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Field Observation
Start Time Date
End Time Location

A prescription was filled by a pharmacy employee

A customer dropped off a prescription.

A customer picked up a prescription.

A pharmacists gave a customer consultation.

A pharmacy employee asked for help with a task.

A pharmacy employee was on a phone call.

Highly Confidential

MR

Secondary Notes
If you have any extra details for supplementing observations you may
note them here.
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9T000 ~ £6.02-d

Date

Self Report Notes Role

Location

Please note cach instunce of the events listed below with a check or serateh mark, I you are unable to
note the event when it happens without disrupting your current task, please note the event soon after
your current task is completed. All resp will b ized and any identifying data will be
removed prior to inclusion in research reporis,

A task was interrupted before I could finish it.

We were below 15 minutes/prescription.

[ was not sure what my next task should be.

I had to delegate a task to someone else.

Highly Confidential

MR

Secondary Notes
If you have any notes you want to share regarding the events listed on
the front you may share them here.

A
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CONTEXTUAL INQUIRY

Introduction

i Thank vou for taking the time to today to help us, My name is (name) and I'm with Tata
Consultaney Services. We are a thard pany consulting group thar has been bured by Walgresns to
help wath the Presceiption Fubfillment redesign ininative. None of your cesponses today wnll have
your sume sttsched to them, aod wny feedback we end up using wall be ancaymized with a
partieipant number, o be as honest as posssble. We want o make the new system as eusy to use as
possible, so tnything you can give us will go wowards making your life easier.

Today we wall be doing something called a Contextual Inquiry. A Contextual Tnquiry hus two parts;
set of interview quesuons and a sem-structieed sk sesson. For the interview portion Pl just be
asking questions abowt you, your role, and daily rsponsibilities w establish context for the research.
Foor the seeni-structured tsks, Pl ask pou to take me through bow vou would normally de the weks
during yous workday. Think of it as teaching me how to use this system as though 1 will need to do
the kinds of tasks that you do. We'll ulse be dotng somethmg called Think Aloud Protecol. While we
are going through the wsks [ want to voaalize your inner monologue. A lot of what we do
somewhat suhconscious, so it might be a littde difficult but Tl hela you out, For example. of you
ko where to find an won to clek, watk tromgh that precess mdetul. “T know P gomg to oesd
to click on the status swon to et the message to beave, so [gmore the message and just chick on the
stats icon nght away.” Given the physical space of the phamnacy [ alse want you to move amound
the phurmacy when that woukl be necessary for the task. And once agaun, if there are tungs yeu do
or work-arounds you use that acea’t in bine with official or unofticaal gudelines it's important that we
understand that process.

o youn have any queshions?
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Interview Guide (Wording and order of questions may differ. Other questions
not listed here may also be asked.)

*  Describe vour typical eespomaibilities

*  How often are vou using the prescrption fulfillment system?

T

Innovating the way we care for patients

VAR AR
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*  What are other common tasks which do net involve the prescription fulfillment
system?

* What does filling a prescription typically look like? Include any other tasks
which vou might be domg at the same time or which might interrupt filling a

prescription?

VAR AR

F

*  How do von typically communicate with other employees?

*  How do vou coordinare with other emnployees 1o complete tasks done?

Ji
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* How do you manage the list of pharmacy tasks?

*  Thinking of the curcent system, what works well?

VAR AR

F

*  Thinking of the current svstem, what doesa't work well for you?

* Thinking of the current system, what tasks aren’t supported? What kinds of
features ar functions are missing?

Ji
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HIGH VARIATION IN PERCEPTION OF PHARMACY EFFICIENCY

There were marked differences between senior staff and non-management staff
*I" Senior Technicians and Pharmacy Managers claimed that Core Workﬂoﬁr E-ffélhost always gets it right”

o/ | There was a belief that a lot of inefficiency stemmed from not followmg the task
recommendations Sy

o They shared a general perception that users overestimated thelr ablllty to properly address task
order y

+  Technicians and Pharmacists believed that they understood the most efﬁment approach to managing
pharmacy tasks i

o Tended to prioritize tasks they were comfortable with b

o Generally distrusted the recommendations and in_te'llz_i_i:j_é:ﬁ{ce of the system

o . Perceived required tasks such as Smart Coun:_t__:-’;és_? unnecessary

©2018 Walgreens Boots Alliance. Confidential. Do not release or distribute without the approval of Renewal. Innovatmg the way we care for patf'ents 32
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HIGH VARIATION IN PERCEPTION OF PHARMACY EFFICIENCY

