FREQUENTLY ASKED QUESTIONS
– Preferred Home Delivery Program
for Maintenance Medications –
1. What are “maintenance medications”?
Maintenance medications are prescription drugs that you need to take regularly. Drugs that
treat ongoing conditions or needs like asthma, diabetes, birth control, high cholesterol, high
blood pressure and arthritis are usually considered maintenance medications.
A maintenance medication can also be a drug that you take for three to six months and then
discontinue. For example, an allergy medication that you take throughout the spring and
summer could be considered a maintenance medication.
To find out if a specific drug is considered a maintenance medication, click here to review
maintenance medication therapy classes, or call Express Scripts customer service at
877.494.7472.
2. What is the Preferred Home Delivery program?
The Preferred Home Delivery program incents you to obtain up to a 90-day supply of a
maintenance medication through Express Scripts Mail Order Pharmacy, a lower cost option
than retail pharmacies (e.g., Walmart, RiteAid, etc.)
Because the company has negotiated an additional 10 percent discount on drugs obtained
through the Mail Order Pharmacy Program, both you and the plan save significantly when
Express Scripts Home Delivery Pharmacy is used. In addition by using the Express Scripts
Home Delivery Pharmacy, you’ll receive:




Free home delivery of your medication.
Safety through two pharmacist verification for accuracy and weather-resistant
packaging for each order.
24-hour access to a pharmacist.

3. How does the Preferred Home Delivery program work?
When you get a new prescription for a maintenance drug, you may fill it at a participating retail
pharmacy two times for no additional coinsurance. This allows you and your doctor to make
sure the medication is an appropriate and effective option. After two fills, you will need to make
a decision to either use the Express Scripts Home Delivery Pharmacy for substantial savings,
submit a 90 day prescription to CVS or Walgreens/Duane Reade Pharmacy and pay the
applicable three month copay or coinsurance, or continue to use the local retail pharmacy and
pay an additional 10 percent coinsurance in addition to the regular coinsurance amount
(generic, brand formulary, or brand non-formulary).
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4. Why is there an additional 10 percent coinsurance if I fill my maintenance prescriptions at my
local pharmacy?
As a result of the company’s negotiations on mail order pricing, retail pharmacies’ prescriptions
cost on average 10 percent more than the Express Scripts Home Delivery pharmacy. The
additional 10 percent coinsurance offsets the additional cost relative to the mail order
pharmacy making it cost neutral to the plan and its participants.
If you decide not to use the Express Scripts Home Delivery Pharmacy, you can still get your
maintenance medication from a local participating pharmacy, but you will be responsible for
the additional 10 percent coinsurance above the regular coinsurance amount. This program
does not impact whether a medication is covered or not so you will still be able to fill valid
prescriptions at retail or mail order locations. This program helps you get maintenance
medications in a reliable, convenient way while keeping your plan’s costs down.
5. What if I do not know if my prescription is for a maintenance medication?
If you fill a maintenance medication prescription at a retail pharmacy, you’ll receive a letter
describing the Preferred Home Delivery program. This letter will:




Explain the Preferred Home Delivery program.
Identify any of your current prescriptions that may be affected.
Inform you that Travelers will cover only one more fill of the medication(s) from your
local pharmacy prior to the 10 percent additional coinsurance.

The letter also explains the benefits of the Express Scripts Home Delivery Pharmacy and
includes a form you can use to order your maintenance medications.
6. How do I transition my current retail prescription(s) to the Express Scripts Mail Order Pharmacy?
There are multiple ways to start using the Express Scripts Home Delivery Pharmacy.
By Phone
Contact the Express Scripts Member Choice Center (MCC) at 877.494.7472. An MCC
representative will set up a Home Delivery profile for you (if it is your first time using Home
Delivery) and contact your doctor to obtain a 90-day prescription.
Online
Visit www.express-scripts.com. After logging in, use Transfer to Home Delivery to get started.
The Express Scripts Pharmacy will contact your doctor for you to obtain a 90-day prescription.
By Mail
1. Ask your doctor to write a prescription for up to a 90-day supply of your medication (plus
refills for up to one year, if appropriate).
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2. Complete a Home Delivery Order Form. If you do not have an order form, you can print one

by registering at www.express-scripts.com. Or simply request one by calling Express
Scripts Customer Service at 877.494.7472.
3. Mail your order form and your prescription to the address on the form.
By Fax from Your Doctor’s Office
1. Ask your doctor to write a prescription for up to a 90-day supply of your medication (plus

refills for up to one year, if appropriate).
2. Complete a Home Delivery Order Form. If you do not have an order form, you can print one

