theme

Is the store manager and/or pharmacy manager, recognizing team members for doing their best 
01 74 work?ls the store manager and/or pharmacy manager, taking this opportunity to use focused 

recognition to drive the cultural beliefs?ls the store manager and/or pharmacy manager 
encouraging peer to peer recognition?

Talk to various team members throughout the store about the My Walgreens/My Voice Survey: 
Have you received feedback on your my Walgreens/My Voice survey? Have you participated in 

034 creating an effective way forward (action plan)? Please note the action steps are an on-going
7 process and can be updated in TMP at any time.Are you making progress on the goals you set? 

Is the store using the engagement flip chart monthly? (Including the team GROW session)Add 
any GROW coaching comments you may have, to drive employee engagement.

Summary
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Q118 Team Member Engagement 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Q172 What feedback do you have for me around our cultural beliefs? 0.00/0.00 0.00

0.00/0.00 0.00

none
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0.00/0.00
0.00/0.00

0.00
0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00
0.00

0.00
0.00

0.00/0.00
0.00/0.00
0.00/0.00

walk with floater 
rph

servicesMaking 
adherence calls 
on regular basis
(3) Achieving 
ExpectationsTea 
m member 
actively working 
with customer or 
scriptFriendly/per 
sonable/smile
(3) Achieving 
ExpectationsMos 
t team members 
smile or make 
eye contactMost 
customers are 
welcomed to our 
store, offered 
proactive 
assistance and 
thanked for 
shopping with us

0.00
0.00
0.00

Reviewed all 
cultural belief the 
tech Danny and 
relief rph 
Bernice. They 
will work on 
memorizing and 
giving 
experiences of 
each.
Will inform other 
leam members to 
start memorizing.

Give an example of how the store is demonstrating our cultural beliefs. Be One: I know what 
Walgreens must deliver and I align my dally action with others to make it happen. Be Real: I am 
open, honest and respectful in my words and actions everyday.Be Bold: I demonstrate courage 

Q171 in everything I do to create the future of Walgreens. Build Trust: I listen, seek to understand and 
always assume positive intent. Love Customers: I engage with customers and passionately 
Innovate to exceed their needs. Own it: I constantly ask, "What else can I do to achieve our 
results?" and refuse to blame others. Live it: I help people get, stay and live well.

Customer Experience: Providing genuine and friendly service; greeting and welcoming our 
Q119 customers/patients; proactively offering assistance to our customers/patients and thanking our 

customers/patients for shopping with us

Overall Visit Notes:
Issues to share with District Team
0128 Do you have anything to discuss with District Team at the next meeting?Use the comment box 

' • below to document.

Q173 Do you have anything to share with the CL? Use the comment box below to document.
Q166 Additional comments:

Pharmacy Manager Core Competencies:
Please comment on each of the core competency areas as appropriate.

Operations/Business LeadershipAnalyzes work-related problems and identifies sustainable 
Q159 solutions in a timely manner. Takes accountability for self and others actions to achieve business 

results.

0160 People LeadershlpEncourages an atmosphere of open two-way communication. Shows mutual 
' "' respect while promoting and developing a diverse and inclusive team.

Strategic LeadershipAdjusts behavior in response to new information or changing circumstances. 
Q161 Works effectively in unstructured or dynamic environments. Identifies areas where future change 

initiatives are required.
0162 Customer LeadershipAnticipates and responds to customer needs.Maintains ethical boundaries 

' and confidentiality in all internal and external customer interactions.
Healthy, Happy, and Creating Value Togetheris fully engaged and inspires engagement in 

Q163 others.Promotes wellness in the workplace.Demonstrates commitment to creating value for the
Company.

Q164 Functional CompetencyEmpowers othersPromotes pharmacy
Cultural Beliefs
Cultural Beliefs

Summary

everyday.Be
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Store Walk Summary : Pharmacy Supervisor Walk FY13 v2 04529 - Mark Bengco,MGR

Participant: Ronda J Lowe; Sam Lim

Auditor Role : Corporate View Only

Auditor Department: Area

Response Date : Thu 02/07/2013 11:00 Central Standard Time

Questionnaire Comments Points/Total Score(%)

0.0/0.0 0.0

YES 0.00/0.00 0.00

0.00/0.00 0.00

NA 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Other (Programs Unique to Store)

HIV 0.00/0.00 0.00

0.00/0.00 0.00

Q169 YES 0.00/0.00 0.00

Q170 0.00/0.00 0.00

YES 0.00/0.00 0.00

YES 0.00/0.00 0.00

Q137 If yes, please explain which initiatives the store is promoting and how. If no, please explain why. 0.00/0.00 0.00

Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports 0.00/0.00 0.00

90 days 0.00/0.00 0.00

0.00/0.00

YES 0.00
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10.00/0.00

| 0.00/0.00

0.00/0.00
I 0,00/0.00

0.00/0.00

I 0.00
I 0.00

| 0.00
| 0.00

0.00
| 0.00
I 0.00

| 0.00
I 0.00

0.00
0.00

I 0.00

I 0.00

Promote Daily 
Med to HIV MDs

| 0.00/0.00

| 0.00/0.00

I 0.00/0.00
| 0.00/0.00

Thu 02/07/2013 
11:00 Central 
Standard Time

| 0.00/0.00
| 0.00/0.00

I 0.00/0.00
| 0.00/0.00

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2 
Question
Operating Statements

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

Designated hitter 
in place.

Q61 Are there Issues with any of our third party plans?
Pharmacy Operations

Balanced 
Reward
Focus on sig 
codes

Review the store manager's daily task list and verify that they are Including pharmacy Items on 
the list.
How are you progressing with pharmacy workforce planning?Are they appropriately using a 
designated hltter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 
anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 
using your budgeted hours (over/under)?

Average 90-day 
adjusted scripts, 
Pharmacy delight 
MD detailing for 
new business, 
new customers, 
promote Dally 
Med.

Avg 90 days adj

"Sales *Work-flow "Marketing "Pharmacy Condition
"Loss Prevention "Inventory "Productivity (Pholmometer)

Q145 "Payroll "Quality "Customer Service "Buyout Opportunities
"Generic Vendor Buys "90 Day Efficiency "MTM "Third Party Plan Issues
"Competition "Transfer Logs " Deletes
"Exception Queue Management Issues

Pharmacy
Pharmacy checklist items

Is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per pollcy.Ensure all pharmacists have access to the state's PDMP website 
(state specific).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

DEg Is the store actively promoting company initiatives? Examples of area may include but not limited 
to the following: "MTM "PSC cards "Vaccinations "Health tests "Flavoring "90 Day

Actions to Improve on above area:Ask the manager where Is their biggest opportunlty?Ask the 
manager what is their way forward (action plan) to Improve this area?Are they currently taking 

" action on these areas of opportunities? Verify that these action steps are correct. Discuss with
RXM (when avallable).Document the action steps in the comment box below.

I 0.00

I 0.00

Please select 1-2 of the stores biggest areas of opportunityUse GROW to coach to these areas 
— with the RXM and/or MGR

Strengths and opportunities:
Key corporate initiatives
0146 Has the MGR and RXM reviewed and taken action on the key corporate initiatives? Explain any 
*42 areas of concern in the comment box.

Team Member Engagement
Team member engagement

| 0.00/0.00

| 0.00/0.00

I 0.00

027 Please select 1 area where the store has the largest area of opportunityUse GROW to coach to 
these areas with the RxM and/or Store Manager
Actions to Improve on above area:Ask the manager where Is their biggest opportunlty?Ask the 

046 manager what is their way forward (action plan) to Improve this area?Verify that these action 
*" " steps are correct Discuss with RXM (when available) Document the action steps in the comment 

box below.
Planning Process

Has the store manager analyzed and reviewed their most recent operating statement with the 
‘ " RXM? When available, ask the RXM what they learned from the operating statement?

List the highest opportunity and ask the manager what is their way forward (action plan) to 
improve this area?Ask the manager, where do they see their biggest opportunlty?Verify that these 

Q63 action steps are correctlf not, use GROW to coach them in the right direction of where they 
should focus.Discuss with RXM (when avallable).Document the action steps in the comment box 
below.

6163 If this area was discussed in previous walks, are they following through on the way forward 
' (action plan) they committed to?- Document your conversation in the comment box below.

IMPROVE Scorecard

cultural beliefs and 4 cores 0.00/0.00

Summary
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Q34 0.00/0.00 0.00

Q174 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00no new hires

0.00/0.00 0.00

Q36 0.00/0.00 0.00

Q37 Balance Rewards 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

NO 0.00/0.00 0.00

0.00/0.00 0.00

Q115 Pharmacy waiting area condition 0.00/0.00 0.00

Q116 Pharmacy condition 0.00/0.00 0.00

Q117 Building Rx sales 0.00/0.00 0.00

Q118 Team Member Engagement 0.00/0.00 0.00
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Recognize team 
members during 
5 mln meetings

Develop an 
action plan for 
each team 
member

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

Develop an 
action plan for 
each team 
member

0.00
0.00

0.00
0.00

Please Rate the Following on a 1-5 Scale (with 5 being Outstanding) 
Theme

What type of feedback are you hearing? What have you changed or implemented because of 
them?Verify that the pharmacy team Is participating in all five minute meetings.ls a five-minute 
meeting taking place everyday? Is the store manager taking this opportunity to use focused 
storytelling to drive the cultural beliefs?
Ask a team member: Do you know your goals for the day/week? Note the goals, analyze them 
and then use GROW coaching as necessary.

Talk to various team members throughout the store about the My Walgreens/My Voice Survey: 
Have you received feedback on your my Walgreens/My Voice survey? Have you participated in 
creating an effective way forward (action plan)? Please note the action steps are an on-going 
process and can be updated in TMP at any time.Are you making progress on the goals you set? 
Is the store using the engagement flip chart monthly? (Including the team GROW sesslon)Add 
any GROW coaching comments you may have, to drive employee engagement.

Is the store manager and/or pharmacy manager, recognizing team members for doing their best 
work?ls the store manager and/or pharmacy manager, taking this opportunity to use focused 
recognition to drive the cultural beliefs?ls the store manager and/or pharmacy manager 
encouraging peer to peer recognition?
Ask pharmacy team members if they are given the opportunity to provide feedback to their store

Dally 5 mln 
meetings are 
needed

Management Is 
open for 
feedback.

(3) Achieving 
ExpectationsMini 
mai mylars 
missingEffective 
MerchandisingW 
aiting area 
cleanin/out- 
window clutter 
freeVaccination 
area ready
(3) Achieving 
ExpectationsPro 
duct off of 
floorClear path to 
all fire exItsNo 
product in 
prohibited 
areasDPi records 
are put away 
(3) Achieving 
ExpectationsPro 
moting 
immunizationsAc 
tively calling on 
MTMsPromoting 
health tests and 
related 
servicesMaking 
adherence calls 
on regular basis 
(3) Achieving 
ExpectationsTea 
m member 
actively working 
with customer or 
scriptFriendly/per

Dally 5 mln 
meetings will help 
with 
engagement.

Q35 How are they doing in their new position? How did you set your expectations with them? Have 
they received all of the training that they need to be successful?lf new-hire or recently promoted 
team member Is currently working, have MGR introduce you to them.How are you onboarding 
your new hires?

Ask a few team members

Ask a team member: Did a 5 minute meeting happen today? If so, what did you cover?

Q175 manager and/or pharmacy manager?ls the store manager and/or pharmacy manager creating 
opportunities to ask for focused feedback to drive the cultural beliefs?

Talk to me about any of your new hires or newly promoted team members in pharmacy? (If none 
type n/a).

Performance Management
Performance management

Talk about your high performers.
What is being done to help develop, make them feel challenged and grow their careers?What are 

Q39 you doing to cross train and develop other team members for future roles?Verify that these are 
the correct processes. If not, use GROW to coach them in the right direction of where they should 
focus.
Talk about your low performers. What type of GROW coaching and development plans have they 
been provlded?What steps have you taken to Improve performance? (e.g., verbal, written or 

040 performance improvement plan).What are the next steps If they fall to lmprove?Are you using the 
' GROW coaching method for engagement?Verify that these are the correct processes. If not, use

GROW to coach them in the right direction of where they should focus. Document your 
conversation in the comment box below.