Significant gaps in trust

*|'! There was widespread mistrust of inventory numbers both when reported y the system and other
staff members o

+ | A majority of Pharmacists we spoke with thought they understood Iaws and regulations better than
the system e

o The Pharmacy Managers suggested that such confidence w___afs Ejffj_:;splaced and that it is easy for
misunderstandings to spread and persist in individual pharr_n*aﬁ:ji_eé

« | It was reported that improper overrides for coupons occurred because users did not trust the system
to properly process coupons and trusted their understandlng of the coupons system more

« Users reported that they felt their coworkers were less capable or knowledgeable than them, with the
exception of new hires R

o . This\was true markedly true between more senlor:Ie'cthIans and Pharmacists, with
Technicians suggesting that they are more |mportant to keeping the pharmacies running and
Pharmacists suggesting that they have te"cover for Technician errors

©2018 Walgreens Boots Alliance. Confidential. Do not release or distribute without the approval of Renewal. Innovatfng the way we care for patf'ents 33
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HIGH STRESS

Errors resulting from stress

+|'" 'We heard multiple reports of improper behavior which was largely attnbuted;;_:to the desire to keep
below promise time e

o ' We were told that pill bottles had been found to contain more thanone medication

o | We also heard that prescriptions returned to the shelf were sometlmes poured back into the
stock bottles, including one instance of this occurring with a quwd medication

*+ All participants expressed a high level of stress in trying to meet_._;pnb@ﬁ-'ise time and the belief that,
given current levels of staffing; promise time was unreasonable._wih'il_é following proper procedure

o Two participants claimed that they don’t believe that the corporate teams care for them and are
too focused on promise time S

m  One said that they are concerned about takmg the|r lunch break as they feel they are
judged for not making promise time foilow'ngf the lunch break and cut their break short

©2018 Walgreens Boots Alliance. Confidential. Do not release or distribute without the approval of Renewal. mnovatmg the way we care for pal‘f'ents 34
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ARBITRARY BARRIERS

Design decisions seem to artificially frustrate tasks

Users claimed they did not understand the need to have tasks, such as admmstenng vaccinations,
spread across multiple systems v

Similarly, they were frustrated by the need to navigate through mult‘ipléizp_:égzes to complete basic tasks

To get around some restrictions users reported adding unrelated ;nformatlon to data fields which
could cause issues in the future

o/ kLe. adding special instructions to the address line sep.arate'd byan ;

There was frustration expressed that identifying certain pieces of Informanon such a how much stock
of a generic is made by a specific manufacturer, requires gomg to the shelf instead of being directly
represented on the screen e

Users want to have more direct information regardmg task ltem and the ability to manipulate them
directly w

[Triggers for system actions, such as leaflet prlntmg %-f:aré not understood and often surprise users

©2018 Walgreens Boots Alliance. Confidential. Do not release or distribute without the approval of Renewal. !nnovatmg the way we care for patf'en s 35
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Some Common Interaction Design Patterns

Achleve

User reaches goals and gets rewards {badges, sodal annoucements,
discounts, etc.). Often pairs with the Share pattern.

Master/Detail

Displays 3 set of iterns and dllows examrnétron/edrting of
itern's details

News

Display anecdotal information to the user. Can often be effectively
combined with alerts,

Note

User can annotate selected items

Alert

Make the user aware of an unusual condition with the real world or the
system. A sub-pattern of notification. Can take many forms {e.g. email,
banners, notifications)

Notify

Make the user aware of a condition with the real world or the system,
Can take many forms {e.g. email, banners, notifications}

Apply

The user submits an application for something {e.g. login credentials)

Fay

User can pay for goods f services via one or more means

Approve

Something that was submitted is approved by another person

Personalize

The user modifies persistent aspects of their relationship with the
systern {e.g. name, address, credit card, preferences).

Capture

User documents something {e.g. with notes, pictures, audic, etc.)

Poll

Users can participate in an on-line poll

Collect

The user collects iterns of interest to them {e.g. for comparison)

Proximity

Given agoal/tarzget, how dose am 1? How soon might | get there?

Compare

Often paired with the Collect pattern. Show user the salient differences
{from user POV) of a set of itemns,

Rate

User can rate an item (e.g. iTunes, Spotify)

Confirm

Confirm an operation with the user. Used where a mistake would be
costhy.

