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Independent pharmacists have an unparalleled opportunity to serve
their patients in a way that the big box stores can’t. For the next 15
years, boomers will be turning 65 at a rate of about 10,000 a day. The
burgeoning market opportunity is front-and-center during the open
enrollment period each fall, but pharmacists also can’t afford to ignore it
the other 300 days per year.
In this playbook, we’re sharing some of the ways pharmacists at our
regional independent pharmacies have reached out to Medicare Part D
patients in our community—year-round. With so many plans available,
and given the complexity of the program, we’ve also provided some
guidance for sharing your expertise with patients enabling them to
choose a plan that will meet their needs.

UNDERSTANDING
THE OPPORTUNITY

MEDICARE PLAYBOOK 1

UNDERSTANDING
THE OPPORTUNITY

DEMAND IS
BOOMING

BABY BOOMERS
are turning 65 at a
rate of 10,000 a day

43.1 million
2015

79.7 million
2040

2 prescriptions x 12 x 19.2=

460.8

prescriptions
per person

Don’t leave those scripts on the table—
and don’t hand them over to mail order or the big box stores.
Sources: Administration on Aging, 2012; Center for Disease Control and Prevention, 2012; National Council on Aging, 2014
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MARKETING YOUR
MEDICARE EXPERTISE
Open enrollment is only the low-hanging fruit.
Check out these TIPS to help spread the word year-round among your patients

CREATE moments
• Build loyalty in every interaction; train patients to consider you THEIR pharmacist.
• Fine-tune your workflow to proactively asking patients if they fill any medications
at another pharmacy, including mail order or specialty.
• Tell patients about all your services (such as auto-fill, specialty,
compounding, delivery, immunizations, and one-on-one
medication reviews).
• Catch patients early with an internal notification system to
track birthdays. Software providers like iMedicare integrate
with your pharmacy system to do this tracking for you.
• Be where your senior patients are: health fairs, community
activities. Encourage them to stop by for a consult.
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MARKETING YOUR
MEDICARE EXPERTISE
EDUCATE your customers
• Give pros and cons of plans based on their own prescriptions.
• Their prescriptions may change over time; put in a ‘wild card’ drug when you get them in
to run a comparison among plans
• You probably already reach out to your customers on a regular basis. Develop a
Medicare-specific communications to let patients know you can help them choose the
best plan for them.
• Remember, you cannot push your patients toward a certain plan, but you can educate
them about their options.
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MARKETING YOUR
MEDICARE EXPERTISE
PARTNER with a dedicated expert
• Share resources with a partner like iMedicare, including
bag stuffers, stickers, posters, etc. But keep those
materials off the counter and in a neutral zone
to stay within Medicare marketing guidelines.
• Include your whole community with
multilingual marketing materials, with a
bilingual technician in your store, or with
a bilingual community partner who can
help you to counsel patients effectively.
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MARKETING YOUR
MEDICARE EXPERTISE
SOCIALIZE your knowledge
• It’s no joke that the ‘kids’ aren’t on Facebook anymore. Why? Because their parents are.
Use your social accounts to provide useful information—not just to promote.
• Small newspapers are often looking for content. Offer to be a guest columnist. It will seem
natural for your customers to seek you out as an expert resource.
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OVERCOMING
COMMON OBJECTIONS
Want to keep your existing patients when they turn 65? How about gaining a few more? Of
course you do. But some Medicare Part D plans favor big box stores and mail order over
independent community pharmacy. How can an independent compete?
We want to help you talk to your patients about the value YOU provide. So, whatever
Medicare comparison tool you use, we’ve put together some talking points to help you turn
common OBJECTIONS into OPPORTUNITIES for your independent pharmacy.
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OVERCOMING
COMMON OBJECTIONS
Objection

Often patients are directed to plans
that offer $0 copays if they use a
specific mail order pharmacy or big
box pharmacy.

