
You and your culture

A healthy culture starts with a healthy you and your ability to show self-awareness:

What is a healthy culture?

Because a healthy culture starts with you, we each have a responsibility to maintain it. Being self-aware of your actions and 
behaviours will reflect in the culture and how we want to appear to the customer.

“I AM my culture… I’m NOT separate from my pharmacy’s  
culture – it doesn’t happen around me.” 

“My actions and beliefs continually contribute to my culture.”

How am I presenting myself? What am I contributing? Am I doing all the right things?

We focus on our customer’s needs… …by respecting, caring and listening to them… …which builds their trust in us.

A healthy culture relies on three ideas: 
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Shared purpose

Your pharmacy team has the ultimate shared purpose:  
A focus on your customer’s needs.

Our shared purpose:

A ‘This is for you’ mindset 

Presenting a ‘This is for you’ mindset to customers maintains 
a healthy culture. How we interact with customers must 
never come across as ‘what I am going to get from you?’ and 
always ‘how can I help you, so we can work together?’ Let’s 
look at some examples…

Case Study 1

Imagine you’ve just finished shopping at the supermarket.  
On your way out you notice a person standing outside the 
doors next to a table and banner holding a clipboard and a 
pen. What’s your immediate feeling? 

Is it: “How am I going to get past this person? I don’t really 
want to talk to them”?

Some people act busy at this point by pretending to take a 
call on their phone or make a gesture at the person and say, 
“sorry, I’m not interested.” 

You may not even know what the offer is. But because the 
intention the person with the clipboard projects is not ‘this is 
for you’, it’s ‘I want something from you’ there is often little 
motivation for you to engage with them. 

We identify that straight away. You think, ‘There’s nothing 
in this for me, it’s all to help you. I just want to go to the 
supermarket and you’re getting in my way!”

Case Study 2

Now imagine you’re back at the supermarket and you come 
across a person holding a promotional tray of tasty gourmet 
sausages. You were going to go down aisle 4 but now you’re 
hovering around the promotional stand, not really engaging with 
the person, but the aroma is very enticing. 

Eventually you find yourself engaging with the person even 
though you sense that they’re trying to sell you something. 
However, the person’s offer is ‘this is for you’. You accept one 
of the snacks and think about whether you’d like to buy some – 
knowing that you have been given the choice.

So, you can see the different ways people 
responded to these situations and why we have 
aligned our shared purpose with a customer 
focused mindset.

Tips for presenting a ‘This is for you’ mindset when 
serving your customers:

Be self-aware and confident

Listen well and speak calmly

Help customers feel comfortable

Set clear boundaries

Be emotionally intelligent

Make eye contact

Have a relaxed posture.
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Shared values

Our personal values change depending on our life 
circumstances, so how can we share the same values? 

To help you focus on the values that are important to our 
customers, we established tools and the skills as part of 
our service standards that you can use as a pharmacy 
assistant. Our service standards help you show our 
customers that we understand what is important to them 
and their experience in dealing with us. They are the 
foundation stones from which we all need to perform:
Our shared values:

Respect, care, listening 

Have the right attitude
What is the right attitude 
for the pharmacy? Your 
skills and abilities need to 
be matched by attitude 
because things like gossip, 
put-downs and passive-
aggressive remarks 
undermine success. 

Communicate openly
Needs and problems 
can’t be addressed if 
the relevant people 
aren’t aware of them, so 
transparency is important.

Scenario

One day a colleague at my pharmacy came over to me looking 
quite distressed. She said, “I want everyone to keep away from 
that guy over there.” She pointed to a youngish man dressed 
in all black who seemed to be unable to hold his balance. “I 
think we need to call the police – he’s clearly drunk or under the 
influence of drugs.” 

As she was telling me this, the young man leant on one of the 
display gondoliers and a couple of the products fell to the floor. 
My instinct was to immediately go over and put the goods back 
on the shelves. In my head I had my colleague’s story, this was 
an intoxicated individual who was here to cause trouble and, 
look, he had already knocked products onto the floor. 

As I picked up the products with my very judgmental face on, 
I met the young man’s eyes. In that moment, I saw a different 
story. So, I relaxed, smiled genuinely and asked, “how’s your 
day been so far?” His reply, in slightly slurred speech, “Oh, not 
so bad. You’re the first person to ask” and he smiled. As we 
continued our conversation, my colleague came over and asked, 
bluntly, “Is everything alright?”

