FREQUENTLY ASKED QUESTIONS
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Scope

To explain frequently asked questions.

Guidelines

Rochester Health Mart Pharmacy employees are expected to understand and adhere to this standard
operating procedure at all times.

Policy/Procedure

1. FAQ will be assessed at a minimum quarterly at the QMC meeting.
Patients can access the FAQ at https://www.rochesterhealthmartpharmacy.com, by mail when
requested, at Central Outreach Wellness Clinic, and at Rochester Health Mart Pharmacy.
3. All new patients will receive welcome bags in the pharmacy, in the prescriber’s office, or via mail will
contain an information post card that includes but is not limited to:
Hours of operation
Services available
Physical address, Web site address
Website link to patient FAQ
Website link to patient bill of rights
Website link to drug disposal information
Website link to patient resource support
Website link to patient welcome packet
i. Includes information about medication therapy, disease state overview, medication
education, financial support.
i. Pharmacy’s toll-free number for 24/7 access to a pharmacist
4. ltis the responsibility of the onboarding pharmacist to ensure that each new patient receives this
patient information.
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Frequently Asked Questions

How do | contact you (questions, concerns, complaints, or error reporting)?
° Please call or visit us if you have any questions or concerns concerning order status, copay amount,
claims submissions, benefit coverage, complaints, concerns, or error reporting. If you have any adverse effects
to the medication you were given, please contact your prescribing physician or your pharmacist.
Rochester Health Mart Pharmacy: Available 24 hours a day 7 days a week including holidays.
Phone: 1-888-498-5438, 724-987-6085 and Fax: 724-987-6084 or Email: pharmacist@memawinc.com
e The Director of Pharmacy reviews both Tiger Connect and the company email address daily to
make sure that any questions from patients or prescribers are being addressed in a timely manner.
o Or visit us on the web at https://www.rochesterhealthmartpharmacy.com
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= |f patients feel the need to complain about any employee, outcome, issue, etc. they
may do so on our website listed above (can also navigate to www.memawrx.com).
¢ Once on our website patients can navigate to the drop-down menu titled
‘Resources’ and in this drop down is an easy-to-use form titled ‘Patient
Complaint Form’.
e This form goes directly to our Director of Pharmacy, who will review the
complaint and address the issue appropriately. The patient should get a
response/resolution within the 14-business day window.
Or visit us in person during normal business hours and at the address listed below.
You may also text us directly at the pharmacy at 724-286-7425. This number will go directly
to PioneerRX and any one of our technicians or pharmacists will help you directly.
» PioneerRX has a built in texting feature that patients can opt out of if they would like.
= PioneerRX provides a HIPAA-secure messaging system through RXLocal which
integrates directly with the pharmacy software. It includes safeguards such as:
¢ Encryption of message data
o Patient identity authorization
e End-to-end encryption
= When a patient texts the pharmacy at this number it automatically gets added on
PioneerRX to every employee’s ‘To-Do List’ until it is addressed by a staff member.
= All New Patient Messages that populate on the To-Do List are to be completed daily.
» This would include addressing the patient’s message, and also notating their profile
to summarize the interaction
= Please note that all patient interactions are recorded in their patient notes so that if
you call and discuss an issue, you can call back later and a different employee will
be able to continue to assist you.
If you feel the need to discuss your concerns, dissatisfaction, or complaints with a third-
party, please address the appropriate Board of Pharmacy
= Alabama
e 205-981-2280
e www.albop.com/contact-us/
Alaska
e 907-465-2550
e boardofpharmacy@alaska.gov
= Arizona
o 602-771-2727
e www.pharmacy.az.gov/contact-us
= Arkansas
e 501-682-0190
e asbp@arkansas.gov
= California
e 916-518-3100
¢ www.pharmacy.ca.gov/about/contact_us.shtml
= Colorado
e 303-894-7800
e https://apps.colorado.gov/dora/licensing/Activities/Complaint.aspx
= Connecticut
e 860-713-6070
e dcp.drugcontrol@ct.gov
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Delaware

