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• How do yo,1 ma1..u1~ the list of phttntt9Cf r.11.sks? 

Highly Confidential 

Th.i.o.ki.ng of the! cu (1'C1JI: systc~ wbM t::.isks irco't supp<.>Xt(:d? \"<'h~t kind$ of 
fostures o r functK>m are miHir1g? 
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Prescription Fulfillment 

I want to ... 

rl'"fill !iipn:~rf?tion 

doc1dewhat tow.xkoo rvnt 

upd&te apatient's>nforrn..ti'on 

cr.mplet$atai;k 

add ,11 p ri'S«ip!ion 

Highly Confidential 

f.r~ueuo, 
(timM) i\ lJ) 

,s.o 

14.0 

~Kit wallced tn *ffi M'lptybottles fo, a 
qtill 
1111'ent ~ lk:,-in n:q,.,~~frv.i;:i"c:so- iplitJfl 

ie-scrl!ler C'!ll@d ln rl!:fJII, forap31ienl 
wos nolffled an 1t1.Jto-,eRll ls due 

1 am open1no me pnarmaey 
I amved ro, my sMt 
I ret\l"nedfrom lunch 
I received a degyeiy 
1 wm notified that i:,mis8timei ls too 
long 
I ne8dl0Pfla'lll2&8W£1l0( 
I wet; rni,c,e 9"\lere-thattOd-,V'S SCh8dJle 
cliangerj 
It's time formetCtctieckmtWU'k 

tnllp.itllilnt r.ii;i\llil.d 

lufo Con"tf>.it 

pn~,a~tlon Nnury 
my pt,~ l'JlltC-Y :itock for th!$ pni:'&Oiptfnn 
:ice {f ;,n1;1ther loi;;:itlo!"I !\~'I' 11 dr~ 
Sf!e~ Yf'Nions,g!tlerfc &rid brano 

My fe<'".,POrtStbiltii,s 
Slggested i:tiarmacy locaion 
Tai;;klrst 
Sugimted toskpOc,,ty 
OJ«oot promise :ime 

the p:.itic:nt h,1s :.i n~w pha,r,« nvm ba:r 
ranr::t has d •u1nged Prl~O lber 

tent w.ll:ed In • dropped ola prescription prESalptfon hlsmry 
1 oHr~ (;Bllvd h 9 p r~pVQf'I fnst,IJ(:tlons 
nt1w l-O WaE,otos pwtf""t detans 

fot :111nyd,ug in tcwactiM nous r11l;:i1:ior,:;hlp,; 

t W&nt,s to know thdr prese:rfptlon medtcal c:ontot 

l 'tr.dooe ~ tha!.tl5'< 
l fetg>I V.,l'epotttl"lat I complGtad Tasl<lrst 
some<ti1n9 a ~lie ago 

Scr.tlned prem'tplton lrnl'.@e 
P•ifl"lt dropptdoff a prti(.lip liOl'l Pi,ti~nttrifdi(:11 ci;tntei,t 
A prescription ~ faxed in P.oticntn:a,n,e 
eR• pre;o:lp:ion w.as rec.elved Pstrent006 

Substltutrons alowed? 

Phrtrrnl!l-tlst 

nottflanlon 

'"'"" ncitffy 

master I detarl 
tfmelihe 
mao 
Rltt:r 

Ale~ 
Ftlte< 
Masten0eta1 
9.Jggfl!St 
T1me~ne 
Tna!)9 
F'1"CX(1mi1y 

rMSter /detar1 

fllter 

Conhrm 
Hite! 
Ma<iter.Oetal 
Se2rcn 

""'"" rnast<er /detan 
filler 
Cc,()1,...1! 

V,cltl0 rw; 

Pham,,,.,, 
Tedmldan 

sane 

sane 

smi• 

Ph,Hl'TN( 'f 
M.arm c>1 

same 

same 

same 

same 

Norn!. 

0 1:.-..o;:,~ a,t--;;.,: 'f ~1/ee! ta 1>.s!lc-"Wtdt: "l"l"!I':'". 
C,i;w--, ,m, ott~rri (J~L-1t:'!I ir,tci~n-:,.t:or, trc,r,, 

,r-...;:1anal ~ ' 
;; 1:ht Nf'I r.n U'llr,,y Q! t,.;r.tlQ.r:'? 

P'l'Olffl'llty l0 iticwbln tlmq ¢11111"11tdoNt1, 

R-=om1T1end ~1' ;wfo-addta p.;riqnt profl1a 

What Is ff\ medal context? 
P~f11nt'5o.,irr,en1 prft.(1 il)tfons ,... 
OOB 
1,nesw, 
All11rg{es 

lltter? 