“Yes”, I said, “this is Dave. He’s on holiday from New Zealand.”

Yes, as you may have guessed, Dave has cerebral palsy and 
is often judged as intoxicated. That day I was reminded how 
judgment can turn into a story in your head. A story that is not 
real can then turn into a belief. We then take actions based on 
that belief. 

How did I stop the story in my head? I learnt to be curious rather 
than judgmental.

So, by serving your customers with a consistent purpose and 
values, you build trust in their minds and create a great service 
experience for them.  

Presenting a shared purpose and shared values creates 
consistency.

Consistency

We all contribute to our team culture. When you live the 
values of our culture, customers will see you as a positive and 
approachable professional.

If your inner narrative forms intention, intention drives 
action and behaviour.
Sometimes, though, we invent stories that are not reality.  
Our ‘inner narrative’ is influenced by our particular view of the 
world. Research has demonstrated that our personalities and 
experiences can drastically shape these narratives and so we 
may make assumptions about people and situations that are 
inaccurate and not helpful. Here’s an example:

Be visible
Be present, talk to and 
listen to your colleagues 
and customers to get the 
best outcomes. Showing 
up and being prepared to 
collaborate fosters morale. 

Commit to service
Set the tone and put your 
customers first. Behaviours 
like making eye contact, 
building rapport, active 
listening and empathy bring 
our shared values to life.

Respect your colleagues
You’re only as good as 
the people around you, 
so learn how to see and 
appreciate the strengths  
in others. 

Empower others
Don’t try to control 
everything, let others 
contribute and make 
decisions too – this builds  
a culture of trust.

These foundation skills help activate the company values. 
We must be accountable to them to help preserve a 
healthy culture. 

Tips to maintain our shared values at your pharmacy:
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Run a culture health check

You can do a quick culture health check of your team by asking key questions:

What am I hearing?
Listen to what stories are being 
told and what language is being 
used, is it healthy or unhealthy?

What am i seeing?
Observe your colleagues 

behaviours, what are they doing? 
How are they interacting with each 

other and the customers?

Reward a healthy team culture with personal and/or public acknowledgment.

When exploring any issues in the team culture, think about these points:

How can my 
colleagues and 
I support the 

change?

What is the impact 
short term and 

long term?

Is the behaviour 
new or old?

Is the behaviour 
reactive or 

responsive?

Are they aware 
of the behaviour?

‘’Emotional intelligence is your 
ability to recognise and understand 
emotions in yourself and others, 
and your ability to use this 
awareness to manage your behavior 
and relationships.’’
– Travis Bradberry and Jean Greaves Emotional intelligence 2.0
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How are they feeling?
What are the emotions and how 
are they being expressed? Ask 

how people are feeling.
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Listening

Take some time to check in and listen to yourself. 

What stories am I telling? 

What language am I using ? 

What stories should I keep, what stories can I let go of?

The stories you tell and the stories you hear directly impact your pharmacy. 
Consider how you would write the story of your team culture it you could.

Reflect on what your response would be to these statements:

How am I 

supposed to be 

nice to customers 

when they are not 

nice to me?

There’s no point in 
trying new things. No 
one ever lets you do 

anything new here; it’s 
just how it is.

I know you’re 

disappointed - try 

to look at this as an 

opportunity to grow 

and learn.

That’s not how we 

used to do it.

I can’t do that. I  
have never been  
any good at…

This place would 

fall apart if I w
ent 

on holidays. No one 

knows how to do  

what I do.

Great effort, it’s 

just not quite 

ready yet.

I just smile and nod 
but inside I’m feeling something completely 

different.

That customer was finding life difficult today and you showed great empathy.

 I don’t have time to keep 

showing the casual how to 

do things right. It’s easier 

for me to do it myself. 

Now, think about how you might change some of these 
statements to better reflect your shared values and purpose.

Observing

Before you can start to help others change behaviour, you  
have to experience behaviour change in yourself. 

Ask yourself these questions:

What set behaviour do I have?

How do my behaviours impact the team?

What behaviour would I like to change in myself?

What would I need to be able to change my behaviour?

Feeling

Consider these feelings and ask yourself 
these questions:

How am I expressing my emotions?

When do I express my emotions?

How do I react to other team members’ emotions?
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