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Abstract:

The COVID-19 pandemic and increased incidence of adverse events in
healthcare have intensified global research into the impacts on healthcare
professionals, including pharmacists. Recognizing the importance of business
competencies such as communication, teamwork, and resilience, global
regulations have highlighted these competencies to reduce staff turnover and
enhance patient safety. In response, the pharmaceutical company Galenika
A.D. Beograd developed "Galiverse," a mobile application to support its
strategic pharmacy partners by providing an accessible tool for competency
enhancement.

The application content was created by a multidisciplinary team from two
universities in Serbia based on a thorough review of the literature and guidelines
for educational interventions in health. The content is accredited by the Health
Council of Serbia. Since its launch in February 2023, the application has been
adopted by 4,200 users, with 5,351 participating in accredited tests, achieving
a 77.78% success rate. A total of 10,427 webinar views were also recorded.

A survey revealed that 95.77% of users felt the application had improved their
organisational, personal, and professional competencies, while 97.65% would
recommend it to colleagues seeking development. The "Galiverse", which is
aligned with regulatory requirements and ensures safe and reliable practices
for the future, proved to be the most accessible tool for the development of
business competencies among pharmacists in Serbia.
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INTRODUCTION

In the wake of the COVID-19 pandemic, healthcare organisations
have increasingly faced employee burnout accompanied by staff turn-
over and a shortage of skilled personnel [1]. This situation has drawn
increased attention to the physical and mental health and well-being of
those providing healthcare services [2]. Numerous initiatives and
research consortia have been established to study the impact of adverse
treatment outcomes on the health of all healthcare professionals [3], [4].
The term "second victims" has emerged to describe healthcare profes-
sionals suffering from adverse outcomes in any form [5], [6].
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The World Health Organisation, through global policy
documents, recognizes the significance of healthcare
professionals’ safety for patient safety, emphasizing the
role of business competencies such as communication,
teamwork, and resilience in this context [7], [8].

Pharmacists are not exempt from the consequences
of heavy workloads and the effects of adverse outcomes.
Consequently, the International Pharmaceutical Fed-
eration (FIP) has revised the competency framework for
pharmacists, which is structured around professional,
organisational, and personal competencies, introducing
first-time competencies related to resilience and public
health responses in emergencies [9], [10]. This framework
defines each competency with specific behavioural indica-
tors, a national assessment scale from 1 to 4, and expected
levels according to years of experience.

In response, and parallel with global regulatory updates,
Galenika A.D. Beograd initiated the Galenika Academy
in 2020, a competency-based program designed to
support pharmacists in Serbia. The project has success-
fully conducted 35 webinars, accredited 15 tests, and
held four business forums for owners, managers, and
HR business partners in pharmacy organisations. In a
bold move towards sustainability and greater accessi-
bility of educational resources, a decision was made to
develop a mobile application for this purpose. This initi-
ative aligns with the global and local competency frame-
works, aiming to provide pharmacists with the necessary
competencies to ensure safe and effective practices in an
increasingly complex healthcare environment.

2. DEVELOPMENT OF THE "GALIVERSE"
APPLICATION

The "Galiverse" mobile application is a collaborative
effort between Galenika A.D. Beograd and EduMed,
focused on aligning with Serbian national standards
and facilitating continuous professional development
for pharmacists [11] - [13]. The EduMed platform hosts
accredited tests and webinar recordings, directly linking
test completion and certification records to the Phar-
maceutical Chamber of Serbia. Developed internally by
Galenika A.D. Beograd, "Galiverse" integrates seamlessly
with EduMed to comply with regulatory requirements,
ensuring accurate credential tracking and professional
development reporting [14], [15].

The application features a user-friendly interface, as
illustrated in Figure 1, which supports direct test-taking
and easy access to educational resources. It is efficiently
managed through Firebase for performance monitoring
and user engagement analysis.

The "Galiverse" application demonstrates advanced
technical features tailored for the healthcare sector, em-
phasizing user-centric design and robust data security. It
offers cross-device compatibility, which is crucial for en-
suring access across various digital platforms and enhanc-
ing user engagement regardless of device preference. The
key to its design is the encryption of data during trans-
mission, safeguarding sensitive user information in line
with stringent healthcare data privacy standards.

