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In 2008, there were approximately 326,300 pharmacy technicians, 

75% of them working in retail pharmacies that were either independently 

owned or part of a larger chain, store, or merchandiser.  Giant Eagle, a top 

75 North American Food Retailer, is one of these chain stores. Giant Eagle 

currently has 222 locations in Pennsylvania, Ohio, West Virginia, and 

Maryland.  With a pharmacy on site at almost all locations, they are a lead 

retail store in the Pharmaceutical business.  They are known for being the 

first pharmacy in the region to offer over 400 generic medications for only 

$4.00.  They also offer free antibiotics, diabetes medication, and offer 

price matching. 

 Along with the growing number of stores and customers, new 

computer systems have been implemented into their pharmacies in order 

to keep up with the work flow and offer the fastest, safest environment for 

all.  They have recently begun converting all of their stores from the PDX 

and EPS systems, to the new Rapidfill with GEBS.  The new system is 

designed to improve the process and productivity of the pharmacy, 

increase patient safety and accuracy, provide balancing across the entire 

chain, and enhance customer service.  The new system has multiple safety 

checks and is now mostly all paperless.  It uses devices such as 

prescription scanning, biometric identification and approval, along with 

new cutting edge E-scripts.   

 With all the new system changes, all current Giant Eagle technicians 

must be re-trained on this new system.  EPS converting stores will have 

an easier time re-training their technicians, with only a four hour class 

requirement.  All PDX technicians must go through a two week training 

program, in order to learn all new material for the Rapidfill system.  This 

guide will assist in the step-by-step operation of each station that is 

designed in Rapidfill.   
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 Before you come into work, you must remember a few company 

rules.  Dress code is required for your position.  This consists of the 

following: 

Men:      Nice slacks 

       Dress shoes or nice tennis shoes 

       Smocked (zipped) and nametag (visible at all times) 

Women: Nice slacks or appropriate length skirt with tights 

       Dressy shirt 

      Tennis shoes or flats (shoes must have backs) 

      Smock (zipped) and nametag (visible at all times) 

Personal belongings are not allowed to be kept in the pharmacy.  All 

stores have employee lockers in the break rooms. 

 Attitude is a huge factor when taking this job.  Working in a retail 

environment, you will always encounter not-so pleasant customers.  

You must keep in mind that they are sick and want to get in and out 

as fast as possible.  You should always keep a smile on your face and 

be pleasant to work with.  Always offer anything you can do to help 

with their situation, even if that involves taking you away from your 

station for a small amount of time.  Customers are who keep us in 

business, so we want to give them the best experience every time 

they walk in through our doors.  
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Drop off is the very first station a prescription begins at.  Here 

the technician will collect the patient’s information and make sure the 

prescription is correct.  The technician will make sure the medication 

is in stock.  If it is not in stock, you will verify with the Pharmacist 

that is can be ordered.  If the medication can be ordered it will be 

ready the next day at 1:00pm.   

All helpful notes should be added to the prescription bag at this 

station.  If we have the medication in stock, but there is not enough, 

make sure the patient is aware we will partial it, and write this on the 

bag.  If the patient only wants a certain amount of the medication, 

indicate this as well.  If the prescription is going on file, you can 

indicate this on the note section of the bag as well.   

The data entry station is run by the front-end position.  If that 

technician is busy, the fill technician, data entry technician, or the 

pharmacist can run the station.   
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1. Approach the customer and ask “How are you today?” 

2. Ask the customer if they have ever filled here (Giant Eagle) 

before 

3. If no, create the patient’s profile 

4. If yes, look over the prescription and make sure the drug(s) 

is/are in stock 

5. Make sure the prescription is accurately filled out 

a. Date, medication, strength, directions, quantity, doctors 

name 

6. Place the date of birth stamp on prescription and fill it out 

7. Grab a blank prescription bag and fill out the information 

a. Name, phone number, useful information 

 

8. Ask the patient if there is any change in information since their 

last fill 

9. Ask patient when they are coming back to pick up their 

prescription 

a.  If waiting, give an accurate wait time 

b. Write this time on the top of the prescription bag. 