Have you documented the challenges with your low performers? Do you have a record of 
discussion on file?Verify that these are the correct processes. If not, coach them in the right 

Q108 direction of where they should focus. If you have started the discipline process, has it been 
documented In the Talent Management Portal (TMP)?if the discipline has not been documented, 
please explain why Document your conversation in the comment box below.

Discuss the RXM's personal development goals with the store manager, unless RXM is available: ele." cre. ...
Q86 What steps have you made in order to achieve these goals?Are you on track to complete these Peence "I 

goals?ln which areas are you finding to be more challenging or may need some assistance? devlpspg"oht

Summary
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0.00/0.00 0.00

Reviewed
Q159 solutions in a timely manner. Takes accountability for self and others actions to achieve business competencies 0.00/0.00 0.00

with RxM

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Confidential

WAGCASF00600743
CONFIDENTIAL

WAG-MDL-03098.00034

0.00/0.00
0.00/0.00

0.00
1 0.00
1 0.00

0.00
0.00

| 0.00
I 0.00

| 0.00/0.00

i 0.00/0.00

| 0.00/0.00

| 0.00/0.00

Reviewd with 
staff.

sonable/smile

(3) Achieving 
ExpectationsMos 
t team members 
smile or make 
eye contactMost 
customers are 
welcomed to our 
store, offered 
proactive 
assistance and 
thanked for 
shopping with us

Working on 
memorizing and 
finding daily 
experiences that 
exhibit these 
beliefs

Pharmacy Manager Core Competencies:
Please comment on each of the core competency areas as appropriate.

Operations/Business LeadershlpAnalyzes work-related problems and identifies sustainable

Customer Experience: Providing genuine and friendly service; greeting and welcoming our 
Q119 customers/patients; proactively offering assistance to our customers/patients and thanking our 

customers/patients for shopping with us

Q172 What feedback do you have for me around our cultural beliefs?

I 0.00
I 0.00

results.
0160 People LeadershlpEncourages an atmosphere of open two-way communication. Shows mutual 
1 - respect while promoting and developing a diverse and inclusive team.

Strategic LeadershipAdjusts behavior in response to new information or changing circumstances. 
Q161 Works effectively in unstructured or dynamic environments. Identifies areas where future change 

initiatives are required.
5109 Customer LeadershipAnticIpates and responds to customer needs.Maintains ethical boundaries 
" * and confidentiality in all internal and external customer interactions.

Healthy, Happy, and Creating Value Togetheris fully engaged and inspires engagement in 
Q163 others.Promotes wellness in the workplace.Demonstrates commitment to creating value for the

Company.
Q164 Functional CompetencyEmpowers othersPromotes pharmacy
Cultural Beliefs
Cultural Beliefs

Give an example of how the store Is demonstrating our cultural beliefs. Be One: I know what 
Walgreens must deliver and I align my daily action with others to make it happen. Be Real: I am 
open, honest and respectful in my words and actions everyday.Be Bold: I demonstrate courage 

Q171 in everything I do to create the future of Walgreens. Build Trust: I listen, seek to understand and 
always assume positive intent. Love Customers: I engage with customers and passionately 
Innovate to exceed their needs. Own it: I constantly ask, "What else can i do to achieve our 
results?" and refuse to blame others. Live it: I help people get, stay and live well.

Overall Visit Notes:
Issues to share with District Team
0190 Do you have anything to discuss with District Team at the next meeting?Use the comment box 
* 60 below to document.

Q173 Do you have anything to share with the CL? Use the comment box below to document.
Q166 Additional comments:

0.00/0.00
| 0.00/0.00

| 0.00/0.00

Summary

everyday.Be
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Store Walk Summary : Pharmacy Supervisor Walk FY13 v2 01120 - Kevin Thach,MGR

Participant: Ronda J Lowe, Mr Xu, Manuel

Auditor Role : Corporate View Only

Auditor Department: Area

Response Date : Fri 02/08/2013 09:00 Central Standard Time

Questionnaire Comments Points/Total Score(%)

0.0/0.0 0.0

YES 0.00/0.00 0.00

0.00/0.00 0.00

NA 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Not Applicable 0.00/0.00 0.00

N/A 0.00/0.00 0.00

YES 0.00/0.00 0.00

0.00/0.00 0.00

YES 0.00/0.00 0.00

YES 0.00/0.00 0.00

Q137 If yes, please explain which Initiatives the store is promoting and how. If no, please explain why. 0.00/0.00 0.00

Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports 0.00/0.00 0.00
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10.00/0.00

| 0.00/0.00

| 0.00
I 0.00

0.00/0.00

0.00/0.00

| 0.00
I 0.00

0.00/0.00
0.00/0.00
0.00/0.00

| 0.00
| 0.00

0.00
0.00

Fri 02/08/2013 
09:00 Central 
Standard Time

I 0.00/0.00 
| 0.00/0.00

| 0.00/0.00
| 0.00/0.00

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2 
Question
Operating Statements

There are 2 
desginated 
hitters to help 
with IC3: Bev 
and Noel. We 
discussed full 
time/part time 
ratio. Goal is to 
be at 70/30. No 
turnover, nor do 
we have any 
immediate hiring 
needs. Rx Is 
running at budget 
hours.

Average 90-day 
adjusted scripts, 
Rx days of supply 
Get to target on 
Rx DOS. and 
average 90days 
adjusted.

They are 
promoting 
balance rewards, 
immunizations, 
ESI, Medicare D. 
Discussed sig 
codes/drug 
codes with RxM. 
Recommended 
that the techs 
review their 
codes weekly.
None

Increase 90 days 
adjusted script 
count, decrease 
Rx DOS

Q61 Are there Issues with any of our third party plans? 
Pharmacy Operations

Please place GFD folder 
inside blue controlled 
substance tote labeled, 
"Refusal" folder.

I 0.00

I 0.00

Please select 1-2 of the stores biggest areas of opportunityUse GROW to coach to these areas 
— with the RXM and/or MGR

027 Please select 1 area where the store has the largest area of opportunityUse GROW to coach to 
these areas with the RxM and/or Store Manager
Actions to Improve on above area:Ask the manager where Is their biggest opportunity?Ask the 

046 manager what is their way forward (action plan) to improve this area?Verify that these action 
*" " steps are correct Discuss with RXM (when available) Document the action steps in the comment 

box below.
Planning Process

| 0.00/0.00

I 0.00/0.00

Actions to improve on above area:Ask the manager where is their biggest opportunlty?Ask the 
297 manager what Is their way forward (action plan) to improve this area?Are they currently taking 
' " action on these areas of opportunities? Verify that these action steps are correct. Disouss with

RXM (when available).Document the action steps in the comment box below.
Other (Programs Unique to Store)

How are you progressing with pharmacy workforce planning?Are they appropriately using a 
designated hitter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 

w ' • anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 
using your budgeted hours (over/under)?

Pharmacy
Pharmacy checklist items

Is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per pollcy.Ensure all pharmacists have access to the state's PDMP website 
(state specific).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

Is the store actively promoting company initiatives? Examples of area may Include but not limited 
‘ - to the following: "MTM "PSC cards "Vaccinations "Health tests "Flavoring "90 Day

0.00
i 0.00

I 0.00

Has the store manager analyzed and reviewed their most recent operating statement with the 
‘ " RXM? When available, ask the RXM what they learned from the operating statement?

List the highest opportunity and ask the manager what is their way forward (action plan) to 
improve this area?Ask the manager, where do they see their biggest opportunity?Verify that these 

Q63 action steps are correct.lf not, use GROW to coach them in the right direction of where they 
should focus.Discuss with RXM (when avallable).Document the action steps in the comment box 
below.

6163 If this area was discussed in previous walks, are they following through on the way forward 
' (action plan) they committed to?- Document your conversation in the comment box below.

IMPROVE Scorecard

246 Review the store manager's daily task list and verify that they are including pharmacy items on 
w1o- the list.

Summary
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Q145 'Payroll 'Quality 'Customer Service 'Buyout Opportunities 0.00/0.00 0.00

0.00/0.00 0.00

YES 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Ask a team member: Did a 5 minute meeting happen today? If so, what did you cover?

0.00/0.00 0.00

Q37 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00
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Performance Management
Performance management

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00
0.00

'Generic Vendor Buys '90 Day Efficiency 'MTM 'Third Party Plan Issues 
'Competition Transfer Logs * Deletes
'Exception Queue Management Issues

Ask a team member: Do you know your goals for the day/week? Note the goals, analyze them 
and then use GROW coaching as necessary.

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

"Sales 'Work-flow 'Marketing 'Pharmacy Condition 
'Loss Prevention 'Inventory 'Productivity (Pholmometer)

Increase 90 day 
sufficiency, and 
generic 
efficiency.

Store is not 
holding dally 5 
min meetings, 
however, store 
manager will help 
by attending 5 
min meetings to 
ensure they are 
being completed 
dally.
Review various 
goals with your 
team during dally 
5 min meetings.

0.00

Talk to me about any of your new hires or newly promoted team members in pharmacy? (If none 
type n/a).

No new hires at 
this time.

Last year's 
survey revealed 
that we didn't 
give enough 
positive 
recognition to 
team members, 
thus, the store is 
focusing on 
giving more 
positive feedback 
to team 
members.
RxM meets with 
staff one on one 
monthly to 
discuss 
performance, 
goals, and to 
give praise to top 
performers.
Discussed with 
RxM and store 
manager the 
Importance of 
giving team 
members the 
ability to provide 
feedback to 
management

RxM is doing 
monthly one on 
one meetings 
with team 
members to 
discuss 
performance, 
give praise for 
top performers 
and goals. 
RxM is doing 
monthly one on

Reviewed 4 cores and 
cultural beliefs.

Talk about your high performers.
What is being done to help develop, make them feel challenged and grow their careers?What are 

Q39 you doing to cross train and develop other team members for future roles?Verify that these are 
the correct processes. If not, use GROW to coach them in the right direction of where they should 
focus.

Q35 How are they doing in their new position? How did you set your expectations with them? Have 
they received all of the training that they need to be successful?lf new-hire or recently promoted 
team member Is currently working, have MGR introduce you to them.How are you onboarding 
your new hires?

Ask a few team members

Ask pharmacy team members if they are given the opportunity to provide feedback to their store 
Q175 manager and/or pharmacy manager?ls the store manager and/or pharmacy manager creating 

opportunities to ask for focused feedback to drive the cultural beliefs?

Is the store manager and/or pharmacy manager, recognizing team members for doing their best 
0174 work?ls the store manager and/or pharmacy manager, taking this opportunity to use focused 
* ' recognition to drive the cultural beliefs?is the store manager and/or pharmacy manager 

encouraging peer to peer recognition?

Talk to various team members throughout the store about the My Walgreens/My Voice Survey: 
Have you received feedback on your my Walgreens/My Voice survey? Have you participated in 
creating an effective way forward (action plan)? Please note the action steps are an on-going 

T process and can be updated in TMP at any time.Are you making progress on the goals you set?
Is the store using the engagement flip chart monthly? (Including the team GROW sesslon)Add 
any GROW coaching comments you may have, to drive employee engagement.

Strengths and opportunities:
Key corporate initiatives
0146 Has the MGR and RXM reviewed and taken action on the key corporate initiatives? Explain any 
'areas of concern in the comment box.

Team Member Engagement
Team member engagement

036 What type of feedback are you hearing? What have you changed or implemented because of 
‘ - them?Verify that the pharmacy team Is participating in all five minute meetings.ls a five-minute

meeting taking place everyday? is the store manager taking this opportunity to use focused 
storytelling to drive the cultural beliefs?

Talk about your low performers. What type of GROW coaching and development plans have they one meetings 
been provlded?What steps have you taken to improve performance? (e.g., verbal, written or with team 

040 performance improvement plan).What are the next steps if they fall to lmprove?Are you using the members to 
‘ GROW coaching method for engagement?Verify that these are the correct processes. If not, use discuss

GROW to coach them in the right direction of where they should focus. Document your performance,
conversation in the comment box below. give praise for

top performers 
and goals.

Summary
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0.00

0.00/0.00 0.00

Q115 Pharmacy waiting area condition 0.00/0.00 0.00

Q116 Pharmacy condition 0.00/0.00 0.00
(2)

Q117 Building Rx sales 0.00/0.00 0.00(2)

Q118 Team Member Engagement 0.00/0.00 0.00

0.00/0.00 0.00

Operations/Business LeadershipAnalyzes work-related problems and identifies sustainable
Q159 solutions in a timely manner. Takes accountability for self and others actions to achieve business view core 0.00/0.00 0.00

results.

