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DISCLOSURE STATEMENT

• Brenda and Logan have no relevant financial relationship(s) with 
ineligible companies to disclose. 

and
• None of the planners for this activity have relevant financial relationships 

with ineligible companies to disclose.



LEARNING 
OBJECTIVES

At the completion of this activity, the 
participant will be able to:

• Identify key operational challenges 
caused by technician shortages and 
recognize opportunities where AI IVR 
can improve efficiency and service 
delivery

• Evaluate how AI-powered IVR 
systems can automate routine 
tasks, triage requests, and optimize 
limited workforce resources

• Apply practical strategies for 
implementing AI IVR solutions within 
their organization to enhance 
scalability, reduce workload, and 
maintain service quality





Meet Alex

• Alex isn't a pharmacist. Alex isn't a 
technician.

• Alex is an AI-powered virtual team 
member that helps Family Health 
Pharmacy manage:

• Routine patient communication
• Refill requests
• Prescription status inquiries
• Pharmacy workflow support

• This allows pharmacy staff to spend more 
time focused on patient care.



Why Virtual Assistance Matters: 
The Technician Shortage
Pharmacy teams are being asked to do more with less

o Endless incoming phone calls that disrupt workflow
o Refill request
o You called me?
o Prescription status questions

o Outbound Calls
o Pickup reminders / 14-day return notice
o Out of stock
o Prior Authorization required
o MTM 

• AI IVR can provide an additional layer of support. Think of Alex as an extra set of 
hands that can handle routine work while technicians focus on the patients and 
tasks that require a human.



June 2026: One Month of Impact via call or text 
per patient preference
• Total Patient Interactions Managed

• 15,557 interactions

• Managed by Alex
• 9,958 interactions
• 64% automated resolution

 81.19% via call
 18.38% via text

• Transferred to Pharmacy Staff
• 5,599 interactions
• 36% of total volume
• Nearly two-thirds of interactions 

resolved without staff
• 14.30% Connected directly to 

pharmacy



Automated 
Patient 
Notifications

• 9,428 total notifications delivered
• Ready for Pickup: 3,870
• Refill Reminders: 2,686
• Pickup Reminders: 1,294
• Out for Delivery: 167
• Return-to-Stock Reminders: 142

• Additional results
• 1,798 refill requests initiated through Engage
• 4,654 new fills generated

• Excludes MedSync and specialty medications due 
to software vendor regulations, not technological 
limitations.



Improving Medication Adherence

• Refill Reminder Performance
• 5,905 refill reminders delivered
• 3,846 prescriptions refilled 

within 14 days
• 65.1% refill conversion rate

• Why It Matters
• Improve medication adherence
• Reduce missed doses
• Decrease manual refill reminder 

calls







What Makes AI Different?

Traditional IVR
• Routes calls
• Menu driven
• Limited automation
• Transfers most calls
• Staff dependent

Conversational AI
• Resolves requests
• Natural conversation
• Handles refill requests
• Answers questions automatically
• Staff assist only when needed





AI Doesn't 
Replace 
People

• The real value of AI
• AI removes repetitive 

administrative work
• Pharmacy 

professionals focus on 
higher-value patient 
care

• Where the time goes 
instead

• Patient counseling
• Clinical services
• Immunizations
• Medication Therapy 

Management (MTM)
• Complex patient 

needs
• Building patient 

relationships



One Month of 
Results

• Alex helped Family Health 
Pharmacy

• Manage 15,557 patient interactions
• Automate 9,958 interactions
• Deliver 9,428 patient notifications
• Generate 1,798 refill requests
• Support 4,654 new fills



How to ensure the process goes as smoothly as possible: Get excited !

• Education of staff and staff buy in
o Staff is in control of taking the time to promote, ask for feedback and education the patients 

on the value of "Alex". No negative Nancy's tolerated.
o Be honest: it will take time to teach your new employee. 

• Education of patients
o Minimally month ahead of implementation.

 Signage
 Bag stuffers
 Start talking directly to patients that help is coming
 Promote text option: more efficient
 Social media post: videos

• Choose the right partner
o True interactive AI not just a Bot
o Responsive Support for improvements and issues
o Marketing strategy and materials
o Scheduled meetings to provide updates and data analysis of success of initiative



Key Takeaways

• AI enables pharmacies to
• Increase operational efficiency
• Improve patient engagement
• Support medication adherence
• Reduce administrative burden
• Allow pharmacists to practice at 

the top of their license

• The Goal
• More time for patient care.
• Less time spent on repetitive 

tasks.



Closing

AI doesn’t replace pharmacy staff—it 
removes repetitive tasks so pharmacists 
and technicians can spend more time 
caring for patients. In June 2026, Family 
Health Pharmacy’s virtual technician, 
Alex, handled nearly 10,000 patient 
interactions, delivered more than 9,400 
patient notifications, and helped 
generate 1,798 refill requests while 
keeping pharmacy staff focused on the 
work only humans can do.