by registering at www.express-scripts.com. Or simply request one by calling Express
Scripts Customer Service at 877.494.7472.
3. Ask your doctor to fax your order form and written prescription to Express Scripts at
800.636.9494 as shown on the form.
Note: Scheduled II controlled substance orders cannot be faxed. They must be mailed.
7. How long will it take to get my prescription order?
You can expect your order to arrive at your U.S. postal address within 14 days. To make sure
you receive your refills before your current supply runs out, re-order at least three weeks before
you need your refill.
Express Scripts recommends first time users of the Express Scripts Pharmacy to have at least
a 30-day supply of medication on hand when a prescription is mailed to them. If the
prescription order has insufficient information, or if they need to contact you or your
prescribing doctor, delivery could take longer. Express Scripts advises for first time users of the
Express Scripts Pharmacy to ask your doctor for two signed prescriptions:
 One for an initial supply to be filled at your local pharmacy.
 The second for up to a 3-month supply with refills to send to Express Scripts.
When Express Scripts contacts your doctor on your behalf to obtain a new prescription for
Home Delivery, the process typically takes 2-3 weeks. If your doctor cannot be reached, you will
be notified via phone, if a valid phone number is on file, or a letter will be mailed to you.
8. When can I request a refill and how is this completed?
The earliest you can request a refill is after two-thirds of the timeframe for your prescription
has been completed (e.g., for a 90 day prescription, refills can be processed after 60 days).
Most members request refills three weeks before all their medication will be used.
Refills can be requested four different ways:
Order Online
You can order refills quickly and easily using your online account after registering at ExpressScripts.com. Payment of your coinsurance by check, check card, or credit card is required.
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Order by Phone
Quickly order refills using the toll-free number on your prescription bottle. Payment of your
coinsurance by check, check card, or credit card is required.
Order by Smartphone Application
You can plan refill orders via the free iPhone or Android Smartphone application available in
the App Store or Google Play under “Express Scripts”.
Order by Mail
When you fill your prescription with Express Scripts, a refill form is included with your first
shipment. Use the envelope provided to mail the refill form to Express Scripts. You should mail
your refill form about three weeks before your current supply will run out. If you mail your form
before then, your order may be delayed. Please also make sure your prescription has not
expired.
Include your coinsurance payment with your order. For your convenience and to ensure delivery
of your prescription without delay, you are encouraged to provide your check, check card, or
credit card information on your refill form. Express Scripts accepts Visa, MasterCard, Discover
and American Express. Your check card or credit card account will be billed automatically upon
processing your order. If you have not provided your card information, you may enclose a
personal check or money order for your payment amount.
Your last refill will include a renewal label with instructions for receiving future refills of your
medication.
9. Can I request expedited shipping for my prescription order?
Yes, but please note that you will be charged $21 per order for any type of expedited shipping,
and that each family member’s medications are shipped as separate orders. Therefore, if you
order medications for three different family members and request expedited shipping for all of
those medications, your shipping costs would total $63 ($21 X three orders).
10. After I place an order, how do I check on its delivery status?
You can check on the status of your order anytime using your online account at ExpressScripts.com or by calling Express Scripts customer service at 877.494.7472. Please note that
if your prescription requires additional research (e.g. if a pharmacist has to contact your doctor
for more information), your order may not appear on your online account until the research is
complete.
When setting up your account, you are given the option of selecting an email or voicemail for
confirmation to notify you of a processed prescription from the Express Scripts Mail Order
Pharmacy.
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11. My doctor is “trying out” this medication with me, so I don’t know if I’ll be using it long-term. Do I
still have to use the Express Scripts Home Delivery Pharmacy to fill this prescription?
No, not at first. The program is designed to let you and your doctor “try out” each new
maintenance medication and decide if it’s a good long-term therapy for you. In fact, if your
doctor is having you try a different drug or different doses of the same drug, Travelers will cover
each drug and each dosage up to two times from a local participating pharmacy.
After you have used your two fills from your local retail pharmacy, any additional fills at retail
will be subject to the additional 10 percent coinsurance. Remember, you still have the choice
of filling your maintenance medications through your local retail pharmacy, but not at an
increased cost to the plan and the other participants.
12. Should I use the Express Scripts Home Delivery Pharmacy to fill all my medications?
Not necessarily. Many drugs are for short-term conditions. For example, your doctor might
prescribe a 15-day medication for an infection. You should always get these types of
medications from a local participating pharmacy.
13. Who should I contact if I have additional questions?
Express Scripts customer service can answer all of you questions regarding this program. They
are available at 877.494.7472.
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