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Confidential

WAGCASF00600790
CONFIDENTIAL

WAG-MDL-03098.00037

10.00/0.00

| 0.00/0.00

| 0.00
| 0.00

| 0.00
I 0.00

0.00
0.00
0.00

Please Rate the Following on a 1-5 Scale (with 5 being Outstanding) 
Theme

0.00/0.00
| 0.00/0.00
| 0.00/0.00

Reviewed the TMP website 
to document any disciplinary 0.00/0.00 
actions.

Pharmacy Manager Core Competencies:
Please comment on each of the core competency areas as appropriate.

Reviewed core 
competencies 
with RxM and 
reminded him to 
go into TMP to

(3) Achieving 
ExpectationsTea 
m member 
actively working 
with customer or 
scriptFriendly/per 
sonable/smile
(3) Achieving 
ExpectationsMos 
t team members 
smile or make 
eye contactMost 
customers are 
welcomed to our 
store, offered 
proactive 
assistance and 
thanked for 
shopping with us

competencies on 
a monthly basis 
and set goals for 
his own 
performance.

To give team 
more recognition 
and to 
coach/develop 
team.

(3) Achieving 
ExpectationsMini 
mal mylars 
missingEffective 
MerchandisingW 
siting area 
cleanin/out- 
window clutter 
freeVaccination 
area ready

Customer Experience: Providing genuine and friendly service; greeting and welcoming our 
Q119 customers/patients; proactively offering assistance to our customers/patients and thanking our 

customers/patients for shopping with us

Discuss the RXM's personal development goals with the store manager, unless RXM Is available: 
Q86 What steps have you made in order to achieve these goals?Are you on track to complete these 

goals?ln which areas are you finding to be more challenging or may need some assistance?

0160 People LeadershipEncourages an atmosphere of open two-way communication. Shows mutual 
' respect while promoting and developing a diverse and inclusive team.

Strategic LeadershipAdjusts behavior in response to new information or changing circumstances. 
Q161 Works effectively in unstructured or dynamic environments. identifies areas where future change 

initiatives are required.

162 and confidentiality in all internal and external customer interactions.

Healthy, Happy, and Creating Value Togetherls fully engaged and inspires engagement in 
Q163 others.Promotes wellness in the workplace.Demonstrates commitment to creating value for the

Company.
Q164 Functional CompetencyEmpowers othersPromotes pharmacy
Cultural Beliefs
Cultural Beliefs

| 0.00/0.00

| 0.00/0.00

Have you documented the challenges with your low performers? Do you have a record of 
discussion on file?Verify that these are the correct processes. If not, coach them in the right

Q108 direction of where they should focus. If you have started the discipline process, has it been NO 
documented in the Talent Management Portal (TMP)?lf the discipline has not been documented,

Reminded store 
manager and 

Give an example of how the store is demonstrating our cultural beliefs. Be One: I know what RXMU sLart 
Walgreens must deliver and I align my daily action with others to make it happen. Be Real: I am eea"9 . 
open, honest and respectful in my words and actions everyday.Be Bold: I demonstrate courage L. d el.. 

Q171 In everything I do to create the future of Walgreens. Build Trust: I listen, seek to understand and aaoqet 
always assume positive intent. Love Customers: I engage with customers and passionately ."y -ove 
Innovate to exceed their needs. Own it: I constantly ask, "What else can i do to achieve our aheees
results?" and refuse to blame others. Live it: I help people get, stay and live well. " a e .,

pnarmacy. Also, 
to remind team to 
do the same.
Reminded store

Summary

everyday.Be
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0.00/0.00 0.00

Overall Visit Notes:
Issues to share with District Team

None 0.00/0.00 0.00

None 0.00/0.00 0.00
None 0.00/0.00 0.00
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1 0.00
i 0.00

1 0.00/0.00
| 0.00/0.00

manager and 
RxM to start 
memorizing 
cultural beliefs 
and to associate 
them with some 
experiences 
within the 
pharmacy. Also, 
to remind team to 
do the same.

Q1 73 Do you have anything to share with the CL? Use the comment box below to document.
Q166 Additional comments:

Q172 What feedback do you have for me around our cultural beliefs?

0128 Do you have anything to discuss with District Team at the next meeting?Use the comment box 
* " below to document.

Summary
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Store Walk Summary : Pharmacy Supervisor Walk FY13 v2 09886 - Jesus Jimenez,MGR

Participant: Ronda J Lowe, Calvin Chan, Tommy Chan

Auditor Role : Corporate View Only

Auditor Department: Area

Response Date : Fri 02/08/2013 12:00 Central Standard Time

Questionnaire Comments Points/Total Score(%)

0.0/0.0 0.0

YES 0.00/0.00 0.00

0.00/0.00 0.00

NA 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Other (Programs Unique to Store)

Other 0.00/0.00 0.00

0.00/0.00 0.00

Planning Process

YES 0.00/0.00 0.00

0.00/0.00 0.00

YES 0.00

YES 0.00/0.00 0.00

0.00/0.00 0.00

Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports 0.00/0.00 0.00

Q61 Are there Issues with any of our third party plans? 0.00/0.00 0.00

Pharmacy Operations

0.00/0.00 0.00
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10.00/0.00

| 0.00/0.00

0.00
0.00

| 0.00
| 0.00

I 0.00 
| 0.00

| 0.00
| 0.00

0.00/0.00

0.00/0.00

| 0.00/0.00

| 0.00/0.00

Fri 02/08/2013 
12:00 Central 
Standard Time

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2 
Question
Operating Statements

There was 1 
CMR for $70. 
MTM can 
improve. Showed 
improvement in 
NTT= 67%.

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

Continue training 
desginated hitter 
for IC3 calls.
70/30 Is the goal 
for part/full time.

Workflow chart 
has been made 
to help with 
VBPT. Started 
MD detail this 
month.
Reminded RxM 
to place broken 
pilis/expired 
meds in

Inventory over 
11K

Average 90-day 
adjusted scripts, 
Rx days of supply 
Great 
improvement in 
scorecard.
Everything green 
except average 
90 day adjusted 
script was yellow.

Balance rewards
Currently at 
7%/3%.
Improvement is 
needed.

SFGH 340B plan 
Issues with test 
strips.

'Sales 'Work-flow 'Marketing 'Pharmacy Condition 
'Loss Prevention 'Inventory 'Productivity (Pholmometer) 

Q145 'Payroll 'Quality 'Customer Service 'Buyout Opportunities

I 0.00 
| 0.00

Actions to Improve on above area:Ask the manager where Is their biggest opportunity?Ask the 
046 manager what is their way forward (action plan) to Improve this area?Verify that these action 
*" " steps are correct .Discuss with RXM (when available) Document the action steps in the comment 

box below.

Pharmacy
Pharmacy checklist items

is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per policy.Ensure all pharmacists have access to the state's PDMP website
(state specific).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

DEg Is the store actively promoting company initiatives? Examples of area may include but not limited 
to the following: 'MTM 'PSC cards 'Vaccinations 'Health tests 'Flavoring '90 Day

Q137 If yes, please explain which initiatives the store is promoting and how. If no, please explain why.

Please select 1 area where the store has the largest area of opportunityUse GROW to coach to 
‘ these areas with the RxM and/or Store Manager

Actions to Improve on above area:Ask the manager where Is their biggest opportunlty?Ask the 
manager what is their way forward (action plan) to Improve this area?Are they currently taking 

" action on these areas of opportunities? Verify that these action steps are correct. Discuss with
RXM (when avallable).Document the action steps in the comment box below.

I 0.00

I 0.00

Please select 1-2 of the stores biggest areas of opportunityUse GROW to coach to these areas 
— with the RXM and/or MGR

I 0.00/0.00
I 0.00/0.00

10.00/0.00

| 0.00/0.00

10.00/0.00
| 0.00/0.00

How are you progressing with pharmacy workforce plannlng?Are they appropriately using a 
designated hltter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 

w ' • anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 
using your budgeted hours (over/under)?

246 Review the store manager's daily task list and verify that they are including pharmacy items on 
W1os the list.

Has the store manager analyzed and reviewed their most recent operating statement with the 
‘ " RXM? When available, ask the RXM what they learned from the operating statement?

List the highest opportunity and ask the manager what Is their way forward (action plan) to 
improve this area?Ask the manager, where do they see their biggest opportunlty?Verify that these 

Q63 action steps are correct.lf not, use GROW to coach them in the right direction of where they 
should focus.Discuss with RXM (when avallable).Document the action steps in the comment box 
below.

6163 If this area was discussed in previous walks, are they following through on the way forward 
' (action plan) they committed to?- Document your conversation in the comment box below.

IMPROVE Scorecard

0.00/0,00

Summary
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Strengths and opportunities:

0.00/0.00 0.00

YES 4 cores, cultural beliefs 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Ask a team member: Did a b minute meeting happen today? If so, what did you cover?

0.00/0.00 0.00

0.00/0.00 0.00

0.00

0.00/0.00 0.00
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0.00/0.00

0.00/0.00

Performance Management
Performance management

Hired a new 
UCSF intern 2 
months ago

0.00/0.00

0.00/0.00
0.00
0.00

Talk to me about any of your new hires or newly promoted team members in pharmacy? (If none 
type n/a).

'Generic Vendor Buys '90 Day Efficiency *MTM Third Party Plan Issues 
'Competition Transfer Logs * Deletes
'Exception Queue Management Issues

hazardous 
wastes container, 
and meds that 
are soon io be 
expired should 
be put away in 
salvage 
container.

RxM has 5 min 
meetings every 
other day. 
Discussed 
importance of 
daily 5 mln 
meetings to 
improve 
engagement with 
the staff and 
workflow, review 
goals, cultural 
beliefs, etc.
Discussed with 
RxM to review 
goals (staff 
should know 
goals), provide 
positive 
recognition for 
top performers 
and feedback 
from staff.

Discussed with 
RxM to hold 5min 
meetings with 
staff to talk about 
goals, provide 
feedback on 
performance, 
have time for 
staff to express 
their concerns, 
positive 
recognition on 
top performers. 
Has plan to 
provide an award 
to staff that 
provides the best 
customer service.

Please continue 
dally 5min 
meetings to 
engage team. 
Knowledge will 
help Improve 
engagement.
Has weekly one- 
on-one meetings 
with each of his 
staff. Discussed 
with RxM about 
giving feedback, 
positive 
recognition and 
goals.
Has weekly one- 
on-one meetings 
with each of his 
staff. Discussed 
with RxM about 
giving feedback, 
positive 
recognition and 
goals.

Q35 How are they doing in their new position? How did you set your expectations with them? Have 
they received all of the training that they need to be successful?lf new-hire or recently promoted 
team member Is currently working, have MGR introduce you to them.How are you onboarding 
your new hires?

Ask a few team members

Talk about your high performers.
What is being done to help develop, make them feel challenged and grow their careers?What are 

Q39 you doing to cross train and develop other team members for future roles?Verify that these are 
the correct processes. If not, use GROW to coach them in the right direction of where they should 
focus.

Ask pharmacy team members if they are given the opportunity to provide feedback to their store 
Q175 manager and/or pharmacy manager?ls the store manager and/or pharmacy manager creating 

opportunities to ask for focused feedback to drive the cultural beliefs?

Is the store manager and/or pharmacy manager, recognizing team members for doing their best 
work?ls the store manager and/or pharmacy manager, taking this opportunity to use focused 

* 4 recognition to drive the cultural beliefs?is the store manager and/or pharmacy manager 
encouraging peer to peer recognition?

037 Ask a team member: Do you know your goals for the day/week? Note the goals, analyze them 
‘ -' and then use GROW coaching as necessary.

Key corporate initiatives
0146 Has the MGR and RXM reviewed and taken action on the key corporate initiatives? Explain any 
* 4 7 areas of concern in the comment box.

Team Member Engagement
Team member engagement

Talk to various team members throughout the store about the My Walgreens/My Voice Survey: 
Have you received feedback on your my Walgreens/My Voice survey? Have you participated in 

_ creating an effective way forward (action plan)? Please note the action steps are an on-going 
‘ - process and can be updated in TMP at any time.Are you making progress on the goals you set?

Is the store using the engagement flip chart monthly? (Including the team GROW sesslon)Add 
any GROW coaching comments you may have, to drive employee engagement.

