
Problem 
In 2011, the department issued 473 new 
pharmacist licenses. It took an average of 139 
days to issue a credential in the 12-month time 
period. Roughly 95 percent of applications were 
incomplete and needed more information. 

 
Causes 
Multiple hand-offs, rework loops, incomplete 
information 

 
Solutions 
The team identified approximately 30 
recommendations to increase efficiency and 
quality of the initial review step of the 
application process. The goal is to make the 
licensing process more meaningful to the 
customer, optimize and maximize resources, and 
reduce required documentation. The team will 
address the following areas in the first 90 days. 
• Work with the Board of Pharmacy to reduce 

required documentation.   
• Finish scanning software installation and 

complete training.  
• Integrate and enhance web pages.     
• Provide training.  
• Streamline office processes.   
• Complete customer survey.    
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Results 
There are five paths a pharmacy application 
takes in the initial review process: non-
routine, score transfer, reciprocity, new 
graduate, and non-deficient applications. The 
chart below depicts the total number of days 
for each path before and after 
implementation of improvements identified 
during the value stream mapping event. 
 
Decrease the number of days it takes to 
complete the initial review of a pharmacist 
application from 103 days to 70 days by 
January 2013. 

 
Next Steps 
• Work with the National Association Board 

of Pharmacy to release examination 
information to the applicant instead of the 
Department of Health. 

• Conduct rules scan to update rules to match 
current practice. 
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