Search

Find iterns of interest within a dataset.

Contact

User needshelp, clarffication, etc. Denotes one-way communication.
Can be email, text phone number disclosure, etc.

Shara

One way communication from the user to his network (e.g. twitter,
Facebook, email)

Discuss

Two way communication between the user and the organization and for
among users, Think chat, VolP, phone, etc.

Shopping Cart

A subset of the Collect pattern. In this case, we add accrued totals,
computed taxes, estimated shipping, etc.

Filter

Display only specific categories within a dataset, categories derived from
the users model, of course.

Suggest

The systemn offers advice to the user {e.g. Amazon's Suggested for Youl.

Identify

A user's identity is confirmed in some fashion {e.g. password, face,
fingerprint}.

Tag

Allow users to apply thelr own keys to items. Then, they can nevigate s
dataset via thelr own or their sub-group's taxonomy.

Locate

Fix the user in space {i.e. address or coordinates) through various means
{e.g. WiFi router DB, cell tower triangulation, GPS, ask them)

Timeline

A subset of the Master - Detail pattern, Display chronologically
organized data with ability to zoom into events or timeframes.

A subset of the Visualize pattemn. Provide natural display and
rmanipulation to geographically tagged data.

Tour

User Is walked through a product, process, concept or procedure.

€¥000  £6.02-d
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ARV R

Batterns

| want to... Frequenty by o, lnfo Context Pharmacist Pharmacy Phirmmcy
frimps J i Technician Fanager

Prescription Fulfillment

MNgtes

natification
Patient walked In with empty betthes for a presafation Wstory search
refil rriy pharmacy stack far this prascription natify
refill a prescription Patient walksin regu esting presoription seeifanather incation has a drug rrvaster / detarl
Prescriber called in refils for 3 patient see =l versions, generie snd brand timeling
| was notifled an autorefil 15 due mam
il ter

1 am opening the pharmacy

ol arrrved for my shift Alet

|1 returnzd from lunch Iy responsibities Fittsr

X ::I ecewad a defivery _ Suggested phamacy focaion MacterDetsd
| was notifled thal prorise bme is 1o Task list

&0 glang Suggestad task pricrity
=l need Lo prioritize &wailer Current promise time
: : ::I wirs mads avere that 1oday's schedule

8 g [changed

© o |It'stime for me to chack my work:

s

LRI

LR L

mmr

decide what to wiork on next Suggsst ih | s, Can Bds @) e oo
Timeling
Triaga

Frosirmity

R

the patlent moved

the patinnt has a new phane nurnber Insurance

Insurance has changed presalber .

patlent walked In + éropped of a prescription rr::";ﬁ“" history ms‘;" £ derail

drctor's office cled In a prescription: n ons SEE

update a patient's infarm ation pationt new ta Walgrems patlent detalls Hiter ;mnhlw !,r.\déuw Bin r::a cauntdawn, "
check far any drug intersction notes relstiznehips eonftrm seammend ey auta-add ta patiant profils
patient wants ta know ther prescription ad 54l <o nbaxt

histery

check prescription histary

What Is In medical context?
Patlunt's oerent prescriptions
A
Task list 5 r Do
llimesses
Allergias
Filter?

I'rmi done wath 2 task
complate 3 1ask . i 1 forgol to repott hat | completed
something awhile ago

Scanned presoription knage
. ) : Padiont dropped a ¥ a prescription Pationt medical context master 7 detall
acdd a prescrigtion : 140 A prescription was faxed in Patientname Hiter
eRx preselption was recelved Patient DOB
Substitstians dipwed? ceplure

search

T
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Prescription Fulfillment

Frequency
itings J s

fwant to..

info Context Pharmascist

Phaitinacy
Manager

Motes
Techuidan

It 15 time Tor me [0 ravies my team's
pedformance
| was natified that we have aceeded
review team performeance promiss time
list enceeded projections
| wias miacks sware that completed Eshs
e nol been cleared

| was made aware that the pharmacy task

Employes list

Tack list

Suggestad task pricrity
Suggested employes iocaion
Sugpested employes tasks
Current promise time

Dlgers may find tha confirm annoying.
Given the freguency the brade-off of
requinng a confirmztion vs. more likely
hurman error sesms to favor requiring a
confirmaton .

