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CASE STUDY

Precision Meets Performance:

How a Pharmacy Leader Scaled
Prescription Fulfillment and Revenue—
Without Compromising Clinical Care

About The Client

Our client is a premier compounding and mail-order pharmacy committed to root-cause healing
through personalized medication therapies. Known for integrating clinical rigor with personalized
service, the organization works closely with pharmacists, prescribers, and pharmaceutical innovators to
improve outcomes for complex patient needs. Despite its clinical excellence, operational inefficiencies
were limiting prescription conversion, straining internal teams, and leaving revenue on the table.

Challenges

As patient demand grew, so did the administrative workload. Highly skilled pharmacists and pharmacy
technicians found themselves spending valuable time fielding routine refill inquiries—tasks that
diverted them from their clinical responsibilities. Meanwhile, refill requests were often delayed due to
staffing constraints or manual bottlenecks.

Key issues included:

e Under-leveraged Clinical Expertise: Pharmacists and technicians were pulled into non-clinical
workflows, affecting turnaround times and overall productivity.

® Low Prescription Conversion: Patients seeking refills faced delays when licensed professionals were
unavailable to process authorizations promptly.

® Revenue Loss and Patient Frustration: Slow responses translated to missed refill opportunities,
eroding patient satisfaction and resulting in lost revenue.

The organization wasn't facing a talent problem—it was facing a task alignment problem.
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Action Plan Deployed

To preserve the integrity of its clinical model while improving throughput, the pharmacy reimagined
how it managed operational touchpoints—especially at the front desk.

Role-Based Intake Optimization: Administrative support agents were trained to
manage initial refill requests, verify details, and gather complete documentation—
ensuring pharmacy staff only stepped in for clinical decisions and verifications.

Streamlined Information Transfer: A structured, auditable handoff system was
implemented to route verified requests directly to technicians and pharmacists for swift
processing.

Workflow Separation, Not Siloing: Clinical and administrative teams remained tightly
integrated through shared platforms, SOPs, and real-time communication protocols.

This strategic shift allowed pharmacists to maintain focus on the work only they can do—medication
safety, dosage accuracy, patient counseling—while ensuring no refill request fell through the cracks.

Outcomes

The operational enhancements delivered measurable results, both clinically and commercially:

e 163% Increase in Prescription Fulfillment: Patients received their medications faster, with fewer
delays or rework loops.

e 192% Revenue Growth (Q3 2022 - Q2 2023): Improved conversion rates from intake to fulfillment
drove sustained top-line acceleration.

e Consistent QA Excellence: Quality Assurance scores consistently exceeded 90%, affirming the
effectiveness of the hybrid administrative-clinical model.

® Clinical Team Empowerment: Pharmacists and technicians regained the time and focus to
provide in-depth care, manage complex cases, and ensure compounding accuracy.

Rather than adding more staff or scaling tech alone, the pharmacy unlocked growth by aligning
the right people to the right roles—without compromising care standards.

KEY TAKEAWAYS
o Empowered pharmacists drive better outcomes. Offloading administrative tasks allows pharmacy
experts to focus where they’re needed most—on clinical accuracy and patient safety.

@ Operational clarity enhances patient care. When non-clinical workflows are handled with precision,
patient experiences improve across the board.

Smarter routing reduces delays. A well-structured intake and handoff process ensures prescription
refills are processed without disruption.

Quality and scale can go hand in hand. This model achieved double-digit QA gains while more than
doubling fulfillment and revenue.

Task optimization is a clinical strategy. Protecting your team’s bandwidth isn’t just operational
hygiene—it's a commitment to high-quality, sustainable care.
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