S..,, ,tJ ,·~ l:~p· :lf'C! 
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! want to ... 

u!t.um a pr~ ip lion to th~f 

retum a defecdve product 

repnc:.-1nze work 

Highly Confidential 

hequen-ty 
l~ll'l~/ ~y} 

, .. 

3.S 

, .. 

P~Ocnt .c:auld net atffoJ"d • ri:-~ s1,: t,c::, nitutl'I ,, 
Incorrect m.-iufa,,;;.ture r 
Poti~ntdt-clln1d 
f :..eoodllld bit\ tiru 

Wsl\: 111 patient has ceque:~d a vacdn.atrcn 
Sdu~<h.tla:I pal:ient has a! l'"I .. ~ 

A.de-.licedidn'1 wor\:"p,-ope,rf'( 
A~e:wasrnluf~pr ts 

I wss maoo awa-e the dnve !hru is 
acked up 
wasoonNeda~tmon 1sdow. 
nouced an ~lc:ye,e is hwing 
!J'Tficeru d0-6cultivG ~nh a tcEk 

htfc: Cootot 

compllilht t"om p~nt 
damapd boii:: 

OJrren, i:c-oo-.se lime 
SUgges!ed task c,,critj 
Tasklts! 
Callback:hst 
Qlrroo1 "Waters 
PrescnD1100 a-rors 
Oefecwe item rie-turns 
Stock item returns 

Pham,Mbt 

"'" ..... 
i=onfimi 
timcline 
prOllhl(ty 

notify 
P,Ol!mity 

Patt~r1t:­
Pharmaqr 
Tedlflid~u, 

Ph~un14c.:.y 
Man-tJ er 

~Alert 
'.Conf,m 
FJlter 
Mast8"i0etm 
Proxifm~ 
T1ffiQ1ne 

Alon 
F'.Jltl;'f' 
Mast~JOetail 
SU~'it 
T1mtirie 
Tn:al):f 
Proxmity 

Alen 
enc»?' I Coofarm?­
Masu.r.lD&tat 

. SUi;vest 
·T1meile 
Proxmity 

users may find the confirm anrn::it;uig 
Giv~ 1he ~eQ1.1~ th& trade-Off or 
requrmg a ccrli1mmon vs more hke.+f 
l'lurrtEin err0t S~ffl5 to fb'lor requlrilg a 
coo.;-manon 

Some tasks may recp.Jir~ 0 CC<ltl,m 
"'here-as ocrier m~• 001 
- Rrs: call b:i,:k vs Fmal call beck 

Ta:J< remQ\'81 hasmany0)'.)tlortt.m1bes for 
aut-0menonwt11ch are not curemtf 
; d 

Sent bade b efore it ell'f:llret lO '5a'vi!l rnonf'y 

Phanna-:v M£n~Ets i,.11 hket, nOO<I more 
alsns man T achnlclans aid Pha-mactsts 
Proxif'E"ity relatl)S to p-cmso :ime 

Pes5've tasl< 

Scrne taskS may rec,.i,·e a CCflli,m 
wnereas ocnier m~ not 
• Mrsr ca, tie:k vs. Fin 01 call tleek 

Task removal has manv opponumbes for 
automanoo wti1ch a'°not «rrenttt 
&l'rl)l~/ed 

"Prox..m,ry relates to promise lime 

C.OOstder a mechemsm to account io, 
h.nch oo,j other break f'lpe.s Is thero o 
store sch-edule we oould gc.t nt~ace to 
$0 W$ O!f'I (I:, beaa- OU[O Pl'i«1ttzaUCt1 
and'cr quooe b~anrng 
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P•tt•;n, 

I want to ... Fre:qu.t.nCf DrfvttS fnfu (.r,nte-n Pfu1rm~lst 
p ..... .,, • .,, JJharm<>cy 

Notes 
(tili1u jci\~f Tedinic:fa,i Man.a er 

users may n()(I the c(l(trm arffK1•y1n9 
Glvoo Ule fraquency tM tr 00&-otr ot 

p<esrriber n3rne 

requn n!,1 a cordirmftroo vs more l1ket, 
huml') Mor seems to favor rBq\Jiri"lg a 
c.or1f1rmefloo 

fm ~n~,.;riga pati'Mt who~,r, pri!!SU~ ..:ldr,r,sa ''"'"" ,,,,,. 
llfldl!il~ our p(l:seti>.!:s ,., wasn•1 ~tured phru'M!' nur'l'lh« ~ltf'r Scrne t2'Sks rrt3f (equire a C'Cflfimi 

~ruclbe-1
$ o'ela!1s h.J~ cha"i~d (NPI) Nall'onal Pro-wider ldet1b'ffer confl'rm vdl.e,eas ~ther mS{ llO( 

