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INDUSTRY

Retail/Medical Services

CUSTOMER

A leading national pharmacy chain

CHALLENGE

Long cycle times to fill prescriptions due to: 
n High volume of faxes – millions per month
n Manual processes to receive physician 

approvals and route to the corporate office
n Data entry into a proprietary system

SOLUTION

n OpenText Production Messaging and 
Document Capture and Management 
(DCM) solution, which includes Optical 
Character Recognition (OCR) and  
workflow automation

BENEFITS

Improved:
n Time to fill a prescription – hours to minutes
n Pharmacist availability to serve customers
n Compliance and auditability
n Business continuity
n Integration with existing systems
n 24 X 7 Support 

Using Production Messaging 
to Automate Workflow
Helping Cure the Challenges of Manual Processes  
and Streamlining Operations

The Challenge
A leading national pharmacy eliminated 
manual paper faxing by implementing the 
OpenText Desktop Messaging solution to 
more efficiently send outbound messages 
associated with the filling of prescriptions. 
Despite this significant improvement, the 
company realized additional prescription 
fulfillment processes sorely needed optimi-
zation. Manual workflows and rekeying of 
data into the central pharmacy management 
system caused prescriptions to take as much 
as a few hours to fill, while reducing time 
available for pharmacists to serve customers. 
For customers dependent on timely access 
to medications, that was simply too long. 
Given the millions of fax prescriptions 
processed by the pharmacy every month 
across thousands of stores, identifying new 
efficiencies had great potential to improve 

the company’s core mission of delivering 
quality customer experiences and differen-
tiating from the competition. 

Previous Process 
Faxes are used in the prescription filling 
process to obtain physician approvals and 
deliver them to the company’s home office 
for entry into the pharmacy management 
system. Both local pharmacists and the 
corporate prescriptions processing division 
were challenged by manual workflows used 
to manage the high volume and variety of 
message types. After receiving an approval 
document from a doctor, pharmacists had 
to add additional data, scan it, and send it to 
the home office. Because the home office 
receives three types of messages, it had 
to view and classify the messages before it 
could take the appropriate action for each. 

For customers at one of the nation’s leading pharmacies, 
wait times were becoming a hassle. Manual processes, 
like keying data into the central pharmacy system 

and faxing documents back and forth, meant that 
prescriptions took hours instead of the minutes to fulfill. 
With OpenText Production Messaging and Document 
Capture, the pharmacy is now able to process the millions 
of prescriptions it receives every month more efficiently 
and improve customer service.
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Fax Services

MESSAGE TYPE ACTION REQUIRED BY HOME OFFICE

NEW PRESCRIPTIONS AND RENEWALS Manually entered into the central pharmacy system

OTHER AND NON-RENEWALS  
(E.G. INSURANCE CONFIRMATIONS)

Handled on a case-by-case basis

Given the volume of faxes that must go through this process, it is easy to see why it could 
take a few hours to process a prescription. Scanning and manually sending faxes is time 
consuming in itself. Adding the task of sorting messages and keying data into the pharmacy 
management system creates further inefficiencies. The process was hurting the overall 
customer experience, and impacting the company’s ability to compete in the marketplace. 

Solution
The pharmacy implemented the OpenText Production Messaging and Document Capture 
and Management (DCM) solution, which includes Optical Character Recognition (OCR) 
and workflow automation. When physician prescription approvals enter the OpenText 
Cloud Fax system, they are identified as prescription related, and are updated with addi-
tional data, (e.g. prescription number and store number), before automatic routing to the 
home office.

Inbound messages at the home office are now automatically classified as one of the two 
possible message types (listed above) before being routed into the appropriate workflow. 
In the case of prescription-related documents, all associated metadata is directly injected 
into the pharmacy system for final processing, removing the need to manually key data. 

OpenText Production Messaging automated processes within the company’s existing  
prescription fulfillment process. This made adoption extremely easy and eliminated the 
need for additional training.
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The company has 
reduced the time 
needed to fill a 
prescription from 
hours to just a few 
minutes. The overall 
customer experience is 
also enhanced because 
pharmacists are able 
to spend more time 
servicing customers 
rather than scanning 
and routing approvals 
to the home office.

Results
OpenText Production Messaging and 
DCM services have proven to be a key part 
of the company’s overarching vision to 
automate processes and increase efficien-
cies. By removing the burden of manually 
sorting messages, adding additional data, 
and routing them into the right workflow, 
OpenText has delivered noteworthy bene-
fits for its customers, its pharmacists and 
the company.

Customer Benefits

The company has reduced the time needed 
to fill a prescription from hours to just a  
few minutes. 

The overall customer experience is also 
enhanced because pharmacists are able 
to spend more time servicing customers 
rather than scanning and routing approvals 
to the home office.

Pharmacist Benefits
Hours of less tedious manual labor improves 
the day-to-day employee experience for 
pharmacists. Focusing on the customer is 
the core mission for pharmacists, and is 
how they prefer to spend the majority of 
their time.

Company Benefits 

Improving both the customer and pharma-
cist experience is a competitive differentiator 
for the company in being a pharmacy and 
employer of choice. The company also 
received significant risk mitigation benefits 
such as improved compliance and auditability, 
business continuity in case phone lines go 
down, and 24 X 7 support.

Summary
A leading national pharmacy used OpenText 
Production Messaging and DCM to reduce 
the time needed to fill prescriptions from 
hours to minutes. The company was able to 
accomplish this by automating multiple time-
consuming manual processes that were 
impacting both in-store pharmacists and the 
corporate prescriptions processing division. 
The OpenText solution also reduced risk 
for the company by improving compliance, 
ensuring business continuity, and providing 
24 X 7 support. As a result, the company 
strengthened its ability to compete in the 
market by delivering better customer experi-
ences and enabling its pharmacists to focus 
on higher-value tasks. n
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