o 302-744-4500

o customerservice.dpr@state.de.us
District of Columbia

o 202-724-8800

¢ https://dchealth.dc.gov/node/192802
Florida

o 850-245-4474

¢ mga.pharmacy@flhealth.gov
Georgia

e 404-651-8000

¢ https://gbp.georgia.gov/georgia-professional-licensure-complaint-form
Hawaii

e 808-586-2695

e pharmacy@dcca.hawaii.gov
Idaho

e 208-334-2356

e bop-info@dopl.idaho.gov
lllinois

e 800-560-6420

o https://idfpr.illinois.gov/admin/complaints.html
Indiana

e 317-234-2067

e plad@pla.IN.gov
lowa

o 515-281-5944

e https://[pharmacy.iowa.gov/contact-us
Kansas

e 785-296-4056

e pharmacy@ks.gov
Kentucky

e 502-564-7910

e pharmacy.board@ky.gov
Louisiana

o 225-925-6496

e info@pharmacy.la.gov
Maine

o 207-624-8686

e pharmacy.lic@maine.gov
Maryland

e 410-764-4755

e mdh.mdbop@maryland.gov
Massachusetts

e 617-973-0960

e Pharmacy.admin@mass.gov
Michigan

e 517-241-0199
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e bplhelp@michigan.gov
Minnesota

e 651-201-2825

e pharmacy.board@state.mn.us
Mississippi

e 601-899-8880

¢ https://complaints.mbp.ms.gov/Complaint/begin.aspx
Missouri

e 573-751-0091

e missouribop@pr.mo.gov
Montana

e 406-841-2371

e dlibsdpha@mt.gov
Nebraska

o 402-471-2118

e https://dhhs.ne.gov/licensure/Pages/Complaints-and-Discipline-Index-

Page.aspx

Nevada

e 775-850-1440

e pharmacy@pharmacy.nv.gov
New Hampshire

e 603-271-2152

e Oplclicensing7@oplc.nh.gov
New Jersey

e 973-504-6450

¢ njbopoffice@dca.njoag.gov
New Mexico

e 505-222-9830

¢ https://www.rld.nm.gov/help-center/
New York

e 518-474-3817 ext. 130

¢ pharmbd@nysed.gov
North Carolina

e 919-246-1050

¢ https://complaints.ncbop.org/Complaint/begin.aspx
North Dakota

o 701-877-2404

¢ https://www.nodakpharmacy.com/complaints/complaints.asp
Ohio

o 614-466-4143

e exec@pharmacy.ohio.gov
Oklahoma

e 405-521-3815

e pharmacy@pharmacy.ok.gov
Oregon

e 971-673-0001

e pharmacy.board@oregon.gov
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* Pennsylvania

o 717-783-7156

e st-pharmacy@pa.gov
= Rhode Island

e 401-222-2840

¢ https://health.ri.gov/complaints/
= South Carolina

e 803-896-4700

e Contact.pharmacy@lir.sc.gov
= South Dakota

e 605-362-2737

¢ https://doh.sd.gov/contact/
= Tennessee

e 615-253-1299

e Pharmacy.health@tn.gov
= Texas

e 512-305-8000

e General_info@pharmacy.texas.gov

e 801-530-6628
e B3@utah.gov
=  Vermont
o 802-828-2373
¢ https://sos.vermont.gov/opr/about-opr/contact-us/
= Virginia
o 804-367-4456
e pharmbd@dhp.virginia.gov
= Washington
e 360-236-4946
e wspgac@doh.wa.gov
=  West Virginia
e 304-558-0558
¢ https://www.wvbop.com/public/complaint/compl.asp
=  Wisconsin
e 608-266-2112
e dsps@wisconsin.gov
=  Wyoming
e 307-634-9636
e bop@wyo.gov
o If you feel the issue should go directly to one of our accrediting bodies, their contact
information will be listed as follows:
= Accreditation Committee for Health Care (ACHC) at 855-937-2242
= Utilization Review Accreditation Committee (URAC) at 202-326-3941

When is Rochester Health Mart Pharmacy Open?
e A Rochester Health Mart Pharmacy employee is available to answer any questions you may have
either during normal business hours or through 24-hour Pharmacist-on-Call support.
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o Business Hours of Operation:

o Rochester Health Mart Pharmacy

176 Virginia avenue
Rochester, PA 15074
Monday through Thursday 8am to 6pm EST

Friday 8am to 5pm EST
Saturday 9am to 3pm EST

A Pharmacist-on-Call is available 24 hours a day 7 days a week for any question you may have.
Pharmacists are available for emergency and clinical situations such as side effects and
medication assistance as well as complaint resolution. They also have access to all pharmacy
systems and can answer any questions regarding orders and copay status, claims submissions
and benefit coverage. In addition, Pharmacists have access to Rochester Health Mart
Pharmacy facility if a patient requires support from the systems and/or prescription fulfillment
process.

o Any situation provided by patient, client, caregiver, etc. that would include an urgent
matter such as abuse, self-harm, recalls, or fraudulent activity shall be escalated to a
member of senior management.