. r-i<SI C,ijl bOCkVS Final call back 

Task removal hasmanyor,po,tumtu:t.'; for 
au1o.moooo Mli.:h are n-0-t curroE:int~ 
e"1pl"fod 

Pro.;.jrnity relates to prcmse rune 

01dc:n::tl too-m~ of ;:i m~o,tlQf\. 
h ventory "'~"' =• Con~,:1r a mechomsm tQ account for 

return stock to df;trlbuter 1.0 Mc,:1.an-iv,td thM I ord,m:'ld. notify lunch 
A f{)111ti .:lll , t:ue... p-a.ti•ntl"fl !Ntphami:acy. 

amount of unused mediation 
prcll'.intity 

Oled< wth Aurmacy Managers tor rrK>re 
d€48!100 

Highly Confidential TCS00000241 
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Highly Confidential 

TECHNICIAN 

Abby 
ABOUT 

Al>by l'!a, only been w01ki"g as~ tcchnitian rw a few months. It has l><ien d ith<:ult getting acdimated to tho pMtmocv 
l>e,~u,e she d-,e,m't have An'/ ~dvc,ition:>I bad6ro1md in ph,m"3<:ology. She t.-els C.""1fort<ble working wltt1 pi>tieni.s 

but get1 J bit n<c'rvOlES wh;,ntver sh,~.,, to go into IC Plus. Sl>e frcqul!ntly nc(t.l, 10 isl< 1.,,. help from a plurm"cl" or 
another tl>Chnidan when usinz IC Pl!a whi~h slow~ down thr, wtiole pharma~y. N,r;igatin~ th~ stock shelves Isn't too 
hard, ,,nil she i; ;;dtlpt lit m~asi,rlng out medic at\on, but wh•"' Cor~ Wor~f1ow StlllJ!<:sts '11e start ~nswertng pnoo~s '" 
tle.>riog 01.11 the wor~ qU<,<Je, she asks another ti,chnltl.>n to $wltrh wilh her $ho wants to get better at usin~ IC Plus but 
clo<:sn't h'°vu o,e time at ;1.., pl,am10~y 10 get com!ortabkl with ,t ,.nd m,,;n'\ b..,n ablr to get ,11 the w/J.Y throush tho, 

training n,o<!ules, Whe11 ,h~ I,. dolog w<>rk she is <:,o,r1forlab1e with the pharro.~v if r1J11S sm.:.ottily, but when the <~II list 
<t•rt> backing up ,:,r •he ~•ts ,tu~k trying to run 11\wrJn«, she g~t~ fn.r,;trated with IC Plus very quickly, 

STRUGGLES 

• lark of 1ninins mnkM IC Plus d;t!icult to navigate 

• Is fr<'<!ll<lntly confused by insurance Issues 

• Do,tsn't hke having u"11 Wor~tlow rP-dir«t her to wo1k 
po p1esniption proc,.ss!ng ~• ~h<l p.-~fers to work ditectly 
wfth patients 

4 When the p~a,macy 1,N, behln<J in 1t1c Wor~ 
QU£<1e problem> qukkly adrl up 

• Feels ~n<omfortable rr-,:king c~II• b<.-cau~e she forgets 
how s.he I~ suppo5ed to leave rrn2ssages 

DESIRES 

• Allow mi, lo navigate between difforont 
IC Plt;s pages mo,e cai.lly 

• Provide <.lear dif\.xtio11 tor ad<tressing insuran<·e 
is$ues and p,rt"'S<.rfptfot\ rt"Jection,-

* Ensur~ that the m,,oicat,on counts in the w~t~m 
r<tfle<.t th~ ac1coal pharm~cy stock 

• Lei me look tb,ough the Work Qu<MHJ list 
without having to de~, items titst 

e i need more time '°" trninin ~ without need tog 
10 handle ph.irmacy ta$k$ 

• ~~et ll~e- m-lnd~d peopte to b-efriend 
and tt.a~l w1th 

TCS00000243 
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Highly Confidential 

PHARMACIST 

David 
ABOUT 

Pha,ma,;,st with 10 years <>l expenentt In ph.~r111<)c,:,11tiuJ services, ""d grad,~•ted from The Vnlvenirv of BaltimC<'<l In 

Pharmacy w,th a !l.S, He, enlo,;s oo~,nclng wofi< ~nd personal Ii~. David is also or~aniz~J and structured. He h~s lo 

ma•.wally kll<lp 1rad< ot !he C.1re WorktlQw Task List to avoid falling into lhtl re<! zoo,., He w<Kild !l~e "" automatlld 
S\f$l<>m where task 11,;ms have to be rheckcd off a, tn.,Y are tcmp1"1ed by the d~l~•W"d stajf memb~r-E..:h otaff 

""'mber sho<Jkl tt,an havo alert notlf\c.,tlons of !)<>nd,ng ~sk ilQJT1' !>!,lorn th<, ~nd of their s.'>!ft. 