Additionally, the application empowers users with
the ability to manage their data, including the option to
request data deletion, aligning with global privacy regu-
lations. Recent enhancements, such as improved display
functionalities for webinar dates, indicate a continuous
commitment to refining user experience and application
utility.
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Figure 1. User interface of the "Galiverse" application.
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These developments underscore "Galiverse" as a
model for integrating technological innovations in
pharmaceutical applications, significantly contributing
to professional development and regulatory compli-
ance. This concise overview highlights the application's
pivotal role in advancing healthcare communication
technologies.

2.1. EDUCATIONAL FRAMEWORK AND CONTENT

The "Galiverse" application offers a comprehensive
suite of educational modules designed specifically for
pharmacists. Users can access recordings of all previ-
ously held webinars and engage with short video tutori-
als created by pharmacists. Additionally, the application
provides links to accredited tests along with preparatory
materials, ensuring that pharmacists are well-prepared
to enhance their professional competencies. All edu-
cational content within the application is meticulously
crafted to address specific competencies from the global
framework provided by the International Pharmaceuti-
cal Federation (FIP), as well as the national competency
framework [16].

Each webinar is tailored to a particular competency,
with accredited tests covering 15 key competencies in
organisational, personal, and professional domains. The
topics of these educational modules are given in Table 1.

After an extensive review of the available literature
on pharmacist development [17], [18], the content of
the educational modules was developed in consultation
with a group of experts in management and pharma-
ceutical practice from the Faculty of Pharmacy, Univer-
sity of Belgrade, and an HR expert from the Faculty of
Business, Singidunum University. This collaborative ap-
proach ensures that the educational offerings are in line
with the regulatory requirements for licence renewal in
the Republic of Serbia, providing pharmacists with the
tools needed to stay current in their profession [19].

2.2. IMPLEMENTATION AND ACCESSIBILITY

The "Galiverse" was carefully designed, tested, and
validated before being released on mobile applica-
tion stores. It is available without charge across Serbia
but requires prior approval for access. Registration is
controlled by Galenika associates to ensure that only

Table 1. Accredited education in the "Galiverse".

Education - accredited test

Competence Group

Competence

Pharmacy as a Business System and Development of
Personal Abilities

Organisation and Management Human resources management

Time Management in Pharmaceutical Organisations -
Pharmacies

Organisation and Management Human resources management

Formation and Management of Teams in Pharmaceutical
Organisations - Pharmacies

Organisation and Management Human resources management

Management of Work Performance in the Pharmacy

Organisation and Management Human resources management

Teamwork of Health Professionals as a Prerequisite for
Patient Safety

Professional/Personal

Interprofessional collaboration

Decision-Making in Pharmaceutical Practice

Organisation and Management ~Workplace management

Business Negotiation in Pharmaceutical Practice

Professional/Personal

Communication skills

Risk Management in Pharmaceutical Practice

Organisation and Management

Human resources management/
Improvement of service

Communication of Health Professionals as a Prerequisite
for Patient Safety

Professional/Personal

Communication skills

Research in Pharmaceutical Practice

Professional/Personal

Quality assurance and research in the
workplace

Pharmacists as Secondary Victims of Negative Outcomes
in Pharmaceutical Health Care

Professional/Personal

Leadership and self-regulation

Development of Employees in the Pharmacy

Professional/Personal

Continuing Professional
Development (CPD)

Resilience of Health Professionals as a Prerequisite for
Patient Safety

Professional/Personal

Leadership and self-regulation

Burnout Syndrome in Health Practice

Professional/Personal

Leadership and self-regulation

Standards for Establishing Quality and Safety in
Pharmaceutical Practice

Professional/Personal

Quality assurance and research in the
workplace
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certified pharmacists, in compliance with regulatory
mandates, can access the content. This gated approach
guarantees that sensitive educational material is
exclusively available to the professional community.
The design emphasizes clarity and ease of use, featuring
a straightforward navigation system that guides users
through various educational materials without unneces-
sary complexity. This ensures that pharmacists can focus
more on learning and less on determining how to use
the application.