026 What type of feedback are you hearing? What have you changed or implemented because of 
20 them?Verify that the pharmacy team Is participating in all five minute meetlngs.ls a five-minute

meeting taking place everyday? Is the store manager taking this opportunity to use focused 
storytelling to drive the cultural beliefs?

Summary
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been provided?What steps have you taken to improve performance? (e.g., verbal, written or have time for
performance improvement plan).What are the next steps if they fall to lmprove?Are you using the staff to expressQ40 0.00/0.00 0.00

NO 0.00/0.00 0.00

0.00/0.00 0.00

Q115 Pharmacy waiting area condition 0.00/0.00 0.00

Q116 Pharmacy condition 0.00/0.00 0.00
(2)

Q11/ Building Rx sales 0.00/0.00 0.00

Q118 Team Member Engagement 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00
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0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00
0.00

Please Rate the Following on a 1-5 Scale (with 5 being Outstanding) 
Theme

GROW coaching method for engagement?Verlfy that these are the correct processes. If not, use 
GROW to coach them in the right direction of where they should focus. Document your 
conversation in the comment box below.

(3) Achieving 
ExpectationsPro 
moting 
immunizationsAc 
tively calling on 
MTMsPromoting 
health tests and 
related 
servicesMaking 
adherence calls 
on regular basis
(3) Achieving 
ExpectationsTea 
m member 
actively working 
with customer or 
scrlptFrlendly/per 
sonable/smile
(3) Achieving 
ExpectationsMos 
t team members 
smile or make 
eye contactMost 
customers are 
welcomed to our 
store, offered 
proactive 
assistance and 
thanked for 
shopping with us

RxM's goal Is to 
work on 
developing the 
team and to 
make self more 
approachable 
and available to 
the team to 
enhance 
dialogue and 
feedback.

(3) Achieving 
ExpectationsMini 
mal mylars 
missingEffective 
MerchandisingW 
aiting area 
cleanin/out- 
window clutter 
freeVaccination 
area ready

0.00
0.00

Discussed with
RxM to hold 5min 
meetings with 
staff to talk about 
goals, provide 
feedback on

Talk about your low performers. What type of GROW coaching and development plans have they performance,

Discuss the RXM's personal development goals with the store manager, unless RXM Is available: 
Q86 What steps have you made in order to achieve these goals?Are you on track to complete these 

goals?ln which areas are you finding to be more challenging or may need some assistance?

Customer Experience: Providing genuine and friendly service; greeting and welcoming our 
Q119 customers/patients; proactively offering assistance to our customers/patients and thanking our 

customers/patients for shopping with us

Have you documented the challenges with your low performers? Do you have a record of 
discussion on file?Verify that these are the correct processes. If not, coach them in the right 

Q108 direction of where they should focus. If you have started the discipline process, has it been 
documented in the Talent Management Portal (TMP)?If the discipline has not been documented, 
please explain why.Document your conversation in the comment box below.

their concerns, 
positive 
recognition on 
top performers. 
Has plan to 
provide an award 
to staff that 
provides the best 
customer service.

Pharmacy Manager Core Competencies:
Please comment on each of the core competency areas as appropriate.

Operatlons/Business LeadershipAnalyzes work-related problems and identifies sustainable 
Q159 solutions in a timely manner. Takes accountability for self and others actions to achieve business 

results.
RxM wants to 
focus on being

0160 People LeadershipEncourages an atmosphere of open two-way communication. Shows mutual more strict with 
* "' respect while promoting and developing a diverse and inclusive team. staff to improve

performance/gro

Summary
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0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Q164 Functional CompetencyEmpowers othersPromotes pharmacy 0.00/0.00 0.00

Cultural Beliefs 0.00/0.00 0.00
Cultural Beliefs 0.00/0.00 0.00

0.00/0.00 0.00

Q172 What feedback do you have for me around our cultural beliefs? 0.00/0.00 0.00

Overall Visit Notes: 0.00/0.00 0.00

Issues to share with District Team 0.00/0.00 0.00

None 0.00/0.00 0.00

None
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Q173 Do you have anything to share with the CL? Use the comment box below to document.
Q166 Additional comments:

0.00/0.00
0.00/0.00

Teaching Becky 
MTM and having 
her take 
responsibility for 
the store.

0.00
0.00

Discussed with 
RxM to have staff 
memorize 
cultural beliefs 
and come up 
with examples for 
each.
Be bold: RxM 
started MTM 
detailing

Give an example of how the store Is demonstrating our cultural beliefs. Be One: I know what 
Walgreens must deliver and I align my dally action with others to make it happen. Be Real: I am 
open, honest and respectful in my words and actions everyday.Be Bold: I demonstrate courage 

Q171 in everything I do to create the future of Walgreens. Build Trust: I listen, seek to understand and 
always assume positive intent. Love Customers: I engage with customers and passionately 
Innovate to exceed their needs. Own it: I constantly ask, "What else can I do to achieve our 
results?" and refuse to blame others. Live it: I help people get, stay and live well.

0128 Do you have anything to discuss with District Team at the next meeting?Use the comment box 
• 0 below to document.

wth with staff.
Strategic LeadershipAdjusts behavior in response to new information or changing circumstances. Started MD 

Q161 Works effectively in unstructured or dynamic environments. Identifies areas where future change detailing to grow
Initiatives are required. the business.

0169 Customer LeadershipAnticipates and responds to customer needs.Maintains ethical boundaries Rx delight scores
* and confidentiality in all internal and external customer interactions. are improving

Healthy, Happy, and Creating Value Togetheris fully engaged and inspires engagement in
Q163 others. Promotes wellness in the workplace.Demonstrates commitment to creating value for the

Company.

Summary

everyday.Be
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Store Walk Summary : Pharmacy Supervisor Walk FY13 v2 02866 - Bonnie Wong,MGR

Participant: Ronda J Lowe, Christina Song, Shirley Huang

Auditor Role : Corporate View Only

Auditor Department: Area

Response Date : Fri 02/08/2013 14:00 Central Standard Time

Questionnaire Comments Points/Total Score(%)

0.0/0.0 0.0

YES 0.00/0.00 0.00

Rx Sales 0.00/0.00 0.00

NA 0.00/0.00 0.00

Q96 0.00/0.00 0.00

Q97 0.00/0.00 0.00

Other (Programs Unique to Store)

Not Applicable 0.00/0.00 0.00

n/a 0.00/0.00 0.00

Q169 YES 0.00/0.00 0.00

Q170 0.00/0.00 0.00

YES 0.00/0.00 0.00

YES 0.00/0.00 0.00

Q137 If yes, please explain which initiatives the store is promoting and how. If no, please explain why. 0.00/0.00 0.00

Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports 0.00/0.00 0.00

0.00

0.00/0.00 0.00

0.00/0.00

YES 0.00/0.00 0.00

WAGCASF00600798
CONFIDENTIAL

WAG-MDL-03098.00043

10.00/0.00

| 0.00/0.00

I 0.00
I 0.00

| 0.00/0.00
| 0.00/0.00

0.00
0.00

| 0.00
I 0.00

| 0.00
| 0.00

0.00
0.00

I 0.00

| 0.00

Fri 02/08/2013 
14:00 Central 
Standard Time

| 0.00/0.00

| 0.00/0.00

Community 
outreach

Average 90-day 
adjusted scripts

| 0.00/0.00
I 0.00/0.00

Need tech 
coverage to 
replace Kelvin

I 0.00/0.00
| 0.00/0.00

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2 
Question
Operating Statements

4 Cores, GFD, Cultural
Beliefs

Balance
Rewards
Continue to focus 
on Sig
Codes/Drug 
Codes. Review 
with techs weekly
none

Strengths: 
Payroll, workflow 
Opportunity: 
MTM

Q61 Are there Issues with any of our third party plans?
Pharmacy Operations

Review the store manager's daily task list and verify that they are Including pharmacy Items on 
the list.
How are you progressing with pharmacy workforce planning?Are they appropriately using a 
designated hltter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 
anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 
using your budgeted hours (overlunder)?

Please select 1-2 of the stores biggest areas of opportunityUse GROW to coach to these areas 
with the RXM and/or MGR
Actions to Improve on above area:Ask the manager where is their biggest opportunlty?Ask the 
manager what Is their way forward (action plan) to improve this area?Are they currently taking 
action on these areas of opportunities? Verify that these action steps are correct.Discuss with 
RXM (when available).Document the action steps in the comment box below.

"Sales "Work-How "Marketing "Pharmacy Condition
"Loss Prevention "Inventory "Productivity (Pholmometer)

Q145 "Payroll "Quality "Customer Service "Buyout Opportunities
"Generic Vendor Buys *90 Day Efficiency "MTM "Third Party Plan Issues
"Competition "Transfer Logs " Deletes
"Exception Queue Management Issues

1 0.00

I 0.00

Pharmacy
Pharmacy checklist items

Is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per policy.Ensure all pharmacists have access to the state's PDMP website 
(state specific).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

-co Is the store actively promoting company initiatives? Examples of area may include but not limited 
to the following: "MTM "PSC cards "Vaccinations "Health tests "Flavoring "90 Day

Strengths and opportunities:
Key corporate initiatives
0146 Has the MGR and RXM reviewed and taken action on the key corporate initiatives? Explain any 
*42 areas of concern in the comment box.

Team Member Engagement
Team member engagement

Confidential

| 0.00/0.00

| 0.00/0.00

I 0.00

027 Please select 1 area where the store has the largest area of opportunityUse GROW to coach to 
these areas with the RxM and/or Store Manager
Actions to Improve on above area:Ask the manager where Is their biggest opportunlty?Ask the 

046 manager what is their way forward (action plan) to improve this area?Verify that these action 
*" " steps are correct Discuss with RXM (when available) Document the action steps in the comment 

box below.
Planning Process

Has the store manager analyzed and reviewed their most recent operating statement with the 
‘ " RXM? When available, ask the RXM what they learned from the operating statement?

List the highest opportunity and ask the manager what is their way forward (action plan) to 
improve this area?Ask the manager, where do they see their biggest opportunlty?Verify that these 

Q63 action steps are correct.lf not, use GROW to coach them in the right direction of where they 
should focus.Discuss with RXM (when avallable).Document the action steps in the comment box 
below.

6163 If this area was discussed in previous walks, are they following through on the way forward 
' (action plan) they committed to?- Document your conversation in the comment box below.

IMPROVE Scorecard

0.00/0.00
I 0,00/0.00

| 0.00/0.00

Summary
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Q34 0.00/0.00 0.00

Q174 0.00/0.00 0.00

0.00/0.00 0.00

no new hires 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

NO 0.00/0.00 0.00

Team building 0.00/0.00 0.00

0.00

Q115 Pharmacy waiting area condition 0.00/0.00 0.00

Q116 Pharmacy condition 0.00/0.00 0.00

Q117 Building Rx sales 0.00/0.00 0.00

0.00/0.00 0.00

WAGCASF00600799
CONFIDENTIAL

WAG-MDL-03098.00044

Action plan for 
improvement for 
low performers

0.00/0.00

0.00/0.00
0.00
0.00

Talk to various team members throughout the store about the My Walgreens/My Voice Survey: 
Have you received feedback on your my Walgreens/My Voice survey? Have you participated in 
creating an effective way forward (action plan)? Please note the action steps are an on-going 
process and can be updated in TMP at any time.Are you making progress on the goals you set? 
Is the store using the engagement flip chart monthly? (Including the team GROW sesslon)Add 
any GROW coaching comments you may have, to drive employee engagement.

Is the store manager and/or pharmacy manager, recognizing team members for doing their best 
। work?ls the store manager and/or pharmacy manager, taking this opportunity to use focused 
‘ recognition to drive the cultural beliefs?ls the store manager and/or pharmacy manager 

encouraging peer to peer recognition?

0.00/0.00

0.00/0.00

Q118 Team Member Engagement
Confidential

Talk to me about any of your new hires or newly promoted team members in pharmacy? (If none 
type n/a).

Engagement plan 
in action

Continue to 
review goals with 
staff

Recognition on 
dally 5 min 
meetings in front 
of peers 
Open door 
policy, let team 
members feel 
free to give 
feedback.