10. Place the bag in the proper slot in the black box 
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Data entry is the most important station in Rapidfill.  This station is 

where each prescription is typed out and/or printed.  The technician 

at data entry is responsible for getting all prescriptions done before 

their promise time.  The data entry technician is the last technician to 

answer the phone or help customers.  Their number one job is to not 

move, and keep the work flow moving at a consistent pace.  

Data entry is a position that more experienced technicians are 

placed at.  It can seem very overwhelming at times.  When typing 

prescriptions, practice makes perfect.  The data entry station 

includes fast typing, calculating correct day supplies, and correct 

billing.  Backtags (a way to organize hard copies) is also the 

responsibility of the data entry station.  A lead technician or 

Pharmacist usually runs this station.   
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1. Place barcode on back of prescription 

 

2. Search patients name and select profile 
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3. Scan prescription through the scanner  

 

4. Fill out all information as the prescription says 

a. Sig codes will come in handy 

 

5. Make sure the billing is correct 
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6. Hit the next button 

 

7. Place finger on biometric scanner to print your label 

 

8. Take back-tag off (only on new prescriptions) and place on back 

of hardcopy 

a. Place hardcopy in correct basket labeled 2-4-6-8 

b. Group back-tags in numerical order in piles of 100 
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9. Place the completed label in a basket 

a. One person per basket (multiple prescriptions okay) 

 

10. If the prescription is a waiter, place a green waiter slip into the 

basket 

 

 

11. Pass the basket to fill station 

a. If the fill station get backed up, you must stop data entry 

and help fill 

b. There are only 12 baskets at a given time, so getting each 

prescription through each station is essential to keeping up 

 

 

 

 

 

WAITER 
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 The third party rejection deals with all insurance billing 

problems.  Third party is the hardest thing to learn on Rapidfill.  It 

takes experience and practice to know how to fix each specific third 

party rejection.  There are numerous rejections, technicians deal with 

on a daily basis.  This manual will go over the most common four.  

These include: day supply, refill too soon, NDC not covered, and 

wrong group/ID.  This section will also show how to enter in common 

insurance cards such as Molina, Caresource, and Medicaid. Whenever 

in doubt on a rejection, ask an experienced technician or pharmacist 

to help you get through it.  Third party is considered to be part of the 

Data Entry station.   
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1. Look at your rejection to figure out what is wrong 

 
2. To fix a refill too soon rejection, hit the reject button and scroll 

down to refill too soon.  It will then let you pick a date to fill it on 

3. To fix a day supply rejection, hit the reject button and scroll 

down to return to queue.  Under notes, put the correct day 

supply, so the technician fixing it knows why it was rejected 

4. To fix a not covered rejection, cash the medication out or run it 

through a discount card 
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5. To fix a wrong group/ID rejection, click patient TP button 

 
6. Click on the current card, and look at its image 

 
7. Fix the wrong information and click save 

8. When entering a card, you need a BIN, PCN, ID, and Group 

9. For Molina: 

a. BIN-MNA 

b. PCN- 

c. ID-member’s ID on the card 

d. Group-OHMEDICAID 
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10. For Caresource 

a. Bin-CES 

b. PCN-ADV 

c. ID-member’s ID on the card (do not use MMIS #) 

d. Group-RX0797 

11. For Medicaid 

a. BIN-MOH 

b. PCN- 

c. ID-member’s billing ID on the card 

d. Group-OHMEDICAID 
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  The fill station is where all of the medications are filled.  

The technician at this station is responsible for pulling the correct 

drug, checking it out through the system, and counting out the 

medication.  Each drug has its own NDC.  No two NDC’s are the 

same.  The NDC follows this format 00000-0000-00.  The first set of 

numbers is a code for the company who makes the drug.  The second 

set of numbers is a code for the drug and strength.  The third set of 

numbers is a code for the pack size.   

 When filling a medication, there are a few rules.  Any controls (2 

or 4) need to be double counted!  Once you have double counted the 

drug, you will place two X’s over the quantity and place your initials 

above the X’s.  Also, labeling the bottle/box is important.  All boxes 

must be taped before the label is placed on them.  This ensures that 

the box can be reused if the person never picks their medication up.  

