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CPESN USA 
Antitrust Guidelines

Antitrust Statement

This meeting is for the specific purpose described in the agenda.

1. CPESN® meetings are conducted in accordance with the antitrust laws of the United States;

2. All participants should limit discussion to the topics set forth on the agenda and to the activities of the local network;

3. Participation in CPESN Networks is completely voluntary; and

4. Any questions or concerns about antitrust or any other legal matter should be directed to the meeting leader.

There should be no informal, secret, or “rump” meetings in which some or all attendees discuss business matters “off the record.”

Disclaimer: As a reminder, this webinar is a production of CPESN. The use of any recording devices, including but not limited to audio, video, or AI-
enabled recording devices, during this webinar is strictly prohibited. Copying, or distribution of audio, video, or any other form of recorded content 
obtained during this webinar is also strictly prohibited without the express written consent of CPESN.

Questions or concerns about these guidelines or about any CPESN meeting, discussion, or practice should be directed to CPESN USA LLC’s antitrust 
counsel, Katie Funk who may be reached by phone at 202-508-3492or by email at kfunk@bakerdonelson.com

mailto:kfunk@bakerdonelson.com


Agenda

• United Healthcare Update – Kristi Fowler and Heath Sharpton

• Review Updated Pharmacy Care Hub Model

• Eligibility Lookup Tool

• Implementation Guide Updates

• Best Practice Sharing



Reminders

• Overall Goal: Decrease emergency department usage.
• Utilize SNOMED CT Codes via the eCare Plan that have been 

mapped to CPT Codes by UHC to help pharmacists be paid for 
services.
• Ultimately will transition to CPT Code billing 
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Pharmacy Product Solutions
Transform Pharmacist Engagement & Care Delivery Models

Kristi Fowler, RPh

Director, Medicaid Pharmacy Growth & Innovation

Last Updated: October 18, 2024

Prepared for CPESN 
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Pharmacy Care Hubs
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Community Pharmacy Care Hubs – Increasing Access to Care

• Traditional prescription 

dispensing

• Compliance packaging 

service

• Med-Sync with scheduled 

refill engagement

• Medication delivery

• DME delivery

• Essential need 

delivery

• Access point for virtual care

• Community Health Workers

• Remote Patient Monitoring

• Diabetes testing and 

education

• Blood pressure 

testing

• Closure of HEDIS 

measure gaps

• Access to healthy 

foods

• Food education 

services

• Food delivery
• Health Risk Assessments

• SDoH Screenings

• Connections to community 

resources

• Point-of-care testing

• Test and treat protocols

• Collaborative Practice 

Agreements

• OTC Prescribing
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Rx Innovations & Partnerships | Pharmacy Care Hubs - Telehealth

1 2 3 4

Connect to care—from your local pharmacy

We’re teaming up with local pharmacies to offer our members a 

virtual care option with UHC Doctor Chat. Skip the waiting room 

and visit with a health care provider online. Providers are 

available anytime the pharmacy is open and can answer 

questions, big or small.

At the pharmacy, you’ll have access to your online visit on a 

pharmacy computer or tablet located in a private space. The 

pharmacy staff will help you log in to your online visit, too.

Use UHC Doctor Chat for:

• Sick kids

• Coughs, fevers, sore throat

• Earaches, stomach pain, diarrhea

• Rashes, allergic reactions, animal/insect bites

• Back/abdominal pain

• Sports injuries, burns, heat-related illness

• Urinary tract infections

• General health questions

Increasing access to care in medically underserved and 
health professional shortage areas by leveraging community 
pharmacy locations as a hub for care, through a 
collaborative effort with pharmacist, to implement 
telehealth programs that will provide acute and primary care 
services, improve outcomes, and close gaps in care in 
communities that need healthcare the most.

Care 
Hub

Rx 

Plus, access to 

point-of-care 

testing at the 

pharmacy

Pharmacist Provider Extended Care Team  

Prescribe & Tx

Se
le

ct
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e
st

s

COVID-19

86328

Influenza

87631

Strep A 

87637

Urinary Tract 
Infection 
81001

Blood Glucose

82947

Hemoglobin 
A1c

83036

HIV

87389

Hepatitis C

86803

Lipid Panel

80061

B12

82607

MTM

99605-99607

Blood 
Pressure

Patient Assessments
CLIA Waiver (perform select lab tests)

• Doctors can prescribe medications and refill prescriptions (no controlled 

substances)

• Ask general, urgent, and behavioral health questions

• Ask about medication side effects

• Doctors can order tests, vaccinations, and therapeutic injections to be 

performed in the moment by an on-site pharmacist at your CPESN 

location.