Dally 5 min 
meetings 
occuring to 
review Rx info to 
staff

(3) Achieving 
ExpectationsMini 
mai mylars 
missingEffective 
MerchandisingW 
aiting area 
cleanin/out- 
window clutter 
freeVaccination 
area ready
(3) Achieving 
ExpectationsPro 
duct off of 
floorClear path to 
all fire exitsNo 
product in 
prohibited 
areasDPI records 
are put away
(3) Achieving 
ExpectationsPro 
moting 
ImmunlzationsAc 
tively calling on 
MTMsPromotIng 
health tests and 
related 
servicesMaking 
adherence calls 
on regular basis 
(3) Achieving 
ExpectationsTea 
m member 
actively working

Q35 How are they doing in their new position? How did you set your expectations with them? Have 
they received all of the training that they need to be successful?lf new-hire or recently promoted 
team member Is currently working, have MGR introduce you to them.How are you onboarding 
your new hires?

Ask a few team members
Ask a team member: Did a 5 minute meeting happen today? If so, what did you cover?

Ask pharmacy team members if they are given the opportunity to provide feedback to their store 
Q175 manager and/or pharmacy manager?ls the store manager and/or pharmacy manager creating 

opportunities to ask for focused feedback to drive the cultural beliefs?

Talk about your low performers. What type of GROW coaching and development plans have they 
been provlded?What steps have you taken to Improve performance? (e.g., verbal, written or 

040 performance improvement plan).What are the next steps if they fail to improve?Are you using the 
' GROW coaching method for engagement?Verify that these are the correct processes. If not, use

GROW to coach them in the right direction of where they should focus. Document your 
conversation in the comment box below.

Have you documented the challenges with your low performers? Do you have a record of 
discussion on file?Verify that these are the correct processes. If not, coach them in the right 

Q108 direction of where they should focus. If you have started the discipline process, has it been 
documented in the Talent Management Portal (TMP)?lf the discipline has not been documented, 
please explain why Document your conversation in the comment box below.

Discuss the RXM's personal development goals with the store manager, unless RXM Is available: 
Q86 What steps have you made in order to achieve these goals?Are you on track to complete these 

goals?ln which areas are you finding to be more challenging or may need some assistance?
Please Rate the Following on a 1-5 Scale (with 5 being Outstanding)
Theme

Ask a team member: Do you know your goals for the day/week? Note the goals, analyze them 
3( and then use GROW coaching as necessary.

036 What type of feedback are you hearing? What have you changed or implemented because of 
* ' them?Verify that the pharmacy team Is participating in all five minute meetings.ls a five-minute

meeting taking place everyday? Is the store manager taking this opportunity to use focused 
storytelling to drive the cultural beliefs?

Performance Management
Performance management

Talk about your high performers.
What is being done to help develop, make them feel challenged and grow their careers?What are Action plan for 

Q39 you doing to cross train and develop other team members for future roles?Verify that these are each member of 
the correct processes, if not, use GROW to coach them in the right direction of where they should staff 
focus.

Summary
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0.00/0.00 0.00

Q159 0.00/0.00 0.00

Q160 0.00/0.00 0.00

Q161 0.00/0.00 0.00

Q162 0.00/0.00 0.00

Q163 0.00/0.00 0.00

0164

0.00/0.00 0.00

Q172 What feedback do you have for me around our cultural beliefs? 0.00/0.00 0.00

Q128 0.00/0.00 0.00

none

Confidential
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0.00/0.00
0.00/0.00

| 0.00
| 0.00

0.00
0.00

Q173
Q166

| 0.00
I 0.00

0.00
| 0.00
| 0.00

0.00/0.00
0.00/0.00

0.00/0.00
0.00/0.00
0.00/0.00

Overall Visit Notes:
Issues to share with District Team

Thanks Christina 
for being Bold

Pharmacy Manager Core Competencies:
Please comment on each of the core competency areas as appropriate.

0.00/0.00
0.00/0.00

Bingo Hep B 
fundraising Is an 
example of Own 
it

Do you have anything to discuss with District Team at the next meeting?Use the comment box 
below to document.
Do you have anything to share with the CL? Use the comment box below to document.
Additional comments:

with customer or 
scriptFriendly/per 
sonable/smile
(3) Achieving 
ExpectationsMos 
t team members 
smile or make 
eye contactMost 
customers are 
welcomed to our 
store, offered 
proactive 
assistance and 
thanked for 
shopping with us

Operations/Business LeadershlpAnalyzes work-related problems and identifies sustainable 
solutions in a timely manner. Takes accountability for self and others actions to achieve business 
results.
People LeadershipEncourages an atmosphere of open two-way communication. Shows mutual 
respect while promoting and developing a diverse and inclusive team.
Strategic LeadershipAdjusts behavior in response to new information or changing circumstances. 
Works effectively In unstructured or dynamic environments. Identifies areas where future change 
initiatives are required.
Customer LeadershipAnticipates and responds to customer needs.Maintains ethical boundaries 
and confidentiality in all internal and external customer interactions.
Healthy, Happy, and Creating Value Togetheris fully engaged and inspires engagement in 
others.Promotes wellness in the workplace.Demonstrates commitment to creating value for the 
Company.
Functional CompetencyEmpowers othersPromotes pharmacy

Cultural Beliefs
Cultural Beliefs

Give an example of how the store Is demonstrating our cultural beliefs. Be One: I know what 
Walgreens must deliver and I align my daily action with others to make it happen. Be Real: I am 
open, honest and respectful in my words and actions everyday.Be Bold: I demonstrate courage 

Q171 in everything I do to create the future of Walgreens. Build Trust: I listen, seek to understand and 
always assume positive intent. Love Customers: I engage with customers and passionately 
Innovate to exceed their needs. Own it: I constantly ask, "What else can I do to achieve our 
results?" and refuse to blame others. Live it: I help people get, stay and live well.

Customer Experience: Providing genuine and friendly service; greeting and welcoming our 
Q119 customers/patients; proactively offering assistance to our customers/patients and thanking our 

customers/patients for shopping with us

Summary

everyday.Be
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Store Walk Summary : Pharmacy Supervisor Walk FY13 v2 02005 - Shu B Guan,MGR

Participant: Ronda J Lowe, Hafez Rafeh, Pure

Auditor Role : Corporate View Only

Auditor Department: Area

Response Date : Mon 02/25/2013 11:00 Central Standard Time

Questionnaire Comments Points/Total Score(%)

0.0/0.0 0.0

YES 0.00/0.00 0.00

Rx DOS, 30K
improve this area?Ask the manager, where do they see their biggest opportunity?Verify that these over goal, but

0.00/0.00 0.00

NA 0.00/0.00 0.00

Q96 0.00/0.00 0.00

0.00/0.00 0.00

Other (Programs Unique to Store)

Q27 Not Applicable 0.00/0.00 0.00

Q66 N/A 0.00/0.00 0.00

Planning Process

Q169 YES 0.00

Q170 0.00/0.00 0.00

YES 0.00

YES Dally Med 0.00/0.00 0.00

Q137 If yes, please explain which initiatives the store Is promoting and how. If no, please explain why. 0.00/0.00 0.00

Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports 0.00/0.00 0.00

0.00/0.00 0.00

WAGCASF00600803
CONFIDENTIAL

WAG-MDL-03098.00046

10.00/0.00

| 0.00/0.00

10.00/0.00

i 0.00/0.00

0.00/0.00
10.00/0.00

| 0.00/0.00

0.00
0.00

| 0.00
I 0.00

I 0.00 
| 0.00

0.00
I 0.00
| 0.00

Mon 02/25/2013 
11:00 Central 
Standard Time

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2 
Question
Operating Statements

Several 
designated 
hitters in place.

showing 
improvements, 
trending down

Focus on 
reducing Generic 
purchases from 
Cardinal. Focus

| 0.00/0.00
| 0.00/0.00

Keep asking 
customers, go 
through the list of 
customers and 
ask them to 
enroll.
6%/2% Sig 
Codes/Drug 
Codes Keep on 
top of sig codes

none

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

Q61 Are there Issues with any of our third party plans?
Pharmacy Operations

Review the store manager's daily task list and verify that they are Including pharmacy items on 
the list.
How are you progressing with pharmacy workforce planning?Are they appropriately using a 
designated hltter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 
anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 
using your budgeted hours (over/under)?

Please select 1-2 of the stores biggest areas of opportunityUse GROW to coach to these areas 
with the RXM and/or MGR

Please select 1 area where the store has the largest area of opportunityUse GROW to coach to 
these areas with the RxM and/or Store Manager
Actions to Improve on above area Ask the manager where Is their biggest opportunlty?Ask the 
manager what is their way forward (action plan) to Improve this area?Verify that these action 
steps are correct .Discuss with RXM (when available) Document the action steps in the comment 
box below.

"Sales *Work-flow "Marketing "Pharmacy Condition 
"Loss Prevention "Inventory "Productivity (Pholmometer) 

Q145 "Payroll "Quality "Customer Service "Buyout Opportunities
Confidential

Rx days of supply 
.Pharmacy 
delight
Great Scorecard, 
all GREEN. Year 
to date is Red on 
Scorecard, so 
keep focused on 
this area. Rx 
DOS, 30K over 
goal. Generic 
purchased on 
Cardinal,keep to 
a minimum.

Pharmacy
Pharmacy checklist items

is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per pollcy.Ensure all pharmacists have access to the state's PDMP website
(state specific).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

DEg Is the store actively promoting company initiatives? Examples of area may include but not limited 
‘ - to the following: "MTM "PSC cards "Vaccinations "Health tests "Flavoring "90 Day

i 0.00

I 0.00

i 0.00

| 0.00

10.00/0.00

| 0.00/0.00

Actions to Improve on above area:Ask the manager where Is their biggest opportunlty?Ask the 
manager what is their way forward (action plan) to Improve this area?Are they currently taking 

" action on these areas of opportunities? Verify that these action steps are correct. Discuss with
RXM (when avallable).Document the action steps in the comment box below.

Q63 action steps are correct.lf not, use GROW to coach them in the right direction of where they 
should focus.Discuss with RXM (when avallable).Document the action steps in the comment box 
below.

6163 If this area was discussed in previous walks, are they following through on the way forward 
' (action plan) they committed to?- Document your conversation in the comment box below.

IMPROVE Scorecard

Has the store manager analyzed and reviewed their most recent operating statement with the 
‘ " RXM? When available, ask the RXM what they learned from the operating statement?

List the highest opportunity and ask the manager what is their way forward (action plan) to

Place Refusal folder into the 
Blue controlled substance 0.00/0.00 
file box.

| 0.00/0,00
| 0.00/0.00

no Rx Items yet, but will start 0,00/0.00

Summary
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0.00/0.00 0.00

YES 0.00/0.00 0.00

Q34 0.00/0.00 0.00

Q174 0.00/0.00 0.00

0.00/0.00 0.00

no new hires 0.00/0.00 0.00

0.00/0.00 0.00

Q36 Dally Med 0.00/0.00 0.00

Q37 0.00/0.00 0.00

0.00/0.00 0.00

RxM will make a
performance improvement plan).What are the next steps if they fail to improve?Are you using the developmentQ40 0.00/0.00 0.00

NO 0.00/0.00 0.00

0.00/0.00 0.00

0.00

Q115 Pharmacy waiting area condition 0.00/0.00 0.00

Q116 Pharmacy condition 0.00/0.00 0.00

Confidential
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Goal: 1 Daily
Med per week

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

RxM will make a 
development 
plan for each 
tech and RPH

0.00/0.00

0.00/0.00

Please Rate the Following on a 1-5 Scale (with 5 being Outstanding) 

Theme

'Generic Vendor Buys '90 Day Efficiency *MTM Third Party Plan Issues 
'Competition Transfer Logs * Deletes
'Exception Queue Management Issues

What type of feedback are you hearing? What have you changed or implemented because of 
them?Verify that the pharmacy team Is participating in all five minute meetlngs.ls a five-minute 
meeting taking place everyday? is the store manager taking this opportunity to use focused 
storytelling to drive the cultural beliefs?
Ask a team member: Do you know your goals for the day/week? Note the goals, analyze them 
and then use GROW coaching as necessary.

plan for each 
staff

0.00
0.00

Talk to various team members throughout the store about the My Walgreens/My Voice Survey: 
Have you received feedback on your my Walgreens/My Voice survey? Have you participated in 
creating an effective way forward (action plan)? Please note the action steps are an on-going 
process and can be updated in TMP at any time.Are you making progress on the goals you set? 
Is the store using the engagement flip chart monthly? (Including the team GROW sesslon)Add 
any GROW coaching comments you may have, to drive employee engagement.