Some tasks may require & confinm
wihereas oihar may nol
- First call back vs. Final call back

Task removid has many opportunities for
automation which ane not curranthy
smployed

Fatient could not affard + requests ko return

it

Incarrect mianyfacturer
Patient declined
Exceeded bin time

retum & prescription te shelf

confirm
tirmeling
proximity

Sent back belore it axpired 1o save maney

Walk in patlent has reguested & vacdnation

Inmed 150 4 cirgtiun
Pt e Schedulud patient has arhet

retum a defective product

oarmplaint Fam patient
damaged box

Alart

Filter Pharmacy Managers wil lilkely need more
IlasterDetal alarta than Technioans end Pharmadcists
Suggest Prowirmity redates o promise time.
Timing
Trnage
Eraximity

Passive task

was made aware the dnve thu is
backed up

was notified & workelation 15 down

noticsd an ermpioyes is having

igrficent difficulties with a task

Tepnicritize work

Currant promise time
Suggested task pricrity
Task lis2

Cali back list

Currant weitars
Prescnplion efrors
Duafactive item returns
Stock iterm retums

S 18sks May requing & confirm
whareas other may not
- First call backvs, Final call back

Task removal has many opportunibes for
Pt automaton which are nat currentty

Undo?f Confirny  @mloved
"Prewimity ralales 1o promise time,

Consiger 8 machanism to account for
lunch and other break types. | s there o
store 2chedule we could get mierface to
50w can do belter auto prigritization
andior queue balancng

Chack with Phamacy Wanagers for more
detailad

|||1||||\HI\HI\\\|\\\I\I\I\HI\HII\\IH\HH!IWIH\I\I\I\HI\HIH\I\HI\HI\HI\HIH\I\Hﬂ“ﬂHHHH\HﬂHI\HIH\I\HI\H||HI\HI\HE\HHHM“
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Prescription Fulfillment

! want to...

Frequency

(s § day]

nfo Contert

Pattsins
Pharmacy
Technician

Pharmacy
Manager

Notes

upd ate our presrners

reterm stock to distributer

presariber name
V'm entering & patient whose preseoiber e dress
wasn't captured phore nurmber
prescriber's detalls have changed {NP1) National Prosider lden tifler

Grdered teg much ofa medication,
Mare arrived than | ord ered,
A specia.order patient left this pharmasy,

Taventory
amount of unused medication

sarch
notify
pramimity

Innovating the way we care for patients

Users may find the corfirm annaying
Given the frequancy the ireie-off of
requinng a confirmation vs. mare lilehy
human eeror seems to favor requining a
confirmaticn

Some tasks may require a confims
whereas ather may not.

« First cal bacicws, Final call back

Task removal has many opportunities for

autormation which are not currently
ampleyad

Proximity relsbes to promiss tims

Consider & machanism 10 account for
lunch.

Check wilh Pharmacy Managers for mare
detailed
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Alby has only been working as a technician for a few menths, It has been ditficult getting acclimated to the pharmacy

TECHMNICIAN

Abby

ABOUT

because she doesn’t have any educational background in pharmacology. She feals comfortabie working with patizms
but gets a2 bit nervous whenever she has to go into 1 Plus. She freguently needs to ask for hedp from a pharmacist or
another technician when using K Plus which slows down the whole pharmacy. Mavigating the stock shelves lsn't too
hard, and she is adept 2t maasiuring out medication, but when Core Workflow sopgests she start answering phones or
chearng wut the work queose, she asks another technician to switch with her. Sho wants to get better at using 18 Plus bat
donsr't have the thme at the pharmacy to get comiortabie with it and hasn't bean able to get all the way through the
trainimg modules. When she ks dolog work she is comfortabde with the pharmacy it runs smoothly, but when the call list
starts backing up or she gots stuek trylng to run isurands she gets frustrated with 10 Plus very quickly.