340B & AI: Other 
Opportunities & 

Cautions



Beware: AI Slop



General Opportunities

• Time Efficiencies
• Email Summaries & Drafting
• Meeting Notes
• Using AI to Assist with Creating Excel 

Formulas

• Advocacy
• Summarizing and comparing legislation, 

litigation, and regulation
• Notification of introduced legislation

• Comparing different versions of the same 
documents to identify differences (i.e. P&Ps)



OPAIS Inaccuracy
68%

Diversion
3%

Duplicate Discount
26%

MEF Inaccuracy
3%

FY 2023 HRSA Audit Findings
Also:

1 entity had a finding of 
Failure to Maintain Auditable Records

1 entity had a finding of 
Violating the GPO Prohibition



Example: OPAIS Verification

Clarifying Request: 
I cannot complete the comparison to OPAIS 
from the information currently available. The 
public OPAIS website is searchable, but the 
site-level 340B registration details (including 

the 340B ID, site name, subdivision name, and 
registered address for every child site) are not 
available in the document you provided, and I 

do not have a current OPAIS export for 
H80CS00193. Please upload an OPAIS Export.

Prompt: 
Compare the sites listed in the attached 

document for Hopewell Health Centers to 
OPAIS. The grant number is H80CS00193 which 
you can use to find the correct sites on OPAIS. 
Ensure the name, subdivision name, the site 

ID, and the address on OPAIS match the 
attached EHB Form 5B. Please report any 
discrepancies in a chart. The first column 

should list the 340B ID of the site. 



Example: OPAIS Verification
DiscrepancyOPAIS AddressEHB Form 5B AddressOPAIS Entity Sub-Division NameEHB Form 5B Site NameEHB Site ID340B ID

Site appears on EHB 
Form 5B as an 
Administrative site, 
but I did not find a 
matching OPAIS 
record by Site ID in 
the OPAIS export. [5B 
| PDF], 
[340B_Cover...809_2
12302 | Excel]

Not found in OPAIS 
export

77 E Water St STE 
202, Chillicothe, 
OH 45601

Not found in OPAIS 
exportChillicothe Admin 2BPS-H80-031244Not found in 

OPAIS export

Minor formatting 
discrepancy in the 
site/subdivision 
name: EHB includes 
spaces around the 
double hyphen, while 
OPAIS does not. 
Address and Site ID 
match. [5B | PDF], 
[340B_Cover...809_2
12302 | Excel]

207 Colegate Dr, 
Marietta, OH 
45750

207 Colegate Dr, 
Marietta, OH 
45750

Hopewell Health 
Centers--Marietta 
Clinic

Hopewell Health Centers 
-- Marietta ClinicBPS-H80-036530CH05227AK



Example: Board Report

Prompt: 
Can you make a report for a Board of 
Directors based on this document? 

Sample - Pharmacy KPI Dashboard.xlsx



Example: Board Report



Preparing for a Rebate Model

Prompt: 
Use this 2025 340B purchase report to anticipate the 

impact of the 340B rebate model outlined here 
(https://www.federalregister.gov/documents/2026/08

/03/2026-15633/notice-regarding-340b-rebate-
model-pilot-program). Focus on the 2027 impact. The 

drugs included will be drugs that are active in the 
Medicare Drug Price Negotiation Program in 2027. 

You can find the drugs' active dates here 
(https://www.cms.gov/files/zip/medicare-drug-price-

negotiation-selected-drug-list.zip). 



Preparing for a Rebate Model
Why It MattersDrugRank

Highest apparent negotiated-drug spend 
and utilizationOzempic1

Extremely large discount differential; 
recurring utilizationJardiance2

High chronic-use volume and large 340B 
savings currently realized upfrontEliquis3

Similar to Jardiance; major discount 
differentialFarxiga4

Significant semaglutide exposureRybelsus5

High dollar value per fillEntresto6

Lower spend but major change in discount 
timing

Januvia / 
Janumet7

Lower observed volume but large discount 
differentialXarelto8



Preparing for a Rebate Model



Other Ideas to use 340B

Duplicate Discount Reviews

Use provider list to identify referral prescriptions for further review

Compare captured claims to Provider NPI list

Analyze data from Pharmacy Software, Beacon MFP, & MTF



The Biggest Risks for Covered Entities

Relying on AI to 
independently 

evaluate compliance

• Use it to identify 
patterns, anomalies, 
and outliers

Sending any Protected 
Health Information 

through AI

• "Never Put What You 
Can't Email to a 
Stranger Into Public 
AI"

• Change names or 
information if you’re 
asking AI a question 
about PHI

AI can Hallucinate

• Nonexistent citations, 
invented legal 
conclusions, etc.

• “Trust but Verify!”



One More Thing

Prompt: 
Summarize my week in the 

style of a comedy roast
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