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Education and evaluation strategies to implement a new care management documentation system

in a health system specialty pharmacy

• Respondents reported feeling most prepared to set up 

medications for delivery and enroll a patient in a 

program by 1-week post-implementation

• By 3 months post-implementation, over 80% of 

respondents reported feeling prepared to document 

patient education, clinical assessment prior to therapy 

start in addition to coordinating patient care for those 

receiving medication from the pharmacy.

Confounding factors to implementation

• Original go-live was delayed to allow for additional 

training time

• Staff transitioned from onsite to fully remote at the same 

time as implementation4

Strengths

• Real time adjustments based on feedback in survey

– Ex. received feedback that additional training was 

needed and provided another session closer to go-live 

for staff

• Dedicated resources such as

– Information Technology pharmacist who provided 

superuser training onsite over several days

– Technician Education Coordinators, Technician 

Supervisor and Pharmacy Operations Supervisor who 

dedicated eight weeks to provide training to front line 

staff

Areas for improvement

• Better communication

– Ex. feedback said recorded walkthroughs would have 

been helpful while in fact these were available to 

front line staff.
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• Since 2016, new drug approvals have favored specialty 

medications1

• As new medications are approved, health system 

specialty pharmacies face challenges as they strive to 

provide integrated and comprehensive services to 

patients across the continuum of care2

• Variations in clinical and operational workflows among 

pharmacy personnel is one challenge faced

• A new care management documentation system was 

implemented to expand comprehensive care with 

clinical and operational workflows in a health system 

specialty pharmacy3

• Several new electronic health record (EHR) tools and 

workflows were developed to aid staff with software 

implementation.

Objective

• To develop and evaluate a robust education and training 

plan for onboarding pharmacy personnel to a new EHR 

application and specialty pharmacy workflow

Conclusion
Recorded walkthroughs, live training and remote training 

were the most useful training resources to educate specialty 

pharmacy staff on new care management documentation 

software.
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• Overview guide

• Medication Assistance Program guide

• Navigating reports

• Prior Authorization Guide

• Program enrollment conversion guide

• FAQ from live trainings for end users

• Access to recorded workflows for 

post-training viewing

• Workflow guide

• Oncology Treatment Plan signature 

attempts

• Workflow guide

• Required clinical documentation guide 

for accreditation requirements
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Staff Testimonials

The training document was fairly 

comprehensive and very useful to 

have as a guide when the 

transition occurred.

I found it extremely 

helpful to utilize the pre-

recorded videos

• Dedicated workgroup

• Reviewed template education EHR 

resources

• Identified super users for clinical, 

educational, operational and technical 

leaders, and specialty pharmacy team 

representatives

• Detailed workflow guides

• Recorded workflow walkthroughs

• Cross-walked old to new terminology 

guides

• Train-the-trainer model for application 

super users

• Pharmacist training for new clinical 

EHR tools

• Two training sessions over two months

• Surveys administered pre and post 

implementation using 6-point Likert 

scale

• Perceived utility of education tools and 

self-reported perception of preparedness

• Continuous variables presented as 

proportions; categorical variables 

presented as medians with interquartile  

range
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I believe that as much training as could be reasonably 

completed was provided by the department and I feel that I 

was trained as best as I could be prior to using the program.
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