• Lab/test results can be reviewed with a UHC Doctor Chat provider
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Virtual 
Primary 
Care

•viral illnesses, musculoskeletal complaints, reassurance (second 
opinions, allergies (seasonal or allergic reactions), skin 
conditions, UTI, ear pain, respiratory infections 

Acute Conditions 

•review labs and testing 

•screening recommendations

Routine Health 
Maintenance

•weight loss, tobacco cessation, stress management, exercise 
management 

Wellness 
Coaching 

•menopause, birth control options, family planning, pregnancy 
related complaints, vaginitisWomen’s Health 

•hypertension, diabetes, hyperlipidemia, asthma, COPD 
Adult Chronic 

Diseases 

•acne, eczema, psoriasis 
Chronic Skin 
Conditions 

•anxiety, depression, adjustment disorder, insomnia Behavioral Health 

•growth and development, feeding problems, behavioral concerns
Specific Pediatric 

Conditions 

➢ General, urgent, and behavioral health 

questions

➢ Doctor Chat can prescribe medications 

and refill prescriptions (no controlled 

substances)

➢ Doctor Chat can order tests, vaccinations, 

and therapeutic injections to be performed 

by an on-site pharmacist

➢ Lab/test results can be reviewed with the  

Doctor Chat provider
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Rx Innovations | Telehealth via Pharmacy Care Hubs

Key Marketing 

Opportunities

• Tile Cards on the health 

plan’s Featured Program 

and Benefits page

• Links and call-out to the 

program under Well and 

Sick Care

• Flyers and posters 

available at participating 

pharmacies

• Bag tags for eligible 

patients

Scan 

here!
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Pharmacy Care Hub Survey Feedback
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What could have gone better??

Patient transportation to the pharmacy negatively impacted the patients we 

could help. Patients did not want to use the covered ride service because it 

was unreliable. We live in an area that has good internet coverage, so 

being able to help patients remotely get set up with Dr Chat would be a 

way to increase use of this tool.

We are very eager for approved flyers/mailers to eligible patients. We 

believe that when patients receive the information from their plan it will help 

patients understand that we are working together and hopefully encourage 

them to ask about the services themselves.

Lack of response from the patients.

I think it will take some time for patients to 

remember and put their pharmacy top of mind 

when needing a sick visit or test done.

NEED MORE PROMOTIONAL MATERIAL 

TO HAND OUT TO PATIENTS

This was a very rough start. The doctors really didn't offer much advice to 

the patients and ended up referring them to another doctor. There is a lot of 

information that the older patients need to have to login as well.

MORE VIDEO WITH PRESCRIBER, PEOPLE DON'T 

WANT TO JUST CHAT
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What has gone well……

We had 2 patients receive a telehealth visit 

with us. The onboarding with UHC and 

access to the telehealth doctor was a 

smooth process.

I think the program is a great idea and shows that United 

Healthcare knows how valuable pharmacists are and are 

making strides to close the gaps for healthcare access.

Patient acceptance of the services has been 

very positive. I believe that as the popularity 

grows, it'll be more evident to UHC

Visibility of the pharmacy as a place to receive 

care, helping patients troubleshoot some issues 

and the role the pharmacy can play in helping 

with these issues (with compensation outside of 

dispensing a product)

The opportunity for interaction with patients that UHC 

deems valuable enough to provide this program. 

Identifying patient problems and educational needs 

provide our staff with opportunities to use their clinical 

skills beyond just filling prescriptions.
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Rx Innovations | Telehealth via Pharmacy Partnerships

Key Marketing Opportunities

• Focused member mailings – postcard

• Blogs/Articles

• Social Media - LinkedIn

Hear what CPESN 

Pharmacists are 

sharing …
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Meet Silvia. 
Silvia needed care for her 

daughters right away. Their 
primary provider could not see 

them the same day and driving to 
the nearest city for urgent care 

was not an option.

Silvia remembered that her 
local pharmacy was now 

offering virtual care visits.  

Before she left the pharmacy, 
the mom said this was an 
awesome experience, 10 times 
better than sitting at urgent 
care, and she would definitely 
use the service again.

A pharmacy team member was able to 
help connect Silvia and her children to 
a Doctor Chat provider right away to 
evaluate the girls, one after the other.

The pharmacist was able to provide 
point-of-care testing and review it with 
the Doctor Chat provider to ensure the 
children received the appropriate care 

for their specific diagnosis.

15

Member Vignette | Meet Silvia 
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Meet Jerod. 
Jerod (58) was recently released 
from incarceration and having 
trouble finding a doctor who 

could see him.

Welcome, Jerod

Jerod was very frustrated 
and was so happy to have 

this telehealth service 
available at his pharmacy.  

Before he left the pharmacy 
with his new medications, 
Jerod hugged the pharmacy 
team member and expressed his 
gratitude for the services he was 
able to receive at the pharmacy.

Jerod had several concerns that the 
pharmacy team and virtual provider 

were able to address. Jerod had a 
history of multiple strokes and was not 

on appropriate therapy. 

