[image: ]
Specialty Pharmacy Onboarding Tool
Document Purpose: This training checklist serves as a standardized framework to ensure that all health system specialty pharmacy team members including pharmacists, technicians, coordinators, and support staff receive consistent, competency‑based onboarding and ongoing skill development. It is designed to support operational excellence, regulatory compliance, clinical quality, and an exceptional patient experience across all specialty disease states and workflow models.
This onboarding tool focuses on general principles, the prescription life cycle, associated workflows, and call center–type functions. Because fulfillment operations vary by site, fulfillment-specific details are not included. Each site is encouraged to tailor onboarding content to its individual design and processes.
Intended use: 
· To guide structured onboarding for new team members, regardless of role.
· To provide documented verification of core competencies, operational readiness, and system proficiency.
· To support accreditation requirements (e.g., URAC, ACHC) by maintaining auditable competency documentation.
· To ensure alignment with health system policies, clinical protocols, safety standards, and payer or manufacturer program requirements.
· To promote cross‑training and role clarity within the specialty pharmacy team.
How to use this checklist:
1. Complete Each Section – Staff should review and complete each competency area as part of onboarding or role expansion.
2. Document Training – Trainers/preceptors sign off as competencies are demonstrated or completed.
3. Store Centrally – Completed checklists should be stored in the employee's personnel or competency file per health system policy.
4. Review Annually – Use this checklist during annual skills reviews, workflow updates, regulatory changes, or new technology rollouts.
5. Adapt As Needed – This checklist is an example and guide. Health systems may customize the checklist to align with service lines (e.g., oncology, dermatology, neurology), electronic systems, payer programs, or patient‑management models. There are blank rows under each section for health systems to add specific information. 
Best Practices for Implementation:
· Consistency is key: Deliver the same training structure to all employees in similar roles for reliability and compliance.
· Use a preceptor model: Assign trained staff to guide new team members through workflow, technology systems, and documentation standards.
· Incorporate real‑world scenarios: Reinforce readiness through case reviews, mock calls, sample clinical assessments, and EHR navigation exercises.
· Reinforce with competency assessments: Skills validation ensures confidence and accuracy in high‑risk tasks such as prior authorizations, patient counseling, REMS programs, and documentation.
· Update regularly: Revise the checklist whenever workflows change (e.g., new platforms, accreditation updates, new therapeutic areas).
· Integrate with quality programs: Use the checklist to support performance improvement, medication safety, and patient satisfaction initiatives.













Sample Onboarding Tool


	Trainee Name:
	____________________________
	Role:
	____________________________

	Hire/Start Date:
	__________________
	Trainer Name:
	____________________________



Instructions: Use this checklist to track orientation and competency. For each item, record the training date, trainee initials, the date the skill was mastered, and trainer initials. Check the box once the competency is validated. Blank rows are available to add any additional information.
	Item / Competency
	Level of Proficiency 
	Training Date
	Trainee Initials
	Method of Validation
	Meets Expectations (Y/N)
	Trainer Initials

	☐ Introduction to staff and facility tours
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ Organizational structure overview
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ Vision and mission review
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ Specialty pharmacy disease states / service lines
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ Websites and internal/external resources
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ Meetings: cadence, types, attendance requirements
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ Basic terms and acronyms
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐
	
	
	
	
	
	

	☐
	
	
	
	
	
	


A. Organizational Orientation & Culture

	Item / Competency
	Level of Proficiency
	Training Date
	Trainee Initials
	Method of Validation
	Meets Expectations (Y/N)
	Trainer Initials

	☐ Verify access to all specialty pharmacy and organization systems (electronic systems and physical locations)
	Demonstrate Understanding (RPh, Tech)
	
	
	Verified
	
	

	☐ Account setup in patient management software and appropriate access
	Demonstrate Understanding (RPh, Tech)
	
	
	Verified 
	
	

	☐ Overview of patient and prescription flow through specialty pharmacy programs (queues, lifecycle, refill requests, high-risk population reviews, REMS)
	Demonstrate Understanding (RPh, Tech)
	
	
	Demonstrated
	
	

	☐ Patient communication and support resources overview
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ Phone system overview
	Demonstrate Understanding (RPh, Tech)
	
	
	Demonstrated
	
	

