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Key results

The success of the service

The online RX service
shows high potential for will depend on some

crucial conditions

half of the Italian
population

Especially:
. . . « Trust /safety (product integrity)
hlgher.propensmn among - « Operational reliability (timely
« Online purchasers delivery, easy access, usability )
« Chronic patients and reqular » Connection [support by the
buyers of RX drugs pharmacist

* Younger users L .
Building user trust and ensuring

a reliable, secure process will be
critical to overcome skepticism
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Integration with the
existing public

pharmaceutical system is
key

Such as:

FSE (Fascicolo Sanitario
Elettronico)

PT (Piano Terapeutico)

GPs and hospital prescription
process
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Online purchasing is already part of the consumer habits of about 1/3 of
consumers

Share of channel of health products bought in the last 12 months

®m Pharmacy/ parapharmacy/ physical shop ® Online pharmacy
Over-the-counter medicines
Dietary supplements 66% 34%
Other health and wellness 69% 31%
products

Online purchases are primarily driven by price, followed by convenience and availability. Offline preference remains
the main barrier to online adoption, followed by preference to pick up item straight away and trust

DRIVERS TOTAL SAMPLE

1
1 prefer to go to a high street pharmacy 359% 49%
Price & Value 53% 40% I find good prices online 53% Preference & I 33%

I 40% Offline I prefer to collect the item straight away  p— 140,
For convenience. I can do it whenever and wherever | want IS 36% experience e I 30%
Convenience & time veni e e L R L TT"} S‘FIJ% o I need to speak to the pharmacistin person  pmmm 11
. . - I , . I 24%
saving To avoid gueues/waiting times at the pharmacy —rm 23% I've never needed to shop online s 79,
52% 26% ) X . . Wy
I find it difficult to go to the pharmacyin person m 9% Tdon'ttrustbuying medicines online  pmm— 129%
= 14
. . I 50, Concerns about the safety and products’ authenticity mmm 504 14%
Assortment & I'malso buying other products at the same time 9% Trust, Safety & —
Availability Privacy I don’t want to share my credit card details online g 1%/°
41% 11% I can find the medicine(s) I need online B 50 24% 32% 18% = 2
% Concerns regarding the handling of personal data
- I 16%
[ | L)
Autonomy & control Lcan read the reviews gg'a0, There are no reliable online services in my area oilu/f
19% 6% [don't trust the pharmacist, I prefer to choose for myself Wl 5% ) ) 4%
without any interference M 3% Delivery times are too long  mmm 49,
Convenience &
. | I 09,
Habit & Routine Out of habit = 6%10% Economic factors High delivery costs mm 494,
24% 9% 5o,
19% 9% 1 can set up a recurring purchase S 9% The prices are no longer cheaper vs. physical pharmacy m 29,
b
I 5%
" For reasons of privacy and discretion: anonymity for sensitive I P Ifind the online process complicated m 29
Privacy 11% 4% ; privesy sereton:anonymiy rpn:lcllu::‘;s M 4% e [ Allreasons Digital &I -2 /;%
- 3o B Vi S;ruci':ura Due to the environmental impact of online shopping m 19 . All reasons
Contact 8% 3% Ican use alive chat with the pharmacist "> ain reasons arrle:s - .
’ BliBcige Idon't know how buying medicines online works Il Main reasons
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Half of Italian consumers show strong interest in the new online
pharmacy service and say they would use it if available
Online RX pharmacy service: reactions to the concept

Half of Italian consumers show strong interest in the new online pharmacy service and say they would use it if
available. On average the concept is rated 6.9 out of 10 in appeal, higher propension among:
o Online buyers: people already purchasing medicines online are notably more inclined to use the service (average interest 7.7/10).
Prior e-pharmacy users clearly emerge as a key receptive segment.
o Patients managing chronic conditions and regular buyers of prescription drugs show above-average interest for the online
pharmacy option, considering the service as beneficial for convenience and adherence.

o Youth are more receptive: interest and intent-to-use levels are higher among 18-44-year-olds

INTEREST IN THE NEW SERVICE INTENTION TO USE THE SERVICE

On a scale of 1 to 10, where 1 is the lowest score and 10 is the highest, how interesting do you On a scale of 1 to 10 how likely are you to use this service, if it were available, to buy products

find this service? for yourself?
W Scores 8 to 10 (max) Scores6+7 MScores1 (min)to5 m Scores 8 to 10 (max) Scores6+7 MScores1 (min)to5
Avg. 6,9 7.1 7,7 7,0 7,2 Avg. 6,8 7,0 7,8 6,9 7,2
21% 21% 19% 19% 20% 19% 19% 18%
19% 18%
o o5 20 S 25 i
Total Sample 18-44y.0. Both online Have chronic Regular buyer of Total Sample 18-44y.0. Both online Have chronic Regular buyer of
(n=1024) (n=413) & physical pharm. disease (n=578) RX drugs for self (n=1024) (n=413) & physical pharm. disease (n=578) RX drugs for self
(n=420) (n=524) (n=420) (n=524)
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Convenience and pharmacist support are the main benefits perceived of the
online Rx pharmacy service

PERCEIVED BENEFITS

Showing mentions >2%

AT LEAST ONE POSITIVE MENTION
CONVENIENCE (NET)

It's convenient/practical to usefuseful

Home delivery/the ability to have everything delivered to
your home/quickly

It's simple/easy to use/easy to purchase

The convenience of purchasing prescription medications
from home/without going to the pharmacy

