Home Delivery from the Express Scripts Pharmacy
Frequently Asked Questions
What is home delivery from the Express Scripts Pharmacy?
Home delivery from the Express Scripts Pharmacy provides an affordable way to obtain
your maintenance medications by allowing you to order up to a 90-day supply by mail. It’s
the most cost-effective way to fill prescriptions — and helps you save money.
What are the benefits of home delivery?





Savings ― Save money by ordering up to a 90-day supply of your maintenance
medications for just one home delivery co-payment.*
Safety ― Express Scripts’ licensed pharmacists check every prescription for accuracy and
potential drug interactions and are available to answer your questions confidentially by
phone — 24 hours every day.
Service ― Talk confidentially to a pharmacist 24-hours a day, every day. A patient
care advocate can connect you to a pharmacist at your request.
Convenience ― Prescriptions are delivered right to your door, eliminating trips to your retail
pharmacy. It’s easy to sign up and order refills online, by mail or by phone. Plus, standard
shipping is always free.

*Savings estimates are based on previous prescription-drug history. Estimates will vary
depending on the prescription drugs you are taking and your plan’s home delivery benefit.
How do I order prescriptions through home delivery?
There are three ways to start using the Express Scripts Pharmacy:
By Phone
If you are using home delivery for the first time, contact the Express Scripts Member Choice
Center (MCC) at 1-877-603-1032. A representative will set up a home delivery profile for you
and contact your doctor to obtain a 90-day prescription.
Online
Visit Express-Scripts.com. After logging in, click “Manage Prescriptions” and then “Save
With My Rx Choices” to get started. The Express Scripts Pharmacy will contact your doctor
for you to obtain a 90-day prescription.
By Mail
Ask your doctor to write a prescription for up to a 90-day supply of medication (plus refills for up
to one year, if appropriate).

Complete a home delivery order form. If you don’t have a form, you can print one online at
Express-Scripts.com or request one from a patient care advocate (PCA) by calling the tollfree number on the back of your member ID card.

Mail the completed order form, your original prescription and payment information to:
Express Scripts
P.O. Box 747000
Cincinnati, Ohio 45274
What medications are included in this program?
The maintenance medications you take regularly for ongoing conditions, such as high blood
pressure, high cholesterol and asthma, are included. To find out if a specific prescription drug is
considered a maintenance medication, please contact an Express Scripts patient care advocate
(PCA), using the toll-free number on the back of your member ID card.
Do I need to complete a new home delivery order form each time I send in a prescription?
No. The form is only necessary the first time you order medication, unless any of your
information changes. List all the medications you take, so they can be reviewed for potential
interactions. Provide additional information on separate paper, if necessary.
Can I send in more than one prescription at a time?
Yes. Express Scripts will process all of the prescriptions according to your benefit.
How do I pay for my prescriptions?
All orders should include payment information to allow processing without delay. Orders may be
paid by:






Flexible Spending Account (FSA) debit card
VISA®, MasterCard®, American Express® or Discover®
Bank-issued debit card
Personal check or money order
Bill Me Later® – offering payment flexibility with pay-now or pay-later options1

1 Bill Me Later is a third party credit account subject to credit approval. Creditworthiness is determined by CIT Bank. CIT Bank will

review and consider a member’s credit report and other credit-related information prior to approval. Finance charges may apply if
paid over time. See billmelater.com for details.

How long will it take to process my order?
For first-time orders, please allow 10 to 14 days from the time Express Scripts receives your
order for delivery. When mailing a first-time order, we recommend you have at least a 30-day
supply of medication on hand. If Express Scripts needs to contact you or your prescribing doctor
for information, delivery could take longer. For your first order, we also advise you to get two
signed prescriptions from your doctor:





The first prescription is for an initial 30-day supply of medication to be filled at your
participating pharmacy.
The second prescription is for up to a 90-day supply of medication with appropriate
refills and should be sent to the Express Scripts Pharmacy.
You should allow two to three weeks to receive your order when Express Scripts has
to contact your doctor to obtain a new prescription for home delivery. If the doctor
cannot be reached, you will receive either a letter or a phone call.
Once we have processed your first order, subsequent refills will be shipped within three
to five days from the time the refill request is received.