How do | order a new prescription?

Your prescriber must send a valid prescription to our pharmacy via their preferred means. When
a valid prescription is on file, you may call our pharmacy to place your order and set up a
shipment during regular business hours.
During business hours, you can call the pharmacy to speak with a staff member or follow the
prompts to request your refill by leaving a voicemail with all pertinent information as requested
in the message.
After hours, you can follow the prompts to request a refill by leaving a message for the
pharmacy staff requesting medication refill. Please include in your message medication
name, your first and last name, address, date of birth, daytime phone number, and
additional requested information per the voicemail recording.
Your doctor can phone in, e-prescribe, or fax a new prescription to us. Please note, certain
controlled substance medications cannot be faxed, the paper copy of these prescriptions must
be sent to the pharmacy.
Your prescription may be filled with a generic equivalent substitution based on state law,
equivalency rating and in accordance with company policy. Please ask a pharmacist if you have
any questions or concerns.
Your insurance may have plan limitations, (Lost medication, quantity limits, vacation overrides)
o If plan limitations affect the filling of your medication Rochester Health Mart Pharmacy
will collaborate with your prescriber and insurance to locate access to your medication or
alternative medication.
o You will be updated by your patient care coordinator during this process.

In the event Rochester Health Mart Pharmacy is unable to gain access to the medication
prescribed (shortage, limited drug distribution), the PIC will consult with the prescriber to find
alternatives. If no alternatives are available, then Rochester Health Mart Pharmacy will transfer
the prescription to a Pharmacy that has access to the medication.

How long does it take to receive my prescription?
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Our standard processing time at Rochester Health Mart Pharmacy is normally less than 24
hours. This does not include delivery time. If processing time is delayed longer than 24 hours,
we will contact you to notify you of your options, so you don’t go without medication.

A Rochester Health Mart Pharmacy employee will immediately let you know if there are any
issues that may delay fulfillment such as prior authorizations or quantity limits imposed by your
insurance company. Rochester Health Mart Pharmacy employees will work with you and your
physician to try and get any Prior Authorizations completed as quickly as possible. If your
insurance company will not allow a quantity override due to unforeseen circumstances, a
Rochester Health Mart Pharmacy employee will help determine the best way to get the
medication you require.

During patient initial assessment and reassessment, pharmacy staff will provide patients with an
estimated delivery date. The patients will have the opportunity to call the pharmacy at any time
to request an update on shipment status, delivery date, or tracking number.

Medications are sent via FedEx, UPS, and USPS. Priority Overnight is available or required for
some medications.

Prescriptions are shipped Monday through Friday for the next day delivery, and if permitted by
the delivery zip code. Medication delivery is a complimentary service at no additional charge to
you.

Some medications will require your signature for delivery. A Rochester Health Mart Pharmacy
staff member will coordinate with you to schedule the most convenient delivery time to ensure
your availability to sign for the prescription.

How do I refill my prescription?