It's fast/speed of purchase/time-saving
ASSISTANCE (NET)

Continuous remote assistance from the pharmacist

Competent pharmacist available for advice, questions, or
concerns

Possibility of after-sales assistance

Provides you with reminders for taking medications

TOP ENVISAGED OCCASIONS OF USE

When it is difficult for me to go to the
pharmacy in person (inconvenient opening
hours, distance, mobility issues)

To purchase regular medication and renew
prescriptions

If I need non-urgent medicines
I can wait for

So2%
‘ ! PRICE (NET)
Lo18%

2%

2%

SERVICE FEATURES (NET)
It's a good/excellent service
It's an online service
It's interesting
It's an efficient/effective service
It's a clear/transparent service
SECURITY (NET)
It's a safe/reliable service/guarantees security

ADAPTABILITY (NET)

OTHER (NET)

Likes the clear/detailed description of the
service/images/graphics

Don't know/ no answer

I 45

I 41%
I 41%

16%
6%
3%
3%
2%
2%
5%
4%
2%
2%
8%
7%

28%

Overall, 72% Italian could name at
least one positive feature they liked
about the service

The most appreciated aspects of the
online pharmacy service are:

* its convenience

- the availability of professional support

About one-third of respondents cited
the convenience of ordering from
home and saving time (including quick
home delivery) as a major advantage.
Additionally, around 22% highlighted
the value of having a pharmacist’s
guidance available remotely for
consultations and questions - a feature
seen as reassuring and helpful.

The concept tends to appeal most where it can reduce the
burden of routine pharmacy trips or help patients who face
challenges with in-person pickup
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Low intention to use the service is primarily driven by trust and risk
perceptions, followed by operational barriers and the need for in-person
interaction with the pharmacist

% respondents
I prefer to collect the medicine prescribed by | | 20%
my doctor in person from the pharmacy 0
I'mworried that the wrong medicine might be o
delivered | | 18%
TRUST AND
I'mworried about making mistakes when I:l
RISK following the recipe 15%
PERCEPTION
NET I'mworried thatthe medicine or packaging I:l
( ) might arrive damaged 14%

63%
I don't feel comfortable buying prescription- :l .
only medicines online 13%

I'have doubts about the authenticity of
prescription-only medicines bought online I:l 9%

I'd rather get the prescription-only medicine

straight away, without having to wait for it to be | | 22%
delivered
DELIVERY Delivery times that do not suit I:' 13
LOGISTICS AND myneeds &
DIGITAL I don't feel confident using digital tools o
LITERACY (smartphones, apps, online services, etc.) :l 8%
(NET) Ifind the process of buying prescription-only
42% medicines online rather complicated I:l 1%
I've had bad experiences with online shopping
in the past I:l 4%

Itrust advice given to me in persen at the ‘ | 910
chemist's more 21%

When it comes to prescription-only medicines, I

NEED FORIN- prefer to have the pharmacist check themin | | 18%
PERSON person
CONTACT I needto speak to the pharmacistin person ‘ | 18%
(NET)

42% I need to discuss this in person before taking :l 11%

the prescription-only medicine

Prescription-only treatments require human o
contact 7%

Tam used to buying prescription-only ‘ | 21%
medicines from the chemist

HABIT | .
(NET) I'don't see any advantages over buying from a :l 16%

traditional pharmacy

2% d derb I
[ do not consider buying prescription-only o
medicines online to be areliable option :l 8%
PRIVACY AND Idon't wantto share sensitive medical :l 89
DATA (NET) information online "
0 T'am concerned aboutthe handling of my
16% personal health data :| 1%
To purchase for other people, I would prefer
ZL':%%:I:'SEEOI:’?.E higher control :l 10%

(NET) 16% To purchase for other people, I would need more

reassurance L] 7%

Other reasons Otherreasons || 494

Online market of Rx drugs in Italy : consumer readiness, opportunities and challenges | April 2026

Sample of 1000 individuals, representative of Italian Adult (18+) population - CAWI Survey

The key barriers expressed
are:

* Trust and in-person
preference: the main
barriers to adoption centre
on trust and the preference
for in-person pharmacy
experiences

« Many are uneasy about
buying medicines online -
safety concerns and lack of
trust in online handling of
drugs were cited as main
barriers

« Some also mention hesitancy
to share payment or personal
data online for health
purchases.

« Other noted hurdles
include delivery logistics
and digital literacy
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Patient Advocacy Group

Patient advocacy groups (PAGs) are positive about the introduction of an
online pharmacy service while asking for safety measures

)

« They acknowledge that this model could greatly benefit patients - ’
particularly those with chronic diseases or mobility limitations - by
simplifying access to medicines and improving adherence through
home delivery and remote support

« However, the PAGs stress that certain conditions must be met for the
service to be viable and trusted: it must be safe and transparent,
guaranteeing the authenticity of drugs and proper handling (e.qg.
respecting cold-chain delivery for temperature-sensitive medications)

« They also emphasize the need for integration with the public
healthcare system, such as linking the platform (FSE), hospital drug
delivery and existing prescription processes to ensure equity and
continuity of care

!

4 Overall, Patient advocacy groups are open to the development of online pharmacy service and willing to collaborate )
to make it a reality as a complementary channel to physical pharmacies, with the aim of improving patients’ quality
of life and providing additional support—particularly for those living with chronic conditions, facing mobility
limitations, or experiencing logistical challenges. Ensuring safety and product integrity, timely delivery, and full

\_ integration with regional, territorial, and hospital prescribing systems is considered essential. )
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