A pharmacy team member checked his 
blood pressure, and he was started on 

an aspirin regimen. Additionally, Jerod 
received counseling for smoking 

cessation, started on nicotine 
replacement therapy (NRT), and 

connected with QuitNow VA.

16

Member Vignette | Meet Jerod 
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Meet Earl. 
Earl (45) has multiple chronic 

conditions and is well-known at 
his local pharmacy but has a 

history of heading to the local ER 
when he needs to see a provider.

Welcome, Earl

The pharmacy team began by 
engaging in open, empathetic 

conversations with Earl. They took 
the time to understand his fears and 
anxieties and assured him that his 

health was their top priority.

Earl's decision to embrace telehealth 
service through his pharmacy was 

life-changing. 

He gained regular access to 
healthcare professionals who 

understand his unique health needs 
and began to manage his chronic 

conditions more effectively.

During the telehealth visit, Earl 
connected with a compassionate doctor 
who listened to his concerns, assessed 

his health, and recommended a 
personalized care plan. 

With the convenience of telehealth and 
the comfort of Peoples Pharmacy's 

support, Earl no longer sees the 
emergency room as his only option for 

medical care.

17

Member Vignette | Meet Earl
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Initiating Virtual Care Visits

www.myuhc.com

www.myuhc.com

http://www.myuhc.com/
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HealthSafe ID®

Member will need to have, or create, 

a HealthSafe ID® 

Information needed to create ID:

• Member name

• Member date of birth

• Member ID 



© 2023 United HealthCare Services, Inc. All Rights Reserved. 20

Frequently Asked Questions

After five attempts your account will be 

locked for security purposes, and you will 

need to call Customer Service at 1-877-

844-4999, 24 hours a day, 7 days a week, 

with any website or technical questions or 

issues.
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MyUHC Member Dashboard

Myuhc.com is our online 

member portal that allows 

quick and easy access to 

plan information for 

UnitedHealthcare plan 

members. 

The portal is the primary 

access point for connecting 

members to Doctor Chat for 

virtual care visits by 

selecting the Find Care & 

Costs option on the 

dashboard.
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Starting the visit

Please introduce patient and always let 

the doctor know that they are joining 

from your pharmacy using the standard 

template language for our CPESN 

partnership below

Intro template:

This is the Pharmacy Technician, <insert 

your name>, at <insert pharmacy name + 

address, i.e. Peoples Pharmacy,1446 Church 

Street, Suite C, Norfolk, VA 23504; 

phone:757-227-4677> connecting member 

<insert member name> who has concerns 

regarding <insert concern: i.e. a rash that 

she is having, chronic condition medication 

refill questions, recent lab/test results and 

wants to discuss next steps, general 

medical questions, mental health, looking to 

ask medical questions for themself and then 

will also be looking to have a visit afterward 

for additional family members, etc.>. 

Click on UHC Doctor Chat 

tile on Health & Wellness 

page of the myUHC 

member portal

A new web browser tab will 

open in the UHC Doctor 

Chat platform. Click on 

Patient’s Profile tile.

Click ’Get Started’

Select state patient is 

currently located in from 

state drop down list, then 

click Continue.

Enter health information or 

type n/a if not applicable, 

then hit Continue



For more information contact 
Kristi Fowler kfowler@uhc.com 

mailto:kfowler@uhc.com


Workflow Models for Pharmacy Care Hub

1. Pharmacy led services that fall within pharmacist scope and 
address patient need. 

2. Pharmacy provided services + telehealth via Doctor Chat.



Pharmacy Eligibility Lookup Tool

• Total Eligible Patients for UHC Pharmacy Care Hub as of October 2024
• Florida: 251, 535
• North Carolina: 463,524
• Virginia: 212,420

• Some patient’s eligibility may change each month. Important to utilize 
the most current month’s eligibility lookup tool.
• Will be included as an excel file in email from Program Champion



Pharmacy Eligibility Lookup Tool – 
How to Use

• Enter Patient’s Medicaid ID or Member ID in the white box and press 
ENTER.
• If Member Name and DOB populates in the spreadsheet, along with 

eligibility expiration date, patient is eligible.
• If ID is shown as Member Not Eligible, patient is not eligible for paid 

services by UHC 



Billing Guidance

• x



Billing Guidance

• x



Implementation Guide Review



Understanding Service Models



Understanding Service Models – Pharmacist Led



Understanding Service Models – Pharmacist Led



Understanding Service Models – Pharmacist Led



Understanding Service Models – Pharmacy 
Provided Services + Telehealth via DrChat

 



Understanding Service Models – Pharmacy 
Provided Services + Telehealth via DrChat

 



Understanding Service Models – Pharmacy 
Provided Services + Telehealth via DrChat

 



Understanding Service Models – Pharmacy 
Provided Services + Telehealth via DrChat

 



Patient Encounter Forms



Implementation Guide Resources



Best Practice Sharing



Discussion

41
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