@

Rochester Health Mart Pharmacy will call to schedule your refill order 6 days before you run out
of medication.
If you run out prior to Rochester Health Mart Pharmacy contacting you, or you would like to go
ahead and order your refill, please contact us. Please have your prescription number(s)
available to place your order.
An automated refill option is available 24 hours a day 7 days a week. If ordering an automated
refill, please also leave a message with any specific delivery instructions or request Rochester
Health Mart Pharmacy staff contact you prior to medication being shipped.
Please let a Rochester Health Mart Pharmacy employee know if you have run out of refills and
would like a call to your physician to be made for a new prescription.
Please remember to always inform Rochester Health Mart Pharmacy and the Patient
Management Program of any insurance, address, or health changes.
If you need your prescription immediately, please let a Rochester Health Mart Pharmacy
employee know so your order can be expedited. If you cannot wait for a shipment, you may ask
about having your prescription transferred to a local pharmacy. The prescription can be
transferred back to Rochester Health Mart Pharmacy the next time it is needed if applicable by
federal and state law.
In case of an emergency, disaster, or delay, Rochester Health Mart Pharmacy will establish a
new line of communication with patients if current means of communications are not available. A
team member from Rochester Health Mart Pharmacy will work to establish communication with
all patients.
o Inthe event of an emergency where Rochester Health Mart Pharmacy does not have
access to telecommunications all calls will be transferred to the Pharmacy’s cellular
phone to avoid disruption in patient care.
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o In the event of an emergency where Rochester Health Mart Pharmacy’s physical
location is not accessible to staff or patients, patients will be directed to contact North
Shore Health Mart Pharmacy. Patients are still able to use Rochester Health Mart
Pharmacy’s phone number to reach a Rochester Health Mart Pharmacy pharmacist.

o If Rochester Health Mart Pharmacy is unable to fill a prescription due to an emergency,
the patients’ care will be transferred to North Shore Health Mart Pharmacy or another
pharmacy of the patient’s choice that is capable of care.

How much will my prescription cost?

Prescription cost will vary depending on your insurance.

Benefit limitations will be addressed during your initial assessment, or reassessment call with
your patient care coordinator.

If the pharmacy is out of network resulting in higher patient costs, a patient care coordinator will
discuss financial options (coupon cards, benefit programs) during your assessment or
reassessment call.

Because drug pricing can change daily, a final determination of your co-pay cost cannot be
made until your claim is processed. You may also call the Member Services phone number on
your prescription insurance card to get the most current information.

o Once the final co-pay amount is known during the Initial Assessment, the Patient Care
Coordinator will ask the patient if there are any concerns with the cost of the medication.
If there are concerns or issues with the payment, the Patient Care Coordinator will
review the various methods of alleviating those cost-related issues.

If you are unable to afford the out-of-pocket cost for your prescription, Rochester Health Mart
Pharmacy will work to identify co-pay card assistance, patient assistant programs, or other
support and/or charitable organizations if applicable by federal and state law.

o At this point the Patient Care Coordinator will review options with the patient in
conjunction with the pharmacist to determine which methods are appropriate and
applicable.

Rochester Health Mart Pharmacy utilizes cou-co.com to find all available prescription co-pay
assistance options provided through the various drug manufacturers.

The cost may also vary depending on the quantity of medication. Your prescription will be filled
for the quantity of medication that the physician prescribes. Please be sure to advise your
physician to prescribe for the maximum amount/days’ supply allowable by your insurance
coverage (days allowed may vary by plan).

If you have Medicare Part D drug coverage, the cost of your prescription will change
significantly as you meet your deductible and initial co-pay, progress through the Medicare
Coverage Gap and reach total out-of-pocket expense. Pharmacy staff can assist you in
determining and understanding your options.

How can | pay for my prescription order?
o Rochester Health Mart Pharmacy accepts all major credit cards, checks, or money orders. If mailing
payment, please do not mail cash.

How can a prescription be transferred?
o Rochester Health Mart Pharmacy shall transfer a prescription when allowed by state and federal
law upon request by the patient. To transfer a prescription, patients may call Rochester Health Mart
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Pharmacy and speak with a pharmacist to submit the request. A pharmacist is available 24/7 to
accept this request.

If a patient requests a prescription be transferred, a pharmacist at Rochester Health Mart Pharmacy
will transfer the prescription the same business day as the request or as soon as the transferring
pharmacy is open for business.

If the transferring pharmacy is unable to accept the transfer from Rochester Health Mart Pharmacy,
a pharmacist shall inform the patient immediately.

Rochester Health Mart Pharmacy may need to transfer a prescription if the Pharmacy is unable to
fill your prescription. A pharmacist will call the patient the same day and discuss options on where
to transfer care based upon availability of product and ability to fill. The pharmacist shall then
transfer the prescription after consulting the patient and prescriber.

How can | safely dispose of my medications?

Visit the website below to view a list of medications that can safely be flushed down the toilet or see
the handouts given in the welcome packet:
http://www.fda.gov/Drugs/ResourcesForYou/Consumers/BuyingUsingMedicineSafely/EnsuringSafe
UseofMedicine/SafeDisposalofMedicines/ucm186187.htm

If your medication is not on this list, please see the handout included in your Welcome Packet on
how to properly dispose of your unwanted or expired medications.