	☐ Interpreter services	
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed 
	
	

	☐
	
	
	
	
	
	

	☐
	
	
	
	
	
	


B. Systems & Access










C. Policies, Safety, Compliance & Accreditation
	Item / Competency
	Level of Proficiency
	Training Date
	Trainee Initials
	Method of Validation
	Meets Expectations (Y/N)
	Trainer Initials

	☐ Specialty pharmacy policies and procedures (patient management programs, quality programs, etc.)
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ Pharmacy identification numbers (NPI, NCPDP, Tax ID)
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ REMS program expectations
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ General safety & compliance (per accreditation requirements)
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ Emergency management / business continuity plan
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ Errors, complaints, and adverse event reporting
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ Compliant claim practices (date of service, DAW, override best practices, rebilling claims)
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ Controlled substances process (ordering/receiving, storage/security, dispensing documentation, waste/returns/destruction, DEA compliance)
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ Accreditation overview (URAC/ACHC/Joint Commission, as applicable)
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ 340B eligibility (if applicable)
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐
	
	
	
	
	
	

	☐
	
	
	
	
	
	






	Item / Competency
	Level of Proficiency 
	Training Date
	Trainee Initials
	Method of Validation
	Meets Expectations (Y/N)
	Trainer Initials

	☐ Demographic review / verification
	Independently Perform Task (RPh, Tech)
	
	
	Observation
	
	

	☐ Profile management accuracy (address, allergies, special notes such as easy-open caps)
	Independently Perform Task (RPh, Tech)
	
	
	Observation
	
	

	☐ Identify pharmacy enrollment(s) (program, new vs existing)
	Independently Perform Task (RPh, Tech)
	
	
	Observation
	
	

	☐ Insurance management: eligibility checks; adding, deleting, editing coverages
	Independently Perform Task (RPh, Tech)
	
	
	Observation
	
	

	☐ Medicare Part B overview (if applicable)
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ Social determinants of health 
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐
	
	
	
	
	
	

	☐
	
	
	
	
	
	


D. Patient & Demographic Management












	Item / Competency
	Level of Proficiency 
	Training Date
	Trainee Initials
	Method of Validation
	Meets Expectations (Y/N)
	Trainer Initials

	☐ Patient documentation procedures in the patient management system 
	Independently Perform Task (RPh, Tech)
	
	
	Observation
	
	

	☐ Outreach calling cascade / procedure 
	Independently Perform Task (RPh, Tech)
	
	
	Observation
	
	

	☐ Exception documentation (waiting on new Rx, refill postponed, holding therapy)
	Independently Perform Task (RPh, Tech)
	
	
	Observation 
	
	

	☐ Prescription clarification documentation / prescriber comments
	Independently Perform Task (RPh)
Demonstrate Understanding (Tech)
	
	
	Observation
	
	

	☐ Pharmacist prescription review and documentation procedure
	Independently Perform Task (RPh)
Demonstrate Understanding (Tech)
	
	
	Observation
	
	

	☐ Outside pharmacy coordination of care (if applicable)
	Independently Perform Task (RPh, Tech)
	
	
	Observation
	
	

	☐ Disenrollment procedure and documentation
	Independently Perform Task (RPh, Tech)
	
	
	Observation
	
	

	☐ Triage and escalation procedures (missed dose, side effects, adherence issue)
	Independently Perform Task (RPh)
Demonstrate Understanding (Tech)
	
	
	Observation
	
	

	☐ Patient communication and on-call services (coverage, documentation, escalation)
	Independently Perform Task (RPh)
Demonstrate Understanding (Tech)
	
	
	Observation
	
	

	☐
	
	
	
	
	
	

	☐
	
	
	
	
	
	


E. Documentation & Communication

	Item / Competency
	Level of Proficiency 
	Training Date
	Trainee Initials
	Method of Validation 
	Meet Expectations (Y/N)
	Trainer Initials

	☐ Welcome call: expectations, referral received, benefits investigation explanation	
	Independently Perform Task (RPh, Tech)
	
	
	Observation
	
	

	☐ Rx intake procedures (eRx internal/external, verbal/fax/hard copy, new prescriber info, diagnosis)
	Independently Perform Task (RPh, Tech)
	
	
	Observation
	
	