STRUGGLES DESIRES

Lack of training rmakes IC Plus difficult to navigate &% Allow me to navigate between different
i Plus pages more easity
is frequently confused by insurance lssues _ _ . o
Provide clear direction for addressing insurance
issues and prescription rejections
Has trouble applying coupans Esues and o phion rejection
. . _ _ Ensure that the medication counts in the system
Desgsn't like _hﬁ-vmg Cmr;— Workflow redirect her 1o work reflect the actual pharmacy stock
on pgrescription processing as she prafers to work diretly
wiith patients # Reduce ali the slowdown and crashies

& Let me ook through the Werk Queaue list

When the pharmacy fails behind in the Work ; _
without having to clear items first

Queue problems guickly add up

i need mere time for training without needing

Feels uncomfortable making calls because she forgets 1o handle pharmacy tasks

how she i suppozed {o leave messages
Muaet like-minded peopte to befriend
and travel with
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[Time with Walgreens

Pharmacy Typ

Education

Pharmacist with 10 years of experience n pharmaceutical services, and graduated from The University of Baltimere in

PHARMACIST

David

ABOUT

Pharmacy with a B.S, He enjoys balancing work and personal Ciavid is also erjjanized and structured. He has (o
manualiy keep track of the Core Workflow Task i v avoid faliing into the red rope, Me would Hie an astomated
system where task fems have to be checked off as they sra complated by the designated stalf member, Each staff
mumber should then have alert notifications of pending task items before the end of th vifr.

At timves having to juggle multipie tasks and simultaneous tabe care of F4 can become overwhelming, Me can't over-
stress the d for a robust system with automation and simpiifed processes that s stable and not be impacted by lack
of performance- freezing.

STRUGGLES DESIRES

b Systen crashes, interacting with multiple systems % Staving shead of things so | can complate my primary
tasis, ke filling prescriptions

Mo patient appointment alerts v ‘ P
patient appointment a Ensure gach patient gets thel correct meds and takes

. them properiy
Lack of updates on sut-stocks, parttal fills, and
other excegtions Compiete my tasks [intake of walk-in scripts, taking calls,
et as quickiy as possible
No process to hice, raln, and develap pharmacy

A Have unrecessary cafl taken care of by the system
teghniciany

50 they don't interrupt important Lasks

Mo easy way i jog issues so they get msolved Having bether channels for commurieation would be
great to keep my staff engajged

Time comsuiming procesces of coordinating, providing MNeod a way to view all the tasks for the day se ! can

immunizations, and handling rompounds prioritize and plan sccordingly

[ il [[RTTEY il
Il , [
il i A
it t ||||t
Il I A
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PHARMACY MANAGER

T

Owan has been working as a Pharmacist for a long time and seen what dows and doesn't work. He has been 2
Pharmacy Manager at his current pharmacy for the past 4 years and runs 2 very tight ship, His pharmacy is informally
z ® training pharmacy for his region so new Pharmacists and T jciane tend to comre and go. This can make

?

Owen

ABOUT

At especialty when Technicians or Pharmaciets know how 1o do some tasks really well and tey fo avoid
having to learn the other impactant aspects of the job. e tries to be helpful with new hires, but alse knows that he has
ter b ey, otherwise the pharmacy would quitkly fail bohind, To keap up sweryene has to be movieg alf the time. He

2% wiish that some of the busy work could be filternd out, ke taking urmecessary patient phone calls or automating
parts of the prescription filling process, as that would give everyone more time to halp sach other out. It can be draining
to always be moving, But it's batter than finding vourself sverwhalmnoed halfvway through the day.

STRUGGLES DESIRES

@ The lack of sufficient training in 12 Plus, especially for Have IC Plus explain how to perform tasks
Fechinicians, siows us down
Medp users understand why tasks are suggesiod to them,
It is difficult to get pecple toe follow the mnot just recemimend them
recommendations in Core Waorkfiow
) - . Aliows me o search through and sort the task list
When waiters start backing up there isn’t a way to

=asity address just those prescriptions Get users 1o properly check off tashs when they

- . . . are completed
asks frequently get backed up ta 3 point where we comp ’

nave te divert people away from their current work . L N
Let us know when something is geing to get backed up
W spend way too much tirme oa the phones bafore it bacames an issue
H's hard to fix roistakes in the system, lke Reduce all of the navigation between different systems
inventory counts

Meet lke-minded prople te hefriend

ant travel with
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MOCKUP STORY PURPOSE

The mockup story is developed from the Personas and guides th

design process
/' Represents a ‘day in the life’ of the Personas
+ | Extends the design value of the realistic Persona into the phase of moredetalled design
« | Based on common workflows and details gathered from Interviews .
| Defines the user tasks built into the clickable mockup story

+ | Prioritizes the most important aspects of the system to mammlzerev ew and iteration time