You will be notified by a Rochester Health Mart Pharmacy employee if there is a recall on your
medication and given instructions on what to do.

What is the Patient Management Program?

@

The Patient Management Program is included at no cost to you, and you are automatically enrolled
as a patient of Rochester Health Mart Pharmacy. You may opt out at any time by contacting
Rochester Health Mart Pharmacy to inform us of your decision.

During assessments and reassessments, pharmacists will work with you on any problems,
concerns, or questions you may have regarding your medication therapy. Issues discussed include
disease overview, medication, dose, dose frequency, interactions, side effects, adverse reactions,
physical assessments, and coordination of care with your physician when appropriate, etc.
Rochester Health Mart Pharmacy utilizes Patient Health Flow clinical services to help provide the
best care for our patients.

Pharmacists shall provide and record clinical information, medication education, Quality of life
measurement, adverse events, side effects, and patient satisfaction upon initial assessment and
during reassessments.

The potential health benefits of this program include managing side effects, improved overall health,
increased disease and medication education and awareness, increased medication compliance and
when coordination of care with your physician is necessary, your pharmacist will have all the
information needed to help make informed decisions regarding what is best for you as the patient.
The potential limitations of this program are dependent on you as the patient. You must be willing to
follow the directions of your physician and pharmacist, be compliant with taking your medication
and willing to discuss the details of your disease, medical history, and current practices with your
pharmacist so he/she can have a full understanding of the situation.

Please let your physician know you are a patient of Rochester Health Mart Pharmacy and are
enrolled in their Patient Management Program. A good relationship between your physician and
your pharmacist will benefit everyone involved in your care.

To contact the Patient Management Program, please call Rochester Health Mart Pharmacy toll free
(888)-498-5438.
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Approvals/Change History

Last Edited By: Reason for Change: Date Version
Patrick Davis — GM N/A 10/01/2017 | 1.0
Patrick Davis — GM N/A 12/22/2017 | 1.1
Patrick Davis — GM N/A 06/09/2018 | 2.0
Patrick Davis — GM N/A 02/07/2019 | 2.1
Patrick Davis — GM N/A 08/09/2019 | 3.0
Noah C Kairis — AGM N/A 10/21/2019 | 3.1
Harrison J Young — CO N/A 01/08/2020 | 4.0
Patrick D Davis — DOO N/A 01/13/2020 | 4.1
Brandon K Royek — DOP N/A 03/23/2020 | 4.2
Harrison J Young — CO Format update, per URAC review suggestions 04/20/2020 | 4.3
Harrison J Young — CO Added section regarding Covid-19 procedure 07/02/2020 | 4.4
Harrison J Young — CO Added section about prescription coupon 07/31/2020 | 4.5
resources
Harrison J Young — CO Added instruction.s.on new complair?t proceQure, 03/16/2021 | 5.0
as well as accrediting body contact information
Harrison J Young — CO Annual policy review 04/20/2021 | 5.1
Harrison J Young — CO Updated Covid response 07/22/2021 | 5.2
Updated Patient Care Coordinator’s role and
Harrison J Young — CO script for determining financial assistance 03/07/2022 | 6.0
options
Harrison J Young — CO Annual policy review 04/20/2022 | 6.1
Discussed escalation for consumer safety.
Harrison J Young — CO Elaborated on communication policies and 11/03/2022 | 6.2
monitoring for timely responses.
Added state board information for additional
Harrison J Young — CO states for whom we have licenses under 08/23/2023 | 7.0
grievances section.
Harrison J Young — CO Annua! policy Te"ie‘”' R.e.moved section 10/05/2023 | 7.1
regarding Covid-19 policies.
Harrison J Young — CO Annual policy review 11/10/2024 | 8.0
Harrison J Young — CO Annual policy review 12/15/2025 | 9.0
Explained that is the responsibility of the
onboarding pharmacist to supply new patients
. with essential information related to their
Harrison J Young — CO experience with RHMP. Elaborated on the 03/04/2026 | 10.0
HIPAA compliant nature of PioneerRX’s texting
feature
Harrison J Young — CO Updated address and store hours. 07/08/2026 | 10.1
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