Is the store manager and/or pharmacy manager, recognizing team members for doing their best 
work?ls the store manager and/or pharmacy manager, taking this opportunity to use focused 

' recognition to drive the cultural bellefs?ls the store manager and/or pharmacy manager 
encouraging peer to peer recognition?

Use Dally 5 Mln 
Meeting to 
recognizing

Flip Chart up and 
running. Get 
more staff to 
place comments

0.00

Talk to me about any of your new hires or newly promoted team members in pharmacy? (If none 
type n/a).

GROW coaching method for engagement?Verify that these are the correct processes. If not, use 
GROW to coach them in the right direction of where they should focus. Document your 
conversation in the comment box below.

Have you documented the challenges with your low performers? Do you have a record of 
discussion on file?Verify that these are the correct processes. If not, coach them in the right

on increasing 90 
days VBPT and 
AWT

Staff is 
encourage to 
give feedback 
dally Staff RPH, 
Sint is in charge 
of chargebacks.

(3) Achieving
ExpectationsMini 
mal mylars 
missingEffective 
MerchandisingW 
aiting area 
cleanin/out- 
window clutter 
freeVacdnation 
area ready 
(3) Achieving 
ExpectationsPro 
duct off of 
floorClear path to 
all fire exitsNo 
product in 
prohibited 
areasDPI records 
are put away 
(3) Achieving

cultural beliefs, 4 cores, 
GFD

Q35 How are they doing in their new position? How did you set your expectations with them? Have 
they received all of the training that they need to be successful?If new-hire or recently promoted 
team member Is currently working, have MGR introduce you to them.How are you onboarding 
your new hires?

Ask a few team members

Ask a team member: Did a 5 minute meeting happen today? If so, what did you cover?

Performance Management
Performance management

Talk about your high performers.
What is being done to help develop, make them feel challenged and grow their careers?What are 

Q39 you doing to cross train and develop other team members for future roles?Verify that these are 
the correct processes. if not, use GROW to coach them in the right direction of where they should 
focus.
Talk about your low performers. What type of GROW coaching and development plans have they 
been provlded?What steps have you taken to Improve performance? (e.g., verbal, written or

Ask pharmacy team members if they are given the opportunity to provide feedback to their store 
Q175 manager and/or pharmacy manager?ls the store manager and/or pharmacy manager creating 

opportunities to ask for focused feedback to drive the cultural beliefs?

Q108 direction of where they should focus. If you have started the discipline process, has it been 
documented in the Talent Management Portal (TMP)?If the discipline has not been documented, 
please explain why Document your conversation in the comment box below.

Strengths and opportunities:
Key corporate initiatives
0146 Has the MGR and RXM reviewed and taken action on the key corporate initiatives? Explain any 

' 7 areas of concern in the comment box.

Team Member Engagement
Team member engagement

Time
Discuss the RXM's personal development goals with the store manager, unless RXM Is available: yansenept 

Q86 What steps have you made in order to achieve these goals?Are you on track to complete these cel.ae, * .k
goals?ln which areas are you finding to be more challenging or may need some assistance? 1700284 oae

customers

Summary
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Q11/ Building Rx sales 0.00/0.00 0.00

Q118 Team Member Engagement 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

positive

0.00/0.00 0.00none

none
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0.00/0.00
0.00/0.00

0.00
0.00

RxM will review 
competencies

Start memorizing 
cultural beliefs 
and 2016 Goals 
for the company

0.00/0.00

0.00/0.00

0.00/0.00
0.00/0.00

0.00/0.00

0.00
0.00

0.00/0.00
0.00/0.00

0.00/0.00

ExpectationsPro 
moting
immunizationsAc 
ti vely calling on 
MTMsPromotIng 
health tests and 
related 
servicesMaking 
adherence calls 
on regular basis
(3) Achieving 
ExpectationsTea 
m member 
actively working 
with customer or 
scriptFriendly/per 
sonable/smile
(3) Achieving 
ExpectationsMos 
t team members 
smile or make 
eye contactMost 
customers are 
welcomed to our 
store, offered 
proactive 
assistance and 
thanked for 
shopping with us

0.00
0.00
0.00

Customer Experience: Providing genuine and friendly service; greeting and welcoming our 
Q119 customers/patients; proactively offering assistance to our customers/patients and thanking our 

customers/patients for shopping with us

0.00
0.00
0.00

Pharmacy Manager Core Competencies:
Please comment on each of the core competency areas as appropriate.

Operations/Business LeadershipAnalyzes work-related problems and identifies sustainable 
Q159 solutions in a timely manner. Takes accountability for self and others actions to achieve business 

results.
0160 People LeadershipEncourages an atmosphere of open two-way communication. Shows mutual 
' ' respect while promoting and developing a diverse and inclusive team.

Strategic LeadershipAdjusts behavior in response to new information or changing circumstances. 
Q161 Works effectively in unstructured or dynamic environments. Identifies areas where future change 

initiatives are required.
0162 Customer LeadershipAnticipates and responds to customer needs.Maintains ethical boundaries 

' and confidentiality in all internal and external customer interactions.
Healthy, Happy, and Creating Value Togetheris fully engaged and inspires engagement in 

Q163 others.Promotes wellness in the workplace.Demonstrates commitment to creating value for the
Company.

Q164 Functional CompetencyEmpowers othersPromotes pharmacy
Cultural Beliefs
Cultural Beliefs

Give an example of how the store is demonstrating our cultural beliefs. Be One: I know what 
Walgreens must deliver and I align my dally action with others to make it happen. Be Real: I am 
open, honest and respectful in my words and actions everyday.Be Bold: I demonstrate courage 

Q171 in everything I do to create the future of Walgreens. Build Trust: I listen, seek to understand and 
always assume positive intent. Love Customers: I engage with customers and passionately 
Innovate to exceed their needs. Own it: I constantly ask, "What else can I do to achieve our 
results?" and refuse to blame others. Live It: I help people get, stay and live well.

Q172 What feedback do you have for me around our cultural beliefs?
Overall Visit Notes:
Issues to share with District Team

0128 Do you have anything to discuss with District Team at the next meeting?Use the comment box 
‘ " below to document.

Q173 Do you have anything to share with the CL? Use the comment box below to document.
Q166 Additional comments:

Summary

everyday.Be
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Store Walk Summary : Pharmacy Supervisor Walk FY13 v2 03869 - Eugene Wong,MGR

Participant: Ronda J Lowe, Michael Haag, Luong Thal

Auditor Role : Corporate View Only

Auditor Department: Area

Response Date : Sat 02/23/2013 10:00 Central Standard Time

Questionnaire Points/Total Score(%)

0.0/0.0 0.0

YES 0.00

0.00/0.00 0.00

NA 0.00/0.00 0.00

Q96 0.00/0.00 0.00

0.00/0.00 0.00

Other (Programs Unique to Store)

Q27 HIV 0.00/0.00 0.00

Q66 0.00/0.00 0.00

Planning Process

YES 0.00/0.00 0.00

0.00/0.00 0.00

YES 0.00/0.00 0.00

YES Dally Med 0.00/0.00 0.00

Q137 If yes, please explain which initiatives the store Is promoting and how. If no, please explain why. 0.00/0.00 0.00

Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports 0.00/0.00 0.00
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10.00/0.00

| 0.00/0.00

I 0.00
I 0.00

0.00
| 0.00
I 0.00

0.00
0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00
0,00/0.00

0.00/0.00

MTM: none for 6 
months Simpson

Good January, Rxs 
customers are returning, ESI 0.00/0.00 
recapture 61.7%

Keep working 
HIV customers 
on adherence 
and sync of Rxs

Sat 02/23/2013
10:00 Central 
Standard Time

GFD folder In Blue
Controlled Substance Box

RxDOS,
Inventory 50K

| 0.00/0.00
| 0.00/0.00

Make it a daily task to 
Include Rx Items to help 
train and develop assistant 
mgr and store manager in 
Rx Issues.

Please select 1-2 of the stores biggest areas of opportunityUse GROW to coach to these areas 
with the RXM and/or MGR

Asking 
customers at 
consultation and 
out window.
Great job, top 4 
techs in district 
for sig codes

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2 
Question
Operating Statements

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

Keep developing 
more FE 
employees in Rx 
to operate out- 
window.

| 0.00/0.00
i 0.00/0.00

Please select 1 area where the store has the largest area of opportunityUse GROW to coach to 
these areas with the RxM and/or Store Manager
Actions to Improve on above area Ask the manager where Is their biggest opportunlty?Ask the 
manager what is their way forward (action plan) to Improve this area?Verify that these action 
steps are correct .Discuss with RXM (when available) Document the action steps in the comment 
box below.

Q61 Are there Issues with any of our third party plans?
Pharmacy Operations

Rx days of supply 
.Pharmacy 
delight
Rx Inventory over 
50K Get more 
customers to take 
the survey, to 
help Improve Rx 
Delight.
Decrease VBPT 
and AWT to 
improve Rx 
Delight score

"Sales "Work-flow "Marketing "Pharmacy Condition 
"Loss Prevention "Inventory "Productivity (Pholmometer)

Confidential

Actions to improve on above area:Ask the manager where Is their biggest opportunlty?Ask the 
manager what Is their way forward (action plan) to Improve this area?Are they currently taking 

' " action on these areas of opportunities? Verify that these action steps are correct. Discuss with
RXM (when avallable).Document the action steps in the comment box below.

Review the store manager's dally task list and verify that they are including pharmacy items on 
w1o3 the list.

I 0.00

I 0.00

How are you progressing with pharmacy workforce plannlng?Are they appropriately using a 
designated hltter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 

- anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 
using your budgeted hours (over/under)?

64147 Has the store manager analyzed and reviewed their most recent operating statement with the 
• RXM? When available, ask the RXM what they learned from the operating statement?

I 0.00

I 0.00

I 0.00
I 0.00

Pharmacy
Pharmacy checklist items

Is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per policy.Ensure all pharmacists have access to the state's PDMP website
(state specific).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

Is the store actively promoting company initiatives? Examples of area may Include but not limited 
‘ - to the following: "MTM "PSC cards "Vaccinations "Health tests "Flavoring "90 Day

List the highest opportunity and ask the manager what is their way forward (action plan) to 
improve this area?Ask the manager, where do they see their biggest opportunlty?Verify that these 

Q63 action steps are correctIf not, use GROW to coach them in the right direction of where they 
should focus.Discuss with RXM (when avallable).Document the action steps in the comment box 
below.

6163 If this area was discussed in previous walks, are they following through on the way forward 
' (action plan) they committed to?- Document your conversation in the comment box below.

IMPROVE Scorecard

Comments

Summary
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Q145 'Payroll 'Quality 'Customer Service 'Buyout Opportunities 0.00/0.00 0.00

0.00/0.00 0.00

YES 0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

no new hires 0.00/0.00 0.00

0.00/0.00 0.00

Q36 Cultural Beliefs 0.00/0.00 0.00

Q37 0.00/0.00 0.00

Talk about your high performers.

0.00/0.00 0.00

focus.

0.00/0.00 0.00

NO 0.00/0.00 0.00

0.00/0.00 0.00

0.00

Q115 Pharmacy waiting area condition 0.00/0.00 0.00

Q116 Pharmacy condition 0.00/0.00 0.00

Confidential
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Performance Management
Performance management

Communication 
with staff and 
drive for results

continue on
making a

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

NTT reached 
Simpson: MTM

2016 Goals:
130B, 9B, 8B

0.00/0.00

0.00/0.00

'Generic Vendor Buys '90 Day Efficiency 'MTM 'Third Party Plan Issues 
'Competition Transfer Logs * Deletes
'Exception Queue Management Issues

What type of feedback are you hearing? What have you changed or implemented because of 
them?Verify that the pharmacy team Is participating in all five minute meetlngs.ls a five-minute 
meeting taking place everyday? Is the store manager taking this opportunity to use focused 
storytelling to drive the cultural beliefs?
Ask a team member: Do you know your goals for the day/week? Note the goals, analyze them 
and then use GROW coaching as necessary.

0.00
0.00

continue on 
making a 
development 
plan or each tech 
and rph

Flip Charl up and 
implemented.
Have 5 min 
meeting in Rx to 
explain the 
program to all 
employees.
During 5 mln 
meetings is a 
good time to 
recognize 
employees 
Yes, during 
weekly meetings. 
Stride for Dally, 
not weekly.

