Pharmacy Technician Certification Case Study: Community Pharmacy Workflow
Case Scenario
You are a pharmacy technician working in a busy community pharmacy on Monday morning. Several tasks require your attention at the same time.
Mrs. Johnson, a 67-year-old patient, arrives to pick up her prescription for lisinopril 20 mg. She says she also needs to refill her metformin 500 mg but believes she has no refills remaining.
At the drive-thru, another patient is waiting for an antibiotic prescription that was called in 15 minutes ago.
Meanwhile, the pharmacist asks you to:
· Answer the telephone.
· Begin entering a new electronic prescription for amoxicillin 500 mg, one capsule every 8 hours for 10 days.
· Restock medications that were delivered earlier that morning.
As you begin entering the prescription, the computer generates an alert that the patient's allergy profile lists penicillin.
Questions
1. Which task should receive your immediate attention?
a. Restocking medications
b. Ignoring the allergy alert
c. Alerting the pharmacist to the allergy warning
d. Continuing data entry without interruption
2. What should you do regarding Mrs. Johnson's metformin refill request?
3. Which duties may a pharmacy technician perform independently in this scenario, and which require pharmacist involvement?
4. What information should be verified before processing the new prescription?
5. Why is it important to respond appropriately to allergy alerts?
6. What communication techniques should be used when assisting multiple patients during busy periods?
7. What HIPAA considerations should you remember while working at the front counter and drive-thru?
8. If the patient at the drive-thru becomes upset about the wait, how should you respond professionally?
9. List three ways to reduce medication errors during prescription processing.
10. After all prescriptions have been completed, what quality assurance steps should occur before medications are dispensed?

Learning Objectives
After completing this study, students should be able to:
· Prioritize workflow in a community pharmacy.
· Recognize situations requiring pharmacist intervention.
· Demonstrate safe prescription processing procedures.
· Apply HIPAA requirements in patient interactions.
· Identify strategies for preventing medication errors.
· Practice effective communication and customer service skills.
· Prepare for certification exam questions involving pharmacy operations, law, safety, and professionalism.