At tim<!SC h.>,lr,g to Jui;:gle multipie tasks and slmuttt.n•ou~ take e,.1re of 1'4 tar, hecon,e """'"'~lming. t-14' c.,n't ov<>r• 

s:res~ the l'\<C•ed fur~ r<>bust $y$lem wlth autcrnation ar.d simpHfwd procc~S('S that;, st;mle and oot b<l imp~ct~d by la<!, 

of p,,rfommnce · froe.zil1g. 

STRUGGLES 

• lack of update, on o:1t-~0<ks. partial fills, and 
other exceptions 

• N<> process to hke. train, and devtalo11 pllarma~v 
tedinlci.ans 

• T1mt' co11sumlng proc<esscs of cootdlnatlng, providing 
jmmuotc~tions, and h~ndf~ng compoon~ 

DESIRES 

• Staying ahead of thing-, w I can ,oms>l~te mv 1>rirnarv 
ta~-s. like f1Hing prescriptions 

~ En,ur-e e...:h µ~tient gets ihe.h com,ct m<!dl 4/>d lal<~s 
memproperly 

• Complete mv tas!<s lintalw of walk-in scripts, t,1king calls. 
sto,klog. etc.) as guid\iy 3$ pO$Sib~ 

i& Have Lmr>;ece:;:sary c..J-U taken <".are or by the &y-stcm 
so o,.,y don't inlem,pt lmoortant tasks 

• H.avlng hatter ch;;.nn<!1S for cornrnunkation would bi! 
gre.t to keep my •laff engal!ed 

• Ne<J<l a way to vi~w ail the ta$ks for the day ,c I ~m 
priorltiw and p!a,1 acco,dingJy 

TCS00000244 
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Highly Confidential 

PHARMACY MANAGER 

Owen 
ABOUT 

Owen ha• t><:-en work in~ as a Phatmad;t for~ Ion~ time ;nd he se-c11 whnt does 3'1d doeGn't w-<>1k He has boen a 
Pharmacy Manager at hi~ rur,..,nt pharmar.y for the past 4 ye~rs an<! rvtls 3 V"1Y tight ship. His Dharma,y is informally 
known a, thtl trai~ing pharmacy for ~I& region SQ l't'-W Pharrrucllts and 1~clu1kiaos tend to corr<(! and so. This c.an ,nak,, 
things difficult, •specialty when Tcclmkians or Pharm~cl!ts know how to do some t."'ks really w~tl and tfy !t> ~void 
hwlng t<> learn tht ~tller imp,,. tant ~•pects of the job. He trl.is lo t,e hmotol wlth ""'"' hire~. buf .i,,, kn,:,ws that h~ ha, 
to be nr·n~ otherwise the pham,acy would quickly t.11 b-Ohi,,d, To l<e~p ~P e~ryo~.e h~s to i>e -novir,ii au the time. HP. 
do"'s wist, th/It some of the l>i.,<y w1>rk «>uld be f1lt.ercd out, lik!! !akin~ unne,-.essary patient phor:~ c;,lls o r automatir,1, 

J>tlrls of the p,c~trlption ftlling process, as that would giw, ever~onc more tim<! to he.:p ead1 oth!ll' out. it t>n be drahir>G 
to ~lw11:,,s b• ,no,ring, but It', bert1'rtt,:,,, ftnd;ng yourself ,,ve,whdmed halfs;.,ay through the day. 

STRUGGLES 

• The lack of suffic.irot trainlng In JC Pkls, <J<,p£cially for 
r<.."<.hnidans. ~tows us rlowa 

• tt is difficult to get peoDl" to fuHow !M 
r~comrnendation~ in Cor~ Work.flow 

• Whe11 waiters ,tart ba< king up there isn't a way to 
easily add res, just t.ho,~ ptescnptions 

• Ta~lt• frnq:ient!y get bacl,e<f up to a point l'ffl«e we 
have to divert Pf'Ople a,,,,., from the,r <1>rr<ir1t "om 

tl It'~ hMd to fix mista.~e, in the syst.<!.rn, like 
inventory cour,t~ 

DESIRES 

• Have lC Plu, explain how to perform uisks 

• HQfp users understand why tasks are sugg<i,too to thern, 
"ot !u~t re<.ommend them 

• GN u~rs to properly che<:k oft· !""ks when lh~y 
a~ <t>'l\j)lt"te<l 

ell Let us knuw wt""1 soir,othin& is $Din~ to gel backed up 
bcfo"' ft becomes ~n issue 

• Reduce all of the navigation betNec,1 different ,y,tr:ms 

• Meet li~e-rnirnl<!d Pf)ople to befdend 
and tr.w~J wilh 
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