0.00

Talk to me about any of your new hires or newly promoted team members in pharmacy? (If none 
type n/a).

Cultural Beliefs, 4 cores, 
goals

will now take 
ownership for 
MTM

(3) Achieving
ExpectationsMini 
mal mylars 
missingEffective 
MerchandisIngW 
aiting area 
cleanin/out- 
window clutter 
freeVacdnation 
area ready 
(3) Achieving 
ExpectationsPro 
duct off of 
floorClear path to 
all fire exitsNo 
product in 
prohibited 
areasDPI records 
are put away 
(3) Achieving

Q35 How are they doing in their new position? How did you set your expectations with them? Have 
they received all of the training that they need to be successful?If new-hire or recently promoted 
team member Is currently working, have MGR introduce you to them.How are you onboarding 
your new hires?

Ask a few team members
Ask a team member: Did a 5 minute meeting happen today? If so, what did you cover?

Ask pharmacy team members if they are given the opportunity to provide feedback to their store 
Q175 manager and/or pharmacy manager?ls the store manager and/or pharmacy manager creating 

opportunities to ask for focused feedback to drive the cultural beliefs?

Talk about your low performers. What type of GROW coaching and development plans have they 
been provlded?What steps have you taken to Improve performance? (e.g., verbal, written or 

040 performance improvement plan).What are the next steps if they fail to improve?Are you using the 
* GROW coaching method for engagement?Verify that these are the correct processes. If not, use 

GROW to coach them in the right direction of where they should focus. Document your 
conversation in the comment box below.

Have you documented the challenges with your low performers? Do you have a record of 
discussion on file?Verify that these are the correct processes. If not, coach them in the right 

Q108 direction of where they should focus. If you have started the discipline process, has it been 
documented in the Talent Management Portal (TMP)?if the discipline has not been documented, 
please explain why.Document your conversation in the comment box below.

Discuss the RXM's personal development goals with the store manager, unless RXM is available: 
Q86 What steps have you made in order to achieve these goals?Are you on track to complete these 

goals?ln which areas are you finding to be more challenging or may need some assistance?
Please Rate the Following on a 1-5 Scale (with 5 being Outstanding)

Theme

Is the store manager and/or pharmacy manager, recognizing team members for doing their best 
work?ls the store manager and/or pharmacy manager, taking this opportunity to use focused 

4 recognition to drive the cultural beliefs?ls the store manager and/or pharmacy manager 
encouraging peer to peer recognition?

Talk to various team members throughout the store about the My Walgreens/My Voice Survey: 
Have you received feedback on your my Walgreens/My Voice survey? Have you participated in 
creating an effective way forward (action plan)? Please note the action steps are an on-going 

* ‘ T process and can be updated in TMP at any time.Are you making progress on the goals you set?
Is the store using the engagement flip chart monthly? (Including the team GROW sesslon)Add 
any GROW coaching comments you may have, to drive employee engagement.

Strengths and opportunities:
Key corporate Initiatives
0146 Has the MGR and RXM reviewed and taken action on the key corporate initiatives? Explain any 

' 7 areas of concern in the comment box.

Team Member Engagement
Team member engagement

What Is being done to help develop, make them feel challenged and grow their careers?What are development 
Q39 you doing to cross train and develop other team members for future roles?Verify that these are plan or each tech 

the correct processes. if not, use GROW to coach them in the right direction of where they should and rph Laura:

Summary
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Q11/ Building Rx sales 0.00/0.00 0.00

Q118 Team Member Engagement 0.00/0.00 0.00

0.00/0.00 0.00

Operations/Business LeadershipAnalyzes work-related problems and identifies sustainable
Q159 solutions in a timely manner. Takes accountability for self and others actions to achieve business work on different 0.00/0.00 0.00

results.

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Q1 72 What feedback do you have for me around our cultural beliefs? 0.00/0.00 0.00

0.00/0.00 0.00none

none
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0.00/0.00
0.00/0.00

0.00
0.00

Store Manager 
will review with 
RxM monthly and

Pharmacy Manager Core Competencies:
Please comment on each of the core competency areas as appropriate.

0.00/0.00

0.00/0.00

0.00/0.00

0.00/0.00

Techs and RPH 
are memorizing

0.00
0.00

0.00
0.00

0.00/0.00
0.00/0.00

0.00/0.00

areas where 
Improvement Is 
needed.

ExpectationsPro 
moting 
immunizationsAc 
tiveiy calling on 
MTMsPromotIng 
health tests and 
related 
servicesMaking 
adherence calls 
on regular basis 
(3) Achieving 
ExpectationsTea 
m member 
actively working 
with customer or 
scriptFriendly/per 
sonable/smile 
(3) Achieving 
ExpectationsMos 
t team members 
smile or make 
eye contactMost 
customers are 
welcomed to our 
store, offered 
proactive 
assistance and 
thanked for 
shopping with us

0.00
0.00
0.00

Customer Experience: Providing genuine and friendly service; greeting and welcoming our 
Q119 customers/patients; proactively offering assistance to our customers/patients and thanking our

customers/patients for shopping with us

Overall Visit Notes:
Issues to share with District Team

0128 Do you have anything to discuss with District Team at the next meeting?Use the comment box 
‘ " below to document.

Q173 Do you have anything to share with the CL? Use the comment box below to document.
Q166 Additional comments:

0160 People LeadershipEncourages an atmosphere of open two-way communication. Shows mutual 
respect while promoting and developing a diverse and inclusive team.
Strategic LeadershipAdjusts behavior in response to new information or changing circumstances.

Q161 Works effectively in unstructured or dynamic environments, identifies areas where future change 
initiatives are required.

0162 Customer LeadershipAnticipates and responds to customer needs.Maintains ethical boundaries 
' and confidentiality in all internal and external customer interactions.

Healthy, Happy, and Creating Value Togetheris fully engaged and inspires engagement in
Q163 others.Promotes wellness in the workplace.Demonstrates commitment to creating value for the 

Company.
Q164 Functional CompetencyEmpowers othersPromotes pharmacy
Cultural Beliefs
Cultural Beliefs

Give an example of how the store is demonstrating our cultural beliefs. Be One: I know what 
Walgreens must deliver and I align my dally action with others to make it happen. Be Real: I am 
open, honest and respectful in my words and actions everyday.Be Bold: I demonstrate courage _ t cieeon

Q171 In everything I do to create the future of Walgreens. Build Trust: I listen, seek to understand and ondMtM P '
always assume positive intent. Love Customers: i engage with customers and passionately * ‘ 
Innovate to exceed their needs. Own it: I constantly ask, "What else can I do to achieve our 
results?" and refuse to blame others. Live it: I help people get, stay and live well.

Summary

everyday.Be
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Store Walk Summary : Pharmacy Supervisor Walk FY13 v2 06557 - Janet Shaw,MGR

Participant: Ronda J Lowe, Ted Woo, Reed Kalna

Auditor Role : Corporate View Only

Auditor Department: Area

Response Date : Mon 02/11/2013 10:00 Central Standard Time

Questionnaire Comments Points/Total Score(%)

0.0/0.0 0.0

YES 0.00/0.00 0.00

0.00/0.00 0.00

YES 0.00

Q96 0.00/0.00 0.00

0.00/0.00 0.00

Other (Programs Unique to Store)

Not Applicable 0.00/0.00 0.00

0.00/0.00 0.00

Planning Process

YES 0.00/0.00 0.00

0.00/0.00 0.00

YES 0.00/0.00 0.00

YES 0.00/0.00 0.00

Q137 If yes, please explain which initiatives the store Is promoting and how. If no, please explain why. 0.00/0.00 0.00

Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports 0.00/0.00 0.00
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10.00/0.00

| 0.00/0.00

10.00/0.00

| 0.00/0.00
I 0.00
I 0.00

0.00
0.00

| 0.00
I 0.00

| 0.00
| 0.00

0.00/0.00
0.00/0.00
0.00/0.00

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2 
Question
Operating Statements

Mon 02/11/2013
10:00 Central 
Standard Time

| 0.00/0.00
| 0.00/0.00

Balance 
Rewards
Keep weekly 
review on Sig 
Codes/ Drug 
Codes

Keep 
relationships with 
UCSF. Where 
are we on the 
medical supplies 
request with 
UCSF?

Rx DOS, Inv over 
300K

Make sure everyone know 
where the folder can be 
found. Keep in the blue 
controlled substance file box

Please select 1-2 of the stores biggest areas of opportunityUse GROW to coach to these areas 
with the RXM and/or MGR

Q61 Are there Issues with any of our third party plans?
Pharmacy Operations

Rx days of supply 
.Pharmacy 
delight
Ask every 
customer to take 
the receipt 
survey. Keep 
promoting. Fix on 
hands and use 
overstock 
inventory reports 
to help identify 
items to 
interstore

St Mg to work 
closely with Reed 
during the next 2 
weeks to help 
decrease Rx 
inventory. Tech 
leaving in 2 
weeks for 
maternity. East 
bay tech will help

Please select 1 area where the store has the largest area of opportunityUse GROW to coach to 
‘ these areas with the RxM and/or Store Manager

I 0.00

I 0.00

Pharmacy

Pharmacy checklist items
Is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per policy.Ensure all pharmacists have access to the state's PDMP website 
(state specific).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

__ Is the store actively promoting company initiatives? Examples of area may Include but not limited 
0 to the following: *MTM *PSC cards 'Vaccinations 'Health tests 'Flavoring *90 Day

Actions to improve on above area:Ask the manager where is their biggest opportunlty?Ask the 
manager what Is their way forward (action plan) to Improve this area?Verify that these action 

vo steps are correct Discuss with RXM (when available) Document the action steps in the comment 
box below.

| 0.00/0.00

I 0.00/0.00

Actions to Improve on above area:Ask the manager where Is their biggest opportunlty?Ask the 
manager what is their way forward (action plan) to Improve this area?Are they currently taking 

" action on these areas of opportunities? Verify that these action steps are correct. Discuss with
RXM (when avallable).Document the action steps in the comment box below.

| 0.00/0.00
| 0.00/0.00

How are you progressing with pharmacy workforce plannlng?Are they appropriately using a 
designated hitter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 

- anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 
using your budgeted hours (over/under)?

246 Review the store manager's daily task list and verify that they are including pharmacy items on 
W1os the list.

0.00
i 0.00

I 0.00

Has the store manager analyzed and reviewed their most recent operating statement with the 
‘ " RXM? When available, ask the RXM what they learned from the operating statement?

List the highest opportunity and ask the manager what is their way forward (action plan) to 
improve this area?Ask the manager, where do they see their biggest opportunlty?Verify that these 

Q63 action steps are correct.lf not, use GROW to coach them in the right direction of where they 
should focus.Discuss with RXM (when avallable).Document the action steps in the comment box 
below.

6163 If this area was discussed in previous walks, are they following through on the way forward 
' (action plan) they committed to?- Document your conversation in the comment box below.

IMPROVE Scorecard

RxM on maternity Leave 0.00/0.00

Summary
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Q145 'Payroll 'Quality 'Customer Service 'Buyout Opportunities 0.00/0.00 0.00

0.00/0.00 0.00

YES 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Q36 0.00/0.00 0.00

Q37 Goals reviewed 0.00/0.00 0.00

0.00
Action in place

0.00/0.00 0.00

growth

0.00/0.00 0.00

NO 0.00/0.00 0.00

0.00/0.00 0.00

0.00

Q115 Pharmacy waiting area condition 0.00/0.00 0.00

Q116 Pharmacy condition 0.00/0.00 0.00
(2)
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0.00/0.00

0.00/0.00

RxM returning on 
March 18th from 
maternity leave

.. ..

0.00/0.00

(3) Achieving
ExpectationsPro

0.00/0.00

0.00/0.00

no new hires at 
this time. Will be 
interviewing a 
tech from the 
east bay to cover 
a maternity leave.

'Generic Vendor Buys '90 Day Efficiency *MTM 'Third Party Plan Issues 
'Competition Transfer Logs * Deletes
'Exception Queue Management Issues

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

"Sales 'Work-flow 'Marketing 'Pharmacy Condition 
'Loss Prevention 'Inventory 'Productivity (Pholmometer)

What type of feedback are you hearing? What have you changed or implemented because of 
them?Verify that the pharmacy team Is participating in all five minute meetings.ls a five-minute 
meeting taking place everyday? Is the store manager taking this opportunity to use focused 
storytelling to drive the cultural beliefs?
Ask a team member: Do you know your goals for the day/week? Note the goals, analyze them 
and then use GROW coaching as necessary.

