
 New Prescription Identified

Access & Benefits
Coordination Orchestrated

  How it works:
Once the prescription is ready, Maria receives a personalized 
outreach message letting her know — along with options for 
pickup, delivery, and what to expect. Outreach is orchestrated 
across her preferred channels and triggered by readiness 
signals from pharmacy systems, so she gets the right 
message at the right moment without staff intervention.

 Prescription Ready & First Fill Outreach

 First Fill Education & Therapy Readiness

 Two-Way Support & Escalation    
 (Inbound + Outbound)

 Payment & Pickup Coordination

  How it works:
Maria is prescribed a new medication or becomes 
eligible for therapy. WestCX Orchestrate captures 
prescription and eligibility signals from pharmacy 
systems to automatically enroll her into the 
appropriate engagement journey—ensuring 
patients are identified systematically and early, 
without relying on manual workflows.

  How it works:
When coverage verification or prior 
authorization (PA) is required, WestCX 
Orchestrate coordinates these steps as 
part of the same connected journey.

Maria receives proactive updates on 
status, requirements, and next steps—
including clear copay information and 
any available savings programs—
reducing delays and preventing 
prescription abandonment.

  How it works:

If Maria needs assistance, she can 
confirm pickup or delivery through 
two-way messaging or inbound calls. 
Journey context carries forward—
so the system understands 
why she is engaging 
and guides her directly 
to fulfillment, reducing 
repetition and friction.

  How it works:

Before Maria picks up her medication, 
WestCX Orchestrate delivers personalized 
education through her preferred channel 
— articles, videos, and FAQs about what 
to expect from her therapy, common side 
effects, and how to take it correctly. 

Reducing uncertainty before the first 
fill is one of the most effective levers 
for long-term adherence.

Maria’s Orchestrated Journey
Patient Journey – Pharmacy

Follow Maria through a coordinated pharmacy journey — from prescription 
onboarding and first fill to adherence, support, and ongoing engagement — 
powered by WestCX OrchestrateTM, the system of action that drives better 
outcomes by delivering the right communication to the right person at the right time. 

1 in 3 patients
never pick up an initial 
prescription. 1

About 10%
of prescription 
claims are 
rejected at the 
pharmacy, and 66% of 
those rejections require 
prior authorization.2

Patients receiving automated outreach were

1.6 times more likely
to fill a new statin prescription.3 

One study found that digitally 
guided prescribing workflows 

increased new 
prescriptions 
filled by 11.21%.8

80%
 of providers said prior authorization issues led to 
patient therapy abandonment, underscoring the 
need for live support escalation.5

 Refill & Adherence Support
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  How it works:
WestCX Orchestrate monitors refill 
timing, missed pickups, and 
adherence signals. Maria receives 
proactive reminders, check-ins, and 
support based on her behavior—
helping her stay on therapy and 
improving long-term outcomes.

37% 
of prescriptions denied of prior 
authorization (PA) requirements 

were abandoned in a 
Medication Access 

Report4

 First Fill Scheduling & Confirmation

Vaccination & Preventive Services Outreach

 Post-Interaction Feedback

 Ongoing Engagement Optimization

  How it works:
As Maria becomes eligible for seasonal and routine 
vaccinations—flu, RSV, shingles, and COVID—she 
receives timely reminders inviting her to schedule at 
her preferred pharmacy. 

These proactive touchpoints make it easier for her to 
stay protected while creating additional in-store visits, 
strengthening her relationship with the pharmacy, and 
reinforcing its role as a trusted healthcare destination 
beyond prescription fulfillment.

  How it works:
If Maria has questions or encounters issues, she can respond directly via text or call—
or call the pharmacy directly. When she calls in, Orchestrate recognizes her journey 
context—her prescription status, recent messages, and open questions—and routes 
her intelligently. Common inquiries like refill status, hours, and copay questions are 
contained through automation. Complex needs are escalated to pharmacy staff with 
full context already surfaced, so she never has to repeat herself.

  How it works:
WestCX delivers payment reminders, pickup 
notifications, and fulfillment updates to help Maria 
complete her prescription journey. 
By proactively communicating next steps, 
pharmacies can reduce abandoned 
prescriptions, improve pickup rates, and 
create a more seamless customer experience.

  How it works:
After a fill or pharmacy interaction, Maria 
receives a brief, personalized check-in 
message and responses are analyzed in real 
time—surfacing adherence risks, promoting 
in-pharmacy clinical services, and  capturing 
reviews—so every touchpoint deepens 
the care relationship, not just the transaction.

  How it works:
Engagement signals, refill behavior, and 
outcomes feed into the intelligence layer. WestCX 
continuously refines future outreach, adherence 
timing, and support—creating a pharmacy journey 
that improves automatically over time.

Electronic reminders were associate with 

improved adherence 
in a meta-analysis 
of patiet reminder 
interventions. 9

After implementing 
automated reminders
in a US study, 
prescriptions rose from

26% to 42%. 
1

Coordinated 
outreach programs 
lifted vaccination 

rates by 17 
percentage points across 
combined interventions.10

Real-time 
feedback provides 
an opportunity for 
in-the-moment 
service recovery.6

 The reminder
intervention cost about
$1.70 per participant in

a US study, showing that

timely outreach
can be low

cost as well as
effective. 

1
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Increase fills, improve adherence, and deliver a better pharmacy experience.

Explore WestCX Orchestrate                  www.westcx.com
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Turning Pharmacy Engagement into 
Measurable Outcomes
	 20–35% increase in refill pickup rates

	 60%+ call containment

	 Reduced prescription abandonment and delays

	 Lower cost to serve through automation
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