WORK PROCESSES SCHEDULE

1. Occupational Title:
Pharmacy Service Associate (PSA)
2. O*NET Code:
29-2052.00
3. RAIS Code:   
0844-CB

4. Occupational Description:  This is an entry-level role.  The primary focus for a PSA is on customer service. Responsibilities within the position include: Ringing out prescriptions, answering telephones, and Pharmacist referrals. The role of the PSA is important because he/she is often the first person with whom the customer comes into contact. The impression that the PSA gives the customer may determine the outcome of that customer's experience at CVS.
5. Term:
Competency Based (200 Minimum Hours)
6. On-The-Job Learning:  The following competency areas have been identified to lend focus and direction to the professional development of Pharmacy Support Staff Members.  The apprentice will attain a basic level of mastery across all competency areas before receiving certification.  Basic mastery will be represented by the apprentices being able to articulate their learning with each competency area and demonstrate that they have successfully integrated all the competencies in their work.  The order in which the apprentices learn will be determined by the flow of work on-the-job and will not necessarily be in the order listed.  Times allotted to these various processes are estimated for the average apprentice to learn each phase of the occupation and demonstrate competency.  They are intended only as a guide to indicate the quality of training being provided and the ability of an apprentice to absorb this training in an average amount of time.
Approximate Hours
Competencies
(Min/Max)
A. Pharmacy Orientation








20 to 30

1. Identify the location of the following types of medications:

· Birth Controls

· Topicals

· Liquids

· Insulin

· Narcotics

· Ophthalmics/Optics
· Syringes

2. Identify the following area of pharmacy:

· Drop-off

· Data Entry

· Rx Preparation

· Consultation

· Pick-up

3. Access the ‘Daily Procedures’ and ‘Communication Systems’ sections of the Pharmacy Operations manual on RxNET.

4. Demonstrate the use of the telephone V-Net system (2).
5. Identify the different Support Staff roles and their responsibilities.

6. Consistently demonstrate CVS’ standards of quality, accuracy, timeliness, and customer service for specific PSA responsibilities.

B. Pharmacy Register








20 - 30

1. Given a selection of 10 prescription labels, identify the following components:

· Medication Label

· Auxiliary Stickers

· CII Inventory Sticker

· Third Party/Prescription Pick-Up Log Sticker

· Blank Stickers

· Customer Receipt

· CareCheck Plus Offering

· Drug Monograph

· Promised Date and Time

2. Given a selection of 10 prescription labels, correctly identify the following:

· Cash receipt

· Senior Citizen receipt

· Third Party receipt

3. Demonstrate the proper use of the Prescription Pick-Up Log, includes applying sticker to log, Offer to Counsel, customer signature, and staff member signature (10)

4. Demonstrate the 9 steps in the customer pick-up procedures (10)

5. Using actual customer prescription labels, process a Cash, Senior Citizen, and Third Party receipt through the pharmacy register (5 times each receipt).

C. Customer Service I








30 - 40

1. Demonstrate 5 examples of positive non-verbal communication skills.

2. When presented with a customer complaint, correctly demonstrate the following four stages of listening: (4)

· Hearing/listening to the problem.

· Pay attention to the key points of the message.

· Assign meaning.

· Decide how you will react/provide a solution for more information.

3. Demonstrate the procedure for locating a product for a customer that is not on our shelves.

4. Demonstrate communicating with a patient at the register without breaching patient confidentiality (5).

5. Demonstrate the proper steps required to locate a prescription (5).

6. Help a customer locate a product within the store (5).

7. Consistently involve the Pharmacist as needed to resolve customer service issues.

D. Basic Pharmacy Maintenance







20 - 30

1. Match the National Drug Code (NDC) number on the item to the NDC number on the shelf tag when restocking (4).

2. Demonstrate rotating items on the shelf when restocking products (4).

3. Demonstrate pulling Return-to-Stock using the Waiting Bin Report (2).

4. Perform daily CVS housekeeping duties including (2):

· Cleaning counters, counting trays, and spatulas

· Empty trash

· Restocking vials, caps, and bottles

· Cleaning waiting area

5. Identify the proper procedure for purchasing store supplies.

6. File all hard copy prescriptions and create new books (2).

E. Introduction to Rx2000TM







30 - 40

1. Identify the 10 hardware components of the Rx2000TM system.

2. Given a selection of 5 customer names and prescription numbers (located in Rx2000TM):

· Access a customer profile using the function keys.

· Obtain price information using the function keys.

· Reprint a label using the function keys.

· Print a customer history report using the function keys.

3. Demonstrate the correct procedure for:

· Performing a customer store search (10).

· Performing a customer central search (5).

· Reviewing a customer profile (5).

4. Demonstrate the correct procedures for release of customer information.

F. Rx2000TM Basics








45 - 50

1. Demonstrate the process of updating a record of an existing customer (10).

2. Demonstrate processing a refill prescription (15).

3. Demonstrate performing a customer store search (5).

4. Demonstrate performing a customer central search (5).

5. Demonstrate accessing the various queue views (5).

6. Demonstrate accessing/reading a customer profile (3).

7. Demonstrate reprinting a label (3).

8. Demonstrate checking the fill status of a prescription and explain the status (5).

G. Prescription Production








20 - 30

1. Demonstrate the procedure for accurately assembling a prescription (10).

2. Demonstrate the procedure for accurately counting and labeling prescriptions for final verification by the Pharmacist (10).

3. Perform all ‘pre-quality’ matching steps before a prescription is checked by the Pharmacist (10).

4. Identify the components of the CareCheck Plus Program.

5. Accept a telephone prescription refill form a customer (6).

H. Drive-Thru (if applicable)







15 - 20

1. Demonstrate the proper procedures when accepting a prescription order at the Drive-Thru window.

2. Perform beginning and end of day activities (for non-24 hour stores).

3. Demonstrate proper pick-up procedures at the Drive-Thru window (5).

4. Demonstrate proper security procedures at the Drive-Thru window (2).
Total Approximate Hours...........................................................................................................200-270
RELATED INSTRUCTION OUTLINE
1. Occupational Title:
Pharmacy Service Associate (PSA)
2. O*NET Code:
29-2052.00
3. RAIS Code:   
0844-CB

4. Description:  Related instruction courses supplement the on-the-job learning and list courses that provide technical ability.  It is through the combination of both the on-the-job learning and the related instruction that the apprentice can reach a skilled level in the occupation.  The following are suggested courses to be completed during the term of apprenticeship:
Core Skills
Approximate Hours
A. SucceSSS
8hours

B. Office of Inspector General (OIG) – Third Party Billing Compliance…………………. 1.5 hours

C. Health Insurance Portability & Protection Act (HIPPA) – Compliance Testing……… 1.5 hours

D. Pharmacy Orientation
1.5 hours

E. Pharmacy Register
1.5 hours

F. Customer Service I
2 hours

G. Basic Pharmacy Maintenance
1 hour

H. Introduction to Rx2000TM 
2 hours

I. Rx2000TM Basics
3 hours

J. Prescription Production
1.5 hours

K. Drive-Thru (if applicable)
½ hour

L. Spanish (optional)
varies

M. PSA Pre-Position Certification Assessment
7 hours

Total Hours of Related Instruction........................................................................................................30

Individuals who complete the Pharmacy Service Associate on-the-job learning and related instruction components shall receive a “Certificate of Training” credential.  
Pharmacy Service Associate
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