	☐ New Rx and refill processing (coverages/copay, secondary/tertiary billing, refill requests, DUR/adjudication troubleshooting, manufacturer credit cards, accumulator/maximizer programs)
	Independently Perform Task (RPh, Tech)
	
	
	Observation
	
	

	☐ Refill coordination process (accreditation-required questions, med adherence, care plan updates)
	Independently Perform Task (RPh, Tech)
	
	
	Observation
	
	

	☐ Inventory and backorder procedures 
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐ Shipping & delivery management (address verification, shipping methods, exception management, triage process)
	Independently Perform Task (RPh, Tech)
	
	
	Observation
	
	

	☐ Point-of-sale processes (cash, copay collection, receipts, audit compliance)
	Independently Perform Task (RPh, Tech)
	
	
	Observation
	
	

	☐
	
	
	
	
	
	

	☐
	
	
	
	
	
	


F. Prescription Intake & Processing






G. Medication Access, PA, Appeals & Financial Support
	Item / Competency
	Level of Proficiency 
	Training Date
	Trainee Initials
	Method of Validation
	Meets Expectations (Y/N)
	Trainer Initials

	☐ Prior authorization expectations (TAT to submit, platform access/training, follow-up, documentation)
	Independently Perform Task (RPh, Tech)
	
	
	Observation
	
	

	☐ Appeals (writing appeals, AI software if applicable, patient communication, follow-up, documentation, drug information resources, templates)
	Independently Perform Task (RPh)
Demonstrate Understanding (Tech)
	
	
	Observation
	
	

	☐ Medication/financial assistance overview and eligibility criteria (FundFinder, PAN, HealthWell, internal foundation, internal resources, referral to financial counselors/social work)
	Independently Perform Task (RPh, Tech)
	
	
	Observation
	
	

	☐
	
	
	
	
	
	

	☐
	
	
	
	
	
	



H. Clinical Programs & Care Management
	Item / Competency
	Level of Proficiency 
	Training Date
	Trainee Initials
	Method of Validation
	Meets Expectations
(Y/N)
	Trainer Initials

	☐ Initial clinical assessment (overview, accreditation requirements, documentation, care planning)
	Independently Perform Task (RPh)
Demonstrate Understanding (Tech)
	
	
	Observation (RPh)
Reviewed
(Tech)
	
	

	☐ Clinical reassessment (overview, accreditation requirements, documentation, care planning, cadence)
	Independently Perform Task (RPh)
Demonstrate Understanding (Tech)
	
	
	Observation (RPh)
Reviewed
(Tech)
	
	

	☐ Clinical modules / disease state overviews (guideline review, device training, clinic playbooks/education guides, drug information resources)
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	



	

	☐ Disease-specific outcomes (overview, expectations, documentation, tracking)
	Independently Perform Task (RPh)
Demonstrate Understanding (Tech)
	
	
	Observation (RPh)
Reviewed
(Tech)
	
	

	☐ Collaborative Practice Agreement (CPA), if applicable (overview, credentialing, expectations)
	Independently Perform Task (RPh)
Demonstrate Understanding (Tech)
	
	
	Observation (RPh)
Reviewed
(Tech)
	
	

	☐ New drug procedures and training (limited distribution drugs, REMS, hazardous)
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐
	
	
	
	
	
	

	☐
	
	
	
	
	
	



I. Professional Development
	Item / Competency
	Level of Proficiency 
	Training Date
	Trainee Initials
	Method of Validation 
	Meets Expectations (Y/N)
	Trainer Initials

	☐ Licensure, certification, and career advancement process (renewals, CE expectations, internal pathways)
	Demonstrate Understanding (RPh, Tech)
	
	
	Reviewed
	
	

	☐
	
	
	
	
	
	

	☐
	
	
	
	
	
	



Note: Validation indicates the trainee can consistently perform the task to standard with appropriate documentation and safety practices.


This resource was created by the Section of Specialty Pharmacy Practitioners’ Operational and Workforce Development SAG and is intended for informational use only. Please review the full disclaimer for important information regarding its purpose and limitations: https://www.ashp.org/privacy-policy/terms-and-conditions/infographic-disclaimer-general. ASHP is not responsible for any outcomes resulting from the use of this information.
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