Action in place 
for each tech and 
rph for 
development and 
growth

0.00

Review of GFD
policy

Opportunities:
Vendor buys of 
generics, review 
order.

RxM out on 
leave. Reviewed 
with store 
manager. Daily 5 
min meetings will 
help with 
engagement.
Reminded Store 
manager to 
solicit feedback 
and give positive 
recognition 
during 5 min 
meetins
Feedback is 
given lo store 
manager

(3) Achieving 
ExpectationsMini 
mai mylars 
missingEffective 
MerchandisingW 
aiting area 
cleanin/out- 
window clutter 
freeVacdnation 
area ready

Q35 How are they doing in their new position? How did you set your expectations with them? Have 
they received all of the training that they need to be successful?If new-hire or recently promoted 
team member Is currently working, have MGR introduce you to them.How are you onboarding 
your new hires?

Ask a few team members
Ask a team member: Did a 5 minute meeting happen today? If so, what did you cover?

Performance Management
Performance management

Talk about your high performers.

Ask pharmacy team members if they are given the opportunity to provide feedback to their store 
Q175 manager and/or pharmacy manager?ls the store manager and/or pharmacy manager creating 

opportunities to ask for focused feedback to drive the cultural beliefs?
Talk to me about any of your new hires or newly promoted team members in pharmacy? (If none 
type n/a).

focus.
Talk about your low performers. What type of GROW coaching and development plans have they 
been provided?What steps have you taken to Improve performance? (e.g., verbal, written or 

040 performance improvement plan).What are the next steps if they fail to improve?Are you using the 
* GROW coaching method for engagement?Verify that these are the correct processes. If not, use 

GROW to coach them in the right direction of where they should focus. Document your 
conversation in the comment box below.

Have you documented the challenges with your low performers? Do you have a record of 
discussion on file?Verify that these are the correct processes. If not, coach them in the right 

Q108 direction of where they should focus. If you have started the discipline process, has it been 
documented in the Talent Management Portal (TMP)?if the discipline has not been documented, 
please explain why.Document your conversation in the comment box below.

Discuss the RXM's personal development goals with the store manager, unless RXM is available: 
Q86 What steps have you made in order to achieve these goals?Are you on track to complete these 

goals?ln which areas are you finding to be more challenging or may need some assistance?
Please Rate the Following on a 1-5 Scale (with 5 being Outstanding)
Theme

Talk to various team members throughout the store about the My Walgreens/My Voice Survey: 
Have you received feedback on your my Walgreens/My Voice survey? Have you participated in 
creating an effective way forward (action plan)? Please note the action steps are an on-going 

* ‘ T process and can be updated in TMP at any time .Are you making progress on the goals you set?
Is the store using the engagement flip chart monthly? (Including the team GROW sesslon)Add 
any GROW coaching comments you may have, to drive employee engagement.

Strengths and opportunities:
Key corporate initiatives
0146 Has the MGR and RXM reviewed and taken action on the key corporate initiatives? Explain any 
'areas of concern in the comment box.

Team Member Engagement
Team member engagement

Is the store manager and/or pharmacy manager, recognizing team members for doing their best 
4, work?ls the store manager and/or pharmacy manager, taking this opportunity to use focused 
I* recognition to drive the cultural beliefs?ls the store manager and/or pharmacy manager 

encouraging peer to peer recognition?

4 Cores and cultural beliefs 0.00/0.00

What Is being done to help develop, make them feel challenged and grow their careers?What are for each tech and 
Q39 you doing to cross train and develop other team members for future roles?Verify that these are rph for

the correct processes. If not, use GROW to coach them in the right direction of where they should development and

Summary
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Q11/ Building Rx sales 0.00/0.00 0.00

Q118 TeamMemberEngagement 0.00
(2)

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

0.00/0.00 0.00

Q172 What feedback do you have for me around our cultural beliefs? 0.00/0.00 0.00

0.00/0.00 0.00
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0.00/0.00
0.00/0.00

0.00
0.00

0.00
| 0.00

| 0.00

0.00
0.00

0.00
0.00

0.00/0.00
i 0.00/0.00

| 0.00/0.00

Own It: Reed 
with Inventory

RxM on leave 
until March 18th

| 0.00/0.00
| 0.00/0.00

moting 
ImmunlzatlonsAc 
tively calling on 
MTMsPromotIng 
health tests and 
related 
servicesMaking 
adherence calls 
on regular basis

(3) Achieving 
ExpectationsMos 
t team members 
smile or make 
eye contactMost 
customers are 
welcomed to our 
store, offered 
proactive 
assistance and 
thanked for 
shopping with us

Customer Experience: Providing genuine and friendly service; greeting and welcoming our 
Q119 customers/patients; proactively offering assistance to our customers/patients and thanking our 

customers/patients for shopping with us

I 0.00/0.00
| 0.00/0.00

Pharmacy Manager Core Competencies:
Please comment on each of the core competency areas as appropriate.

Operations/Business LeadershlpAnalyzes work-related problems and identifies sustainable 
Q159 solutions in a timely manner. Takes accountability for self and others actions to achieve business 

results.
0160 People LeadershipEncourages an atmosphere of open two-way communication. Shows mutual 
* " respect while promoting and developing a diverse and Inclusive team.

Strategic LeadershipAdjusts behavior in response to new information or changing circumstances. 
Q161 Works effectively in unstructured or dynamic environments. identifies areas where future change 

initiatives are required.
0169 Customer LeadershipAnticipates and responds to customer needs.Maintains ethical boundaries 

1 and confidentiality in all internal and external customer interactions.

Healthy, Happy, and Creating Value Togetheris fully engaged and Inspires engagement in

Overall Visit Notes:
Issues to share with District Team
6129 Do you have anything to discuss with District Team at the next meeting?Use the comment box 

4 below to document.

Q173 Do you have anything to share with the CL? Use the comment box below to document.
Q166 Additional comments:

Company.
Q164 Functional CompetencyEmpowers othersPromotes pharmacy
Cultural Beliefs
Cultural Beliefs

Give an example of how the store is demonstrating our cultural beliefs. Be One: I know what 
Walgreens must deliver and I align my dally action with others to make it happen. Be Real: I am 
open, honest and respectful in my words and actions everyday.Be Bold: I demonstrate courage Reviewed

Q171 in everything I do to create the future of Walgreens. Build Trust: I listen, seek to understand and cultural beliefs 
always assume positive intent. Love Customers: I engage with customers and passionately with team 
Innovate to exceed their needs. Own It: I constantly ask, "What else can I do to achieve our 
results?" and refuse to blame others. Live it: I help people get, stay and live well.

Needs direction from RPH 
and st mgr while RxM on 0.00/0.00 
leave

Summary

everyday.Be
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Store Walk Summary : Pharmacy Supervisor Walk FY13 v2 05487 - Haydee Hwang,MGR

Participant: Ronda J Lowe, Robert Lee, Christie Biggins

Auditor Role : Corporate View Only

Auditor Department: Area

Response Date : Tue 02/12/2013 09:00 Central Standard Time

Questionnaire Comments Points/Total Score(%)

0.0/0.0 0.0

YES 0.00/0.00 0.00

0.00/0.00 0.00

NA 0.00/0.00 0.00

Q96 Rx days of supply 0.00/0.00 0.00

Q97 0.00/0.00 0.00

Other (Programs Unique to Store)

HIV 0.00/0.00 0.00

0.00/0.00 0.00

Q169 NO Will start daily Rx task on list 0.00/0.00 0.00

Q170 0.00/0.00 0.00

YES 0.00

YES 0.00/0.00 0.00

Q137 If yes, please explain which initiatives the store is promoting and how. If no, please explain why. 0.00/0.00 0.00

Q138 Are there any quality control issues in Rx?STARS casesPeer reviewinternal event reports 0.00/0.00 0.00

Q61 Are there Issues with any of our third party plans? 0.00/0.00 0.00

Pharmacy Operations

0.00/0.00 0.00

0.00/0.00 0.00

Confidential

WAGCASF00600823
CONFIDENTIAL

WAG-MDL-03098.00055

10.00/0.00

| 0.00/0.00

I 0.00/0.00

| 0.00/0.00

0.00

0.00

0.00
0.00

0.00
0.00

0.00
0.00

| 0.00/0.00
| 0.00/0.00

0.00
0.00

0.00
0.00

Work SORA for 
HIV patients

| 0.00/0.00

| 0.00/0.00

RXS_WALK_FY13_V2 - Pharmacy Supervisor Walk FY13 v2 
Question
Operating Statements

I 0.00/0.00
| 0.00/0.00

Tue 02/12/2013 
09:00 Central 
Standard Time

Rx Avg +53, Jan, 
great job Rx Inv 
over 40K from 
goal, decreasing, 
keep it going

MTM Let;s get 
back with Victor 
on MTM

Balance 
Rewards
Have techs 
review sig codes 
weekly to 
Improve their 
performance.

Refill too soon 
rejects, changing 
theirs days to fill 
to reducd 
chargebacks.

Designated 
hitters in Rx are 
in place for IC3 
calls

Please select 1-2 of the stores biggest areas of opportunityUse GROW to coach to these areas 
with the RXM and/or MGR
Actions to Improve on above area:Ask the manager where is their biggest opportunity?Ask the 
manager what Is their way forward (action plan) to improve this area?Are they currently taking 
action on these areas of opportunities? Verify that these action steps are correct.Discuss with 
RXM (when available).Document the action steps in the comment box below.

Review the store manager's daily task list and verify that they are Including pharmacy Items on 
the list.
How are you progressing with pharmacy workforce planning?Are they appropriately using a 
designated hltter?Does the store have the adequate FT/PT ratio to meet store needs?Are you 
anticipating any turnover? Are you taking any actions on any immediate hiring needs?Are you 
using your budgeted hours (overlunder)?

Note the strengths and opportunities during the pharmacy visit. Examples include but are not 
limited to the following:

Keep on top of 
Rx DOS

Strengths and opportunities:
Key corporate initiatives

"Sales "Work-flow "Marketing "Pharmacy Condition
"Loss Prevention "Inventory "Productivity (Pholmometer)

Q145 "Payroll "Quality "Customer Service "Buyout Opportunities
"Generic Vendor Buys "90 Day Efficiency "MTM "Third Party Plan Issues
"Competition "Transfer Logs " Deletes
"Exception Queue Management Issues

Sfntsdebot"econtrokod 0.00/0,00

10.00/0.00

| 0.00/0.00

Pharmacy

Pharmacy checklist items
Is the pharmacy following the Good Faith Dispensing policy? Check the Refusal folder for 
documentation of Good Faith efforts. Ensure the DEA Is being notified of all refusals to fill within 

Q167 2 business days per pollcy.Ensure all pharmacists have access to the state's PDMP website 
(state specific).Ensure all pharmacy staff understands how to handle third party block messaging 
for sanctioned or restricted prescribers.

-co Is the store actively promoting company initiatives? Examples of area may include but not limited 
to the following: "MTM "PSC cards "Vaccinations "Health tests "Flavoring "90 Day

027 Please select 1 area where the store has the largest area of opportunityUse GROW to coach to 
these areas with the RxM and/or Store Manager
Actions to Improve on above area:Ask the manager where Is their biggest opportunlty?Ask the 

046 manager what is their way forward (action plan) to Improve this area?Verify that these action 
*" " steps are correct Discuss with RXM (when available) Document the action steps in the comment 

box below.
Planning Process

Has the store manager analyzed and reviewed their most recent operating statement with the 
‘ " RXM? When available, ask the RXM what they learned from the operating statement?

List the highest opportunity and ask the manager what is their way forward (action plan) to 
improve this area?Ask the manager, where do they see their biggest opportunlty?Verify that these 

Q63 action steps are correct.lf not, use GROW to coach them in the right direction of where they 
should focus.Discuss with RXM (when avallable).Document the action steps in the comment box 
below.

6163 If this area was discussed in previous walks, are they following through on the way forward 
' (action plan) they committed to?- Document your conversation in the comment box below.

IMPROVE Scorecard

Summary
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