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CONOBJECTIVE

• Describe the pros and cons of considering students as customers of schools of pharmacy.

Debate Preparation

• The Academic Leadership Fellows Program (ALFP) contributes to the development of leaders 
• ALFP Fellows participate in a debate on current topics in academic pharmacy
• Members from Cohort 19 and an ALFP alumni team were assigned sides 
• Literature Reviewed: PubMed, Web of Science, Scopus, Eric, and PsychInfo were searched, and 

relevant references and online resources were also reviewed. Relevant full-text articles were 
reviewed, and pertinent points included

PRO

CONCLUSIONS

• Reflection and collaborative discussions by members of the academy on the transactional and 
relational elements of student, faculty, and institution relationships can be beneficial in supporting 
student development, achieving organizational outcomes, and in benefiting society as a whole.

KEY ARGUMENTS DEFINITIONS

DANGERS OF THE “STUDENTS ARE CUSTOMERS” MINDSET

1. Students are NOT 
guaranteed a 

degree

2. Students pay for 
a service

3. Students have a 
shared responsibility 

for the outcome

1.Students are given admission into the 
experience of pharmacy school similar to buying 
a flight for a vacation. 
•The flight to the vacation could be smooth and great = 
graduation
•The flight could have storms and be grounded = no 
graduation

2.Students’ needs are responded to by the 
institution as a paying customer.
•Similar to having on-board flight options such as 
entertainment, food, etc., types of customer service 
provided include tutoring, counseling, early intervention 
programs, board preparation, and other student services.

3.Students have a shared responsibility for their 
education. 
•Are customers always right? No, the customer must meet 
the requirements to fly and therefore be successful in a 
school program.
•Just like airline customers must follow safety procedures, 
students must follow institution policies and procedures.

Pharmacy programs operate mission-oriented 

businesses. Customers are required in order to 

operate the business. Students pay for the 

experience to earn a Doctor of Pharmacy 

degree. Outcomes are not guaranteed.
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Customer
one that 

purchases a 
commodity 
or service

Client

one who 
engages in 

professional 
advice or 

services of 
another

Collaborator
one that 

works with 
another or a 

group 
towards 
common 

goals

Who are the 
actual 

customers? 

Employers?

Society?

Patients?

Worse academic performance

- Customer model inversely 
associated with GPA

- Decreases demand for 
standards

Unprofessional Behavior

- Increased likelihood of 
disrespect for the 

educational process

- Disagreements on 
professional vs. 

unprofessional behaviors

Lack of engagement

- Increased entitlement to 
receive positive academic 

outcomes

- Decreases alumni 
donations and 

extracurricular involvement  

Inequity

- Students get what they can 
afford to “pay for”

- “if one manages to attract 
the best students from the 

best socially positioned 
families then, logically, on 
obtains the best academic 
results and employment 

outcomes.”

Challenging authority

- Rejection of “irrelevant” 
course material

- Culture of blame for 
academic failure

Pharmacy School is not 
simply a transaction.
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