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Retail Pharmacy Customer Satisfaction Surges as Digital Engagement Keeps Rising, J.D. Power Finds

Mail Order Pharmacy Space Ripe for Disruption as Customer Loyalty Wanes

TROY, Mich.: 27 July 2023 — As the pharmacy business continues its transformation from the corner drug
store to a multi-channel hub of healthcare services and digital tools, one thing has not changed: personal
interactions with pharmacy staff are the key to enduring customer satisfaction. According to the J.D.
Power 2023 U.S. Pharmacy Study,*™ released today, brick-and-mortar pharmacies are delivering on that
promise of personalized attention, contributing to a 6-point rise in overall customer satisfaction this year
(on a 1,000-point scale). On the mail order side, overall satisfaction is up, too, but so is likelihood of
switching providers.

“As pharmacies continue to take on a more significant role in healthcare delivery and ongoing care
management, the pharmacist has become a critical link in the healthcare continuum,” said Christopher Lis,
managing director of global healthcare intelligence at J.D. Power. “Customers are rewarding pharmacies
that deliver personalized service, including interactions where communications occur on a first-name basis
and when the pharmacist is available to answer questions. These elements of personalized service are
moments of truth to help brick-and-mortar pharmacies forge meaningful connections with customers. Mail
order pharmacies, by contrast, are less likely to have these personal connections and, in turn, are seeing
declines in customer loyalty.”

Following are some of the key findings of the 2023 study:

e Long live the friendly neighborhood pharmacist: While the industry has evolved far beyond the days
of Norman Rockwell’'s famous “Pharmacist” painting, the idea of the neighborhood pharmacist as
an essential member of the community is alive and well. Overall satisfaction is 102 points higher
among customers who say they know their pharmacist by name, and 93 points higher among those
who say they know pharmacy staff or technicians by name.

o Interest in health and wellness services increases: Overall, 83% of brick-and-mortar pharmacy
customers indicate an interest in receiving health and wellness services at their pharmacy, up three
percentage points from 2022. Top services include vaccinations or flu shots (50%); health
screenings (46%); and COVID-19 testing (42%).

o Disruption afoot in mail order space: While overall satisfaction in the mail order pharmacy segment
is up a significant 9 points this year, customer loyalty is declining. Some 18% of mail order
customers say they “definitely will” or “probably will” switch pharmacies in the next 12 months, up
from 14% in 2022. Top reasons for switching include employer insurance requiring a change (31%);
medication is too expensive (24%); and want flexible pick-up options (21%).

« Digital engagement increases: Brick-and-mortar pharmacies are seeing increases in digital
engagement. In 2022, 76% of customers said they relied on digital technologies to interact with
their pharmacy. This year, 81% of customers say they use digital technology. Among mail order
pharmacy customers, 89% now rely on digital technology to interact with their pharmacy, up from
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84% in 2022. Top digital channels used by mail order customers are pharmacy websites (59%);
mobile apps (34%); and text messages (29%).

Study Rankings

Good Neighbor Pharmacy ranks highest among brick-and-mortar chain drug store pharmacies for a
seventh consecutive year, with a score of 793. Health Mart (770) ranks second and Rite Aid
Pharmacy ranks third (680).

Sam'’s Club ranks highest among brick-and-mortar mass merchandiser pharmacies for an eighth
consecutive year, with a score of 788. Costco (755) ranks second.

H-E-B ranks highest among brick-and-mortar supermarket pharmacies for a third consecutive year, with a
score of 760. Wegmans (753) ranks second and Publix (744) ranks third.

Kaiser Permanente Pharmacy ranks highest in the mail order segment, with a score of 748. PillPack (an
Amazon Company) (709) ranks second and Express Scripts Pharmacy (699) ranks third.

The U.S. Pharmacy Study, now in its 15th year, measures customer satisfaction with brick-and-mortar and
mail order pharmacies. The 2023 study is based on responses from 12,396 pharmacy customers who filled
a prescription within the past 12 months and was fielded from August 2022 through May 2023.

For more information about the U.S. Pharmacy Study, visit
https://www.jdpower.com/business/healthcare/pharmacy-study.

See the online press release at http://www.jdpower.com/pr-id/2023079.

About J.D. Power

J.D. Power is a global leader in consumer insights, advisory services and data and analytics. A pioneer in
the use of big data, artificial intelligence (Al) and algorithmic modeling capabilities to understand
consumer behavior, J.D. Power has been delivering incisive industry intelligence on customer interactions
with brands and products for more than 50 years. The world's leading businesses across major industries
rely on J.D. Power to guide their customer-facing strategies.

J.D. Power has offices in North America, Europe and Asia Pacific. To learn more about the company’s
business offerings, visit JDPower.com/business. The J.D. Power auto shopping tool can be found at
JDPower.com.
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J.D. Power
2023 U.S. Pharmacy Study™™

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

Brick and Mortar — Chain Drug Stores

Good Neighbor Pharmacy 793

Health Mart 770

Rite Aid Pharmacy

Segment Average 659

CVS Pharmacy 651

Walgreens 643

Source: J.D. Power 2023 U.S. Pharmacy Study*™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.



J.D. Power
2023 U.S. Pharmacy Study™™

Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

Brick and Mortar — Mass Merchandisers

Sam's Club 788
Costco 755
Segment Average 702

CVS Pharmacy inside Target

Walmart

Source: J.D. Power 2023 U.S. Pharmacy Study*™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

Brick and Mortar — Supermarkets

H-E-B 760
Wegmans 753
Publix 744
Walmart Neighborhood Market 731
Winn-Dixie 720
Albertsons 714
Stop & Shop 704
Segment Average 704
ShopRite 698
Fry's Pharmacy 695
Safeway 679
Giant Eagle 677
Kroger 677
King Soopers 669
Hy-Vee 665

Source: J.D. Power 2023 U.S. Pharmacy Study*™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.
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Overall Customer Satisfaction Index Ranking
(Based on a 1,000-point scale)

Mail Order
Kaiser Permanente Pharmacy 748
PillPack (an Amazon Company) 709
Express Scripts Pharmacy 699
CenterWell (formerly Humana Pharmacy) 697

Segment Average 684

Walmart Pharmacy Mail Services 675
CVS Caremark 664
OptumRx 659
AllianceRx Walgreens Prime 657

U.S. Department of Veterans Affairs (Mail order)? 735

Note: *Brand is not rank eligible because it does not meet study award criteria.
Source: J.D. Power 2023 U.S. Pharmacy Study*™

Charts and graphs extracted from this press release for use by the media must be accompanied by a statement identifying
J.D. Power as the publisher and the study from which it originated as the source. Rankings are based on numerical scores,
and not necessarily on statistical significance. No advertising or other promotional use can be made of the information in this
release or J.D. Power survey results without the express prior written consent of J.D. Power.