Response
• We deliver, too—free—often on the same
day that you call in the prescription.
• There will never be a 7 or more day delay
before you get your medications.
• You do not need to call in your meds 7-14
days early in order to get them in time.
• We synchronize your medications for
delivery once every 30 or 90 days.
• You will know your pharmacy team by
name.
• You will always have easy access to your
pharmacist by phone or in person when
you have questions.
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OVERCOMING
COMMON OBJECTIONS
Objection

Response

Sometimes the least expensive plan
for the customer provides the worst
reimbursements for you.

• Focus on Star Ratings. Encourage
patients to choose a plan with a higher
star rating (and better reimbursement
for your pharmacy). Explain that a plan
with higher star ratings works harder to
improve the health of their patients.
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OVERCOMING
COMMON OBJECTIONS
Objection

Response

Patients don’t want to make
unnecessary trips to pick up meds.

• Talk to them about medication
synchronization. Explain that your med
sync program makes managing their
prescriptions easier by creating a single,
monthly date to pick up or deliver
medications.
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OVERCOMING
COMMON OBJECTIONS
Objection
Patients have a trusted insurance
agent who they want to sign them
up for their plan.

Response

• No problem! Ensure your patients are
enrolled in the best plan for them by
giving them a printout from whatever tool
you’ve chosen—iMedicare, for example—
to help you in walking through the
comparison.
• Circle or otherwise highlight the plan you
agree upon and bring the printout to
their insurance agent to be signed up.
• Encourage the patient to bring in his/her
new insurance card as soon as they
receive it to ensure that they were
enrolled in the correct plan.
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OVERCOMING
COMMON OBJECTIONS
Objection

Response

All the plans are more expensive
than the patient can afford.

This is an opportunity for the independent
pharmacist to really shine. Think
therapeutic substitution. For example:
• Is the patient on Crestor? Switch him to
Lipitor. Are they still getting brand name
Abilify?Change her to generic.
• Does he really need that expensive
steroid cream or could he get away with
triamcinolone?
• Can you split 15 2-mg tabs rather than
dispensing 30 1-mg tabs?
• Show the patient the cost-savings of
therapeutic substitution in the
comparison tool, then call his or her
doctor for a new prescription.
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OVERCOMING
COMMON OBJECTIONS
Objection

Response

Our patients are busy, too. Some of
them are homebound.

• Save time by ‘preflighting’ the patient. Ask
for her Medicare card information over
the phone and run the query while the
patient is on the phone. If she wants to
enroll, see if she can get to the pharmacy
OR complete the enrollment over the
phone with the help of the patient.
• Meet the patient at an alternative location
that has WiFi (coffee shop, library, their
residence, etc.) and complete your
consultation using a tablet or laptop
computer.

Whatever the reason
they can’t get to the
pharmacy, you can
still provide Medicare
plan guidance.
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LEARN MORE
• It’s always a good idea to remind your patient to bring their red, white, and blue Medicare
Card with them to the visit.
• Patients should receive a Medicare card 3 months prior to turning 65 years old.
If they don’t receive one, encourage them to call 1-800-Medicare. If a patient has lost
his/her Medicare card, she can get a new one by using the following link or phone
number:

https://secure.ssa.gov/RIL/SiView.do
OR
1-800-772-1213
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LEARN MORE
For guidance on regulatory issues around Medicare, visit the Centers for Medicare
& Medicaid Service.
https://www.cms.gov/Center/Provider-Type/Pharmacist-Center.html
To learn more about what independent pharmacies are doing to advocate for a level
playing field, transparency in pricing and reimbursements.
http://www.ncpanet.org/
Do your patients need help comparing plans? Do you need help maximizing
reimbursements, improving Star Ratings, or avoiding closed networks?
Visit iMedicare.
https://www.imedicare.com/
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LEARN MORE

For more tips and information on maximizing your reach into the Medicare community,
visit us online at: smart-fill.com/medicare.

Trustworthy. Experienced. Independent. Like you.
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