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• Performance improvement manager @ Kulud 
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Professional certificate in business administration

Ahmed Attalla



Goals

• Roles of Operation  managers

• Concepts and Principles

• Competencies and Skills  

• Qualifications and Knowledge 

• Strategies for Effective Management



Introduction

• History of Operations Managers 
position 

• Pharmacy Manager Vs Operations 
Manager 
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Ensuring organization's operations 
run smoothly and efficiently

Excellent Customer experience 

Develop and maintain competitive 
advantage



Smooth and 
efficient 
operations

Inventory Management

Staff Supervision & Performance monitoring

Customer Service

Budgeting & Financial Management

Compliance Management



Smooth and 
efficient 
operations

Quality Control

Technology Utilization

Marketing and Sales

Vendor Relations

Risk Management



Excellent Customer experience 

• Staff Training and Development
• Workflow Optimization
• Inventory Availability
• Customer Feedback Systems
• Conflict Resolution
• Creating a Welcoming Environment

Create a 
customer-

centric 
environment



Competitive 
advantage

VRIO Framework



Concepts and 
Principles



Strategic overview



SOP





P&L and Cashflow 



KPIs
Performance indicators



50%

(Min. Acceptable)

75%

(Average)

100%

(Excellent)

WeightKPI’sKey Achievements

85%90%95%% of achieved Pharmacy monthly Sales Target1- Make Effective Sales

Yr.1-Yr.2: 30%

Yr.2-Yr.3: 15%

Yr.3-Yr.4: 7.5%

 > 4Yrs.: 5%

Yr.1-Yr.2: 40%

Yr.2-Yr.3: 20%

Yr.3-Yr.4: 10%

> 4Yrs.: 7.5%

Yr.1-Yr.2: 50%

Yr.2-Yr.3: 25%

Yr.3-Yr.4: 12.5%

 > 4Yrs.: 10%

% of annual growth in overall sales for each Pharmacy 2- Continual Market Expansion

80%80%90%
Avg. % of customer satisfaction of each Pharmacy as unit 

of excellence according to periodical surveys

8- Maximum Customer 

Satisfaction

Major: 1

Minor: 6

Major: 2

Minor: 8

Major: 1

Minor: 6
No. of periodical audit observations in each Pharmacy 

8- Full Compliance of each 

pharmacy to Gov. Regulations

85%90%95%
% of each Pharmacy visibility survey (Based on VM 

Standards and Evaluation)
5- Attractive Pharmacy Visibility

90%95%100%
% of applying Attractive Attributes in each Pharmacy

(Lightening, Neat, Smell, etc.) 

6- Attractive Pharmacy 

Appearance

90%92.5%95%% of achieved product availability target in each Pharmacy7- Product Availability

0.7 % < ,                    

> 1 %

0.5 % < ,         

> 0.7%

< 0.5 % , 

> 0.2 %
% of expired items target in each Pharmacy8- Expired items 

Pharmacy Dashboard



Performance management

2 1

4 3

High attitude 

Low attitude

High competencies Low competencies 



Hire and 
Fire



Marketing and Sales

• Visibility agreement 
• Insurance contracting 
• Online sales 
• H.D.
• Offers 



Competencies 
and Skills  



Competencies 
and Skills 



Competencies 
and Skills 
• Negotiation skills 

• Regulatory Knowledge

• Customer Service Orientation

• Technical Skills

• Analytical Skills

• Adaptability



Qualifications 
and 
Knowledge 



Qualifications 
and 

Knowledge 

MBA 

Continuous learning 

Multitasks Practicing  



Strategies for 
Effective 
Management



Strategies for Effective Management

LEVERAGING 
TECHNOLOGY

STAFF TRAINING AND 
DEVELOPMENT

CUSTOMER SERVICE 
EXCELLENCE



•Questions 
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