Placing the correct lid (safety or non-safety) is also part of the 

filler’s job.   
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1. Look at your label and find the correct medication on the shelf 

2. Scan your (personal) barcode 

 

3. Scan the barcode on the label 

 

4. Scan the correct medication bottle 
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**If the bottle chosen is wrong, a very loud beep will sound from 

the scanner 

5. Count out the correct quantity of medication 

 
6. Place the medication in an appropriate size vial, and place the 

correct cap on it 

7. Place the label on the bottle 

 
8. Place the bottle into the basket with the rest of the label and 

pass it down to the Pharmacist 

9. If the medication is wrong, you can manually go into the system 

and verify the NDC 
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Will Call / 

Customer Service 
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 Will Call, or Customer Service is one of the most important 

stations in a retail Pharmacy.  This station is what will either keep 

customers or make them transfer to another store.  When working 

with customer’s there is always one golden rule.  “The Customer is 

Always Right!”  You must always be pleasant and try to help the 

customer is any way possible.  Bad customer service can turn 

business away.   

 When giving medication to a customer, there are 5-questions 

you must ask.  This ensures the correct medication is going to the 

correct patient.  It lessens the chance of a mistake happening.  Being 

pleasant and inviting the customer back should always ensure a 

“repeat” customer. 
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1. When the patient comes up to the register say “Hi, how are you 

today? Are you picking up a medication?” 

2. Ask them for their first and last name 

3. Ask them how many prescriptions they are expecting 

4. Ask them if they had any questions about their medication 

5. Ask them if they need a copy of the Privacy Act 

6. Ask them for their date of birth (after scanning the prescription 

bag, the date of birth needs to be entered into the register) 

7. Once you have checked them out through the register, you must 

check them out through the computer 

a. They must sign every time they pick up a medication 

8. Any helpful supplies (measuring spoons or syringes) should be 

offered at no charge 
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Phone-Etiquette 
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 Phone etiquette is also a very important part of customer 

service.  Ideally, the phone should be answered in no more than 3 

rings (even if you need to put them on hold).  When answering the 

phone you MUST say “Thank you for calling Giant Eagle Pharmacy, 

this is technician _________ how may I help you?”   

 When placing a call on hold, thank them for calling and ask them 

if they could hold please.  The phone will ring-back within 30 

seconds of the hold to remind you someone is still waiting.  In a 

retail-pharmacy, the phones are always ringing off the hook.  Being 

able to direct the correct calls to the correct stations can save time 

and be very helpful.   
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Extra Chores 
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Return to Stock 

 Every morning a technician should go through all the 

finished prescription bags and pull any bag older than 12 

days 

o Legally this is all we can keep them billed for 

 Each medication should be taken out of the system (put on 

file) for the next time the patient wants to fill it 

 All drugs should be returned to their original stock bottles 

(with assistance from the Pharmacists) 

Outdates 

 Every three months each drug bottle should be looked at 

and set aside if the expiration date exceeds the date of the 

next three months 

 These drugs will then be taken out of work-flow and 

returned to the drug manufacturer company 

o Each drug should be counted and updated in the system 

Putting drugs and bags away 

 In down-times, drug bottles should be placed back in their 

correct spots 

o Bottles should be marked if they are open 

 In down-time prescription bags should be filled in their 

correct bin  

o Bins are sorted alphabetically 

Cleaning 

 In down-time counting trays should be cleaned with alcohol 

and counters should be wiped down 
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 Clutter should be thrown away  

HIPPA 

 Every week, all HIPPA documents should be boxed up and 

taken to the certified HIPPA locker 

o This locker will be locked, so grab the key! 
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Conclusion 
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 Overall, the new system does take some adjustment.  Getting 

used to the new work-flow can be difficult in the beginning.  Don’t 

become overwhelmed with the new system.  If every person knows 

what is expected at each station, the work-flow should go smooth.  

The point of this new system is to be able to prioritize work that 

needs to be completed.  Working as a team will only help this work 

get done more efficiently and safely.  While your system is being 

rolled out, you will have a team there to assist you with any 

questions.  Take advantage of this team to help build your confidence 

on this new system.  This system should decrease wait times and 

increase customer satisfaction if followed closely.   
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