User training is systematically conducted in pharma-
cies during routine visits by company representatives,
ensuring thorough familiarization with the app’s func-
tionalities. The application incorporates robust feedback
mechanisms; user feedback has been pivotal in aug-
menting the app, leading to the inclusion of frequently
asked questions and enabling two-way communica-
tion with designated pharmacy liaisons. Promotional
efforts to foster app adoption include direct outreach
by field representatives at professional gatherings and
conferences, with incentives for rapid completion of
educational modules. Additionally, stringent security
measures are implemented to safeguard user data, with
encryption protocols in strict compliance with data
protection legislation, underscored by regular security
audits and compliance checks.

Since its launch in February 2023, the "Galiverse"
application has been actively used by pharmacists, with
the test titled "Pharmacy as a Business System and
Development of Personal Abilities" emerging as the
most popular, attracting 585 participants and achiev-
ing an average success rate of 82.22%. Moreover, the
"Managing Work Performance in a Pharmacy” test had
the highest success rate, at 87.67%, with 438 pharma-
cists participating. Both the most visited and the tests
with the highest success rates were available for 319
days. Among the earliest available tests, "Pharmaceuti-
cal Practice Research” and "Employee Development in
a Pharmacy" have been available for 362 days, garner-
ing average success rates of 78.97% and 79.35%, respec-
tively. Business Negotiation in Pharmaceutical Practice
was available for 360 days, with a success rate of 74.23%.

Overall, since February 2023, the application has
seen 4,200 users, with 5,351 participating in accredited
tests and achieving a collective success rate of 77.78%,
alongside 10,427 webinar views, demonstrating robust
engagement and the effective dissemination of critical
skills among Serbian pharmacists.
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2.3. IMPACT ASSESSMENT

For the impact assessment of the "Galiverse", an
online questionnaire was disseminated across the entire
user base, receiving responses from 218 out of 4200
users, yielding a response rate of approximately 5.19%.
The margin of error for this sample, at the 95% confi-
dence level, is approximately +6.64%, which provides a
moderate level of reliability for the survey results. The
data from the "Galiverse" satisfaction survey revealed a
notably high level of contentment among participants
concerning the quality of the educational sessions and
the calibre of the lecturers, as evidenced by an average
satisfaction score of approximately 4.75 out of 5. A
significant majority, 95.77%, attest to an enhancement
in their organisational and personal competencies,
reflecting the effectiveness of the programme in fostering
professional development.

Furthermore, the strong endorsement of the "Galiverse"
is highlighted by 97.65% of the respondents who would
recommend it to their colleagues, suggesting a broad
recognition of its value. Additionally, approximately
85.45% believe that the education provided will posi-
tively influence the success and sustainability of their
organisations, underscoring the perceived practical
impact of "Galiverse" offerings. This comprehensive
affirmation from the participants underscores the piv-
otal role of the "Galiverse" in advancing personal and
organisational growth.

3. SUSTAINABILITY OF THE GALENIKA
ACADEMY

The "Galiverse" application plays a crucial role in
sustaining the Galenika Academy project by leverag-
ing all available resources with minimal additional
investments. This strategic use of technology not only
enhances the learning experience for pharmacists but
also ensures that academics remain viable and effective
platforms for professional development. By integrating
educational content with digital accessibility, "Galiverse"
extends the reach and impact of the academy, providing
continuous support to pharmacists across Serbia. Plans
for the "Galiverse" include increasing daily user activity
by incorporating gamification of learning and integrat-
ing real-life cases from everyday pharmacy practice.

These enhancements aim to make the learning pro-
cess more engaging and relevant, thereby attracting
more pharmacists to regularly use the platform.
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This approach will not only enrich the educational
content but also adapt to evolving professional needs,
ensuring that the Galenika Academy continues to be at
the forefront of pharmacy education and practice.

4. CONCLUSION

The "Galiverse" application has established itself as
the most accessible and validated tool for pharmacist
development in Serbia, providing significant benefits
to individual pharmacists and pharmacy organisations
by facilitating employee development. The deployment
of the "Galiverse" faced challenges typical of digital tool
implementation, such as ensuring user accessibility and
integration with existing educational standards. Reflecting
on the future, as a pioneering digital education tool in
the pharmacy sector, the "Galiverse" has the potential
to influence the development of future digital tools.
These could include features such as gamification and
the incorporation of natural language processing (NLP)
models, further enhancing the interactive and personalized
learning experience for pharmacists.
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