* | Provides a roadmap for interacting with the clickable mockup - Sl

©2018 Walgreens Boots Alliance. Confidential. Do not release or distribute without the approval of Renewal. f‘nnovatr'ng the way we care for patf'ents 74

Highly Confidential TCS00000269

7,000 €6.0¢-d




G/000 €6.0¢-d

DAY IN THE LIFE

Abby arrives to open the pharmacy with David (a Pharmacist) and Owen
(another Technician). She checks the list of tasks and there are 42 items on
the list. After looking through the list she sees that there are 20 items in the
F1 queue, with a mix of some left over from yesterday and some that came in
overnight and 6 items in the F4 queue. There are 11 call backs (a mix of .
prescriber call backs and patient call backs), 5 prescriptions that need to be o
restocked, and the Smart Count for the day. She feels most comfortablg-;‘ihé ?gf :

the back area of the pharmacy and the Task Manager suggests she hgﬁqle_izi

the Smart Count and restocks, so she gets started on those. After checklng

off the Smart Count and she gets started on returning items to stock 5Eifen

though she usually remembers to properly restock them, it is Stl“ heipful to

have the system remind her which to mark the bottle with an '“-..‘and rubber

band it to the stock item.

©2018 Walgreens Boots Alliance. Confidential. Do not release or distribute without the approval of Renewal. Jnnovatr'ng the way we care for patfents
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DAY IN THE LIFE

Having|the system tell her the specific manufacturer and automatically

remove the item from the task list when she scans it also is nice, even though

it only saves her a few seconds.

Once she has finished those she checks the F1 and sees it's already gone.
down by 10 items. Since no one has shown up to wait for a prescription yet
the system recommends she start going through call backs. She still doesn t
feel completely comfortable on the phones, but having a call back scrlpt and
reminders about when she can leave messages is very helpful and she no

longer has to bother the other Technician with call back questtons

3 patients have come into the waiting area, so she moves Q\{éi{-_’@; start

helping them. The first patient is new to Walgreens so theyneedto be

entered into the system.

©2018 Walgreens Boots Alliance. Confidential. Do not release or distribute without the approval of Renewal. Innovatr'ng the way we care for patfents 76
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DAY IN THE LIFE

After entering all of their information and adding the prescription to it, she

marks it as a waiter and hands it off to the other Technician. The next patient
IS picking up a prescription that was filled yesterday. She grabs it off the shelf
and tries to run the insurance but gets an error. She used to have a lot of
trouble with insurance, but now that the errors are explained on the screen_j:‘;}'
she is able to explain to the patient that they need to call their prescriber and 5_55

have them send the insurance company a prior authorization.

After helping the last patient she sees that the number of prescriptio_ns_f;

waiting to be filled has gone up to 20 and is showing mild severityr’écj -s*he

goes into the back of the pharmacy and starts filling them. Looklng. at the list

she sees that one of them Is for the waiter and the system |s suggesting that

the leaflets be printed in preparation of being filled, so she notes that she

wants the waiter leaflet printed first, starts them prlnt!_[).g__ .;_'__'_"nd gets to filling.

©2018 Walgreens Boots Alliance. Confidential. Do not release or distribute without the approval of Renewal. f‘nnovatr'ng the way we care for patfents 77
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DAY IN THE LIFE

The third Technician arrives soon after and checks in. Abby does a quick _
check of the Task Manager to see if her suggested tasks have changed, but it
still recommending she keep filling. Even though she started the day feeling
a little frazzled she’s made it haltway through the day and everything is g-ori;ng:_:

smoothly and she is feeling much more at ease.
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MOCKUP STORY STEPS

e | Check Task List - 42 items
o | 20 F1 Queue items
m Some arrived overnight
o 6 F4 Queue items
o | 11 Call Back items
o | & prescriptions restocks
o  Smart Count

e Complete Smart Count and remove from list

e Restock items (removed when items scanned)® '

©2018 Walgreens Boots Alliance. Confidential. Do not release or distribute without the approval of Renewal.
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MOCKUP STORY STEPS

Check F1 -10 items
¢ Complete 1 call back

o Script & Instructions
e Add patient
e Insurance issue with prescription refill
e  Prescriptions waiting to be filled
o Mild severity

e Check recommended task(s)

©2018 Walgreens Boots Alliance. Confidential. Do not release or distribute without the approval of Renewal. Jnnovatr'ng the way we care for patfents 80
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