How will my order be mailed?
Orders are sent by First-Class Mail® in unmarked, tamper-proof packaging ― there is no
indication on the package that it is from a pharmacy. They are delivered by your regular carrier,
unless the medication requires special handling (such as refrigeration). At your request, we can
mail prescriptions to a secondary address.
My medication needs refrigeration. How will it be mailed?
The Express Scripts Pharmacy uses special packaging and coolant packs for handling and
shipping refrigerated prescription drugs. These processes maintain temperature within the
range approved in the product’s labeling. We also adjust for current and forecasted climate
conditions, as well as the package destination area.
Can I have my prescription sent overnight?
Overnight delivery may be requested with additional shipping and handling charges, although
standard processing times still apply. For more information on availability and rates, contact an
Express Scripts patient care advocate (PCA) at the toll-free number on the back of your
member ID card.
How do I refill my prescriptions?
Express Scripts now offers auto refills, a home delivery service enhancement designed to assist
you in never running out of your medication. After enrolling your maintenance prescriptions in
the program, Express Scripts will automatically calculate your prescription usage and day’s
supply remaining. When it’s time to refill your prescriptions, Express Scripts will fill your
maintenance prescriptions automatically for you and mail them to your home. Through your

preferred method of communications, we will send you notification seven days before we
begin processing your next refill. You can change the next processing date or cancel the
prescriptions from the automated refills service anytime before processing begins.
There are three convenient ways to enroll according to your preference:
1

Visit Express-Scripts.com, click on “Order Prescriptions” under “Manage Prescriptions”
and select the prescriptions you would like to have automatically refilled.

2

At the time of refilling your prescription, we ask you if you want to enroll the prescription
in auto refills. If you answer yes, there is nothing more for you to do. We will begin
automatically refilling your prescription on all future refills.

3

You can speak directly to an Express Scripts patient care advocate to enroll your
prescription(s) in the program.

If you choose not to enroll in auto refills, you may order refills by the following methods:
Online
Use the Express Scripts website: Express-Scripts.com.
By Mail
Send the refill request form included in your initial prescription package to:
Express Scripts
P.O. Box 747000
Cincinnati, Ohio 45274
By Phone (24-hours a day)
Call 1-844-569-2831 to use our Interactive Voice Response (IVR) system. You may then
choose to speak with a patient care advocate (PCA) or use your touch-tone phone to enter
your refill information.
How do I know Express Scripts will fill my order correctly?
Licensed pharmacists check every prescription to make sure it is filled accurately and promptly.
The same level of care is exercised at shipping, including special handling for temperaturesensitive prescription drugs.
Is home delivery as safe as using a retail pharmacy?
Yes. The Express Scripts Pharmacy has a higher accuracy rate (99.9%) than retail pharmacies
(98.3%). Automated processes and workload consistency ensure these high levels of safety.

Will I get brand-name or generic prescription drugs?
You and your doctor can decide what’s best for you. Where permitted by applicable law, FDAapproved generic equivalents may be dispensed when appropriate and permitted by your
doctor. These generic medications may save you money. If you prefer, you may submit a note
with your prescription to have your order filled only with a brand-name drug. However, this
may increase your co-payment.
Where do I call with additional questions or for help?
You can contact the Express Scripts Patient Care Contact Center at the toll-free number on the
back of your member ID card. A patient care advocate (PCA) will assist you and, if needed, can
connect your call directly to a licensed pharmacist who will answer any questions, 24 hours a
day. You can also find additional information at Express-Scripts.com.
How will moving my prescriptions to home delivery affect my use of retail pharmacies?
You can continue using your retail pharmacy for acute medications, such as antibiotics. You can
also use your retail pharmacy for those maintenance medications that are not included in home
delivery (your standard retail co-payment will apply). Remember, you can always speak with a
licensed pharmacist at the Express Scripts Pharmacy by calling the toll-free phone number on
the back of your member ID card. A patient care advocate (PCA) can connect you with a
pharmacist upon request.
My written prescription was returned to me by Express Scripts. Why?
A prescription may be delayed due to incomplete prescription information, clinical intervention or
backorder issues. Approximately 25% to 30% of all new prescriptions received require an
Express Scripts pharmacist to contact the doctor or prescriber.
If there is a clinical or administrative concern about your prescription, Express Scripts will
attempt to contact your doctor or prescriber up to two times within two business days. If
necessary, the Express Scripts Pharmacy will hold the order until the end of the second day,
awaiting a response. If a response is not received by the end of the second day, you will receive
a letter explaining the situation. When appropriate, the prescription will also be returned to you.

