WHAT YOU NEED TO KNOW TO INFORM AND

ENGAGE YOUR PATIENTS

Automating communication to patients about Rx reminders, re lls, order
status, even medication education, have a proven impact on treatment
adherence and pharmaceutical care because it provides organizations with
a scalable and cost effective means of informing and engaging patients.
For pharmacies, in particular, automated solutions provide a broad range
of operational ef ciencies and an improved ability to successfully market
services.

While automating your patient outreach offers signi cant bene ts to your
pharmacy and your customers, not all solutions provide the same results.
When evaluating automated communications providers, know these

12 must-haves.
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e 12 MUST-HAVES

FOR IMPROVING Rx SALES

1. EXPERIENCE IN YOUR INDUSTRY

Develop a trusted partnership: Providers who understand your industry become
a trusted partner. Success in optimizing your clinical and business objectives
only comes from years of working with retail pharmacies. Your provider should
continuously monitor emerging healthcare trends, technology, and events
across the industry and be proactive in deploying communication solutions in
your ever-changing environment.

2. SIMPLE AND QUICK INTEGRATION

Let your hosted provider do the work: Consider the operational impact of
manually producing and sorting customer les from your existing legacy
system(s). Without a provider who has experience handling complex
integrations to your back-of ce environment, your IT department will end up
manually producing, sorting, and formatting customer les to the provider s
speci cations on a daily basis. You can avoid this time-consuming process
and help your IT department by choosing a provider that can integrate with
your internal system and process.
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3. PERSONALIZED INTERACTION

Send the right message to the right customer: The right message to right
customer at the right time can make the difference between an empty Rx bin
and several prescriptions that never leave the store. A message that compels
one customer to take action will be different than a message that compels
another. Your provider should have the ability to intelligently apply simple
and exible business logic and develop noti cations using any eld you have
available in your customer records. The right provider also allows you to
incorporate best practices, such as offering customers the ability to self enroll
into auto-re |l noti cation programs and re |l more than one prescription at a
time.

4. QUALITY VOICE AND PERSONA

Don t let poor quality audio hurt your image: Every customer interaction

provides an opportunity to strengthen your relationship and improve customer
satisfaction. Using low-quality voice messages lessens your credibility and can
even diminish your brand s integrity. Choose a provider who offers professional
voice talent so the message you deliver sounds as clear and pleasant as if
your customer were talking to a live person. Take special care with ethnic
multilingual noti cations. Engage your customers with the proper tone and
they will respond.
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5. VOICE MAIL RETRIEVAL

Let the provider handle callbacks: When you reach a customer s voice mail,
simply leaving a toll-free number will drive your customer right back into
your pharmacy call center. To maximize the bene ts of automating your
communications, your provider should leave messages while also proactively
handling the message callback. How? Messages left on the voice mail should
include a unique toll-free number that calls the provider along with a unique
PIN to properly authenticate the customer (ensuring HIPAA compliance).
When your customers call back, they will then be directed to the original
automated message, not directed into your contact center and tying up your
pharmacy staff.

6. AUTOMATED CONTACT PACING OR THROTTLING

Don t let your pharmacies get over loaded with inbound calls: A valuable
automated solution intelligently controls the ow of calls into your pharmacy,
keeping your staff well managed and your customers free from long wait times.
Your provider should have real-time monitoring of your hold queue, processed
by detailed business logic, which then automatically controls outbound

noti cation volumes based on in-bound capacity.
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7. EFFICIENT (AND INTELLIGENT) TRANSFER OPTIONS

Make it easier for the customer: Even with a personalized message your
customer may have questions or need to talk with a pharmacist. Transferring
them into your IVR and making them navigate their way to the right
department is frustrating and time consuming. Your automated solution
should also transfer more than just the call. CTI integration and warm transfer
capabilities give your representatives detailed information to help solve
customer inquiries before they take the call. This keeps your customers from
having to repeat their name and account number and makes the resolution
process ef cient.

8. MULTI-CHANNEL AND CUSTOMER PREFERENCES

Let your customer choose the best way to reach them: If your only channel

for automated communications is through the phone, you may alienate

a customer who doesn t want to be called, plus you may not be able to
effectively reach and interact with a customer who travels or is hard to get on
the phone. Your solution should handle phone, email, SMS text messages, fax,
or a combination of all. This will increase your chances of reaching them and
will provide the highest level of customer service.
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9. FILE MONITORING

Let the provider keep guard over your les: A provider with an automated system
that continually monitors the data ow between your systems and theirs is
better equipped to catch any le issues. When troubles or irregularities do
arise, you want a single point of contact who will take the lead in nding a
quick resolution with the least impact on you.

10. MEANINGFUL RETURN DATA

Get meaningful customer data back: The more you know about your customers,
the better you can tailor future messages. Make sure your provider can
connect to your back-of ce systems so that customer information is updated
and kept current. You should have the option of choosing real-time or

batch integration, sent to any one of your systems. This allows you to apply
business rules based on your most recent interactions, keeping your messages
appropriate and timely, and maximizing your success.






