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Mass General Brigham
Specialty Pharmacy

Working together with your health care team

Welcome to Mass General Brigham Specialty Pharmacy. Thank you for giving us the opportunity
to provide our services to you and work directly with you and your provider as part of your Mass
General Brigham team. Our staff will help you manage your specialty medication and understand
your treatment plan so that you have more time to spend on what is most important to you —
feeling better.

Mass General Brigham Specialty Pharmacy has a trained, friendly staff with certified technicians
and clinical pharmacists available 24 hours a day, 7 days a week to meet your needs.

In addition to filling your specialty prescription, we provide the following services:

Personalized patient care + Free supplies you may need for your medication

Help with your co-payment when possible + Training on how to use your medication

Help with your insurance authorization if needed

Free shipment of your medication Frequent follow up with you and your provider

Please take a moment to review the useful and important information inside this booklet.

We look forward to providing you with your specialty medication ordered by your doctor. Thank you
for choosing Mass General Brigham Specialty Pharmacy.

Sincerely,

Mass General Brigham Specialty Pharmacy
(877) 468-8717
SpecialtyPharmacy@Partners.org



About us

Mass General Brigham Specialty Pharmacy
serves the patients from across Mass General
Brigham — an integrated health care system
founded by Brigham and Women'’s Hospital
and Massachusetts General Hospital. Mass
General Brigham offers patients a continuum
of coordinated and high-quality care. With our
Mass General Brigham Specialty Pharmacy,
we strive to ensure the best possible treatment
outcomes and quality of life for our patients
through the appropriate management of
specialty medications. Collaboration among
our institutions and health care professionals

is central to our efforts to advance our mission.

Specialty medications typically require special
handling, administration, and monitoring beyond
what traditional pharmacies can provide. As part
of your Mass General Brigham team, our highly
trained and certified staff will work closely with
you, your provider, and your insurance company
to ensure your treatment needs are met. We

are committed to providing you personalized
care, the resources for your treatment plan, and
financial assistance when available.

Our promise

To dedicate ourselves to the timely and safe
delivery of specialty medications prescribed
for our patients.

To provide coordinated, cost-efficient, and
transparent care.

To collaborate with the patient’s care team
and use the Mass General Brigham electronic
health record system for a more efficient
process with higher quality and safer care.

To take the lead with the patient’s health
insurance company and manage the specialty
medication approval process.

To ease the financial burden when possible
by actively investigating different ways to
reduce costs.

To know our patients and provide supportive
outreach and reminder calls to help keep
treatment on track.

To provide patient education and training to
ensure that patients have the confidence to
do their part in managing their conditions.

What makes medication “special”?

Specialty medications treat complex and often chronic health
conditions. These medications may need special storage and can be
expensive. Many patients who are prescribed specialty medications
may need help to understand how to use these medications.

Mass General Brigham Specialty Pharmacy helps patients manage
their medications and provides support every step of the way.



How we work with our patients

Clinical expertise

Our clinical pharmacists and staff collaborate closely with your Mass General Brigham care team,
striving to get the best results from the specialty medication prescribed for you.

Therapy management
Our personalized therapy management program offers support and education from clinical
pharmacists providing you with the resources you need. The program offers the following:
Check-in calls to see how you are tolerating your medication
Information about the safe and effective use of your medication
Guidance on how to take or inject your medication
Advice on how to manage side effects
Reminder calls to be certain you always have enough medication on hand

24/7 availability to help with any questions you may have

Committed to easing the financial burden and
taking the lead with insurance companies

We actively investigate ways for you to save money. Members of
our staff are trained to keep track of assistance available from
multiple sources, such as manufacturer coupons, manufacturer
assistance programs, and foundations to reduce or eliminate
high copayments.

We'll take the lead working with your insurance company for a
faster approval process.

Reimbursement assistance

Our staff will work with your insurance company to get approvals for any authorizations required and
to ensure you get the maximum benefit from your insurance company. Our staff will research and
help enroll you in any manufacturer co-payment discount programs for which you are eligible.

Financial assistance

For patients without adequate financial resources, we have specially trained staff that work with
foundations and drug manufacturers to help lessen the financial burden.

Committed to help you stay on track

you are tolerating your medication well and always have your

medication on hand.

We offer supportive outreach and reminder calls to ensure ( O )
o

Delivery information

Your delivery will ship to you free of charge from USPS, UPS, or Fedex. Refrigerated medications are
shipped overnight to ensure medication integrity. Orders can be shipped to a location convenient

for you. Many orders require a signature.

Hours of operation

Mass General Brigham Specialty Pharmacy
is open Monday through Friday from
7:30 A.M. to 5:00 P.M.

We are closed on major state and federal
holidays including: New Year’s Day, Martin
Luther King Day, President’s Day, Memorial Day,
4t of July, Labor Day, Thanksgiving Day, and
Christmas Day.

After hours

We have staff on call and available 24 hours a
day, 7 days a week to answer any questions

that you may have related to your treatment plan
or order.

Contact us

Mass General Brigham Specialty Pharmacy
Phone: toll-free (877) 468-8717
Email: SpecialtyPharmacy@Partners.org

Medical emergencies

Mass General Brigham Specialty Pharmacy
does not take the place of your local emergency
services. If you experience a medical emergency,
please use the following numbers:

911 (unless otherwise directed)

MA & RI Poison Control Center (24 Hours) —
1(800) 222-1222

Adverse drug reaction

If you believe you are experiencing an
adverse drug reaction, please contact us
at (877) 468-8717, your physician or poison
control 1 (800) 222-1222 immediately; or

if severe, dial 911.



Service excellence

We are committed to providing you with an exceptional pharmacy experience. Every conversation
we have with you, whether it is about your medication or your treatment plan, is an attempt to
include you in your care plan, working toward the best possible treatment outcome.

We are hopeful that each of your interactions with us reflects the exceptional service we seek to
provide. Should we ever fall short, we ask that you contact us at (877) 468-8717 and share the
details of your concern so we can address your issue and improve our future processes.

We value your feedback and thank you for choosing Mass General Brigham Specialty Pharmacy.

Working on the same health record
as your care team

We are part of your Mass General Brigham team and work
directly with your provider utilizing the same health record v
system. We have convenient access to the information we
need to efficiently provide your specialty medication to you.
This means less waiting and higher quality and safer care.

Frequently asked questions

1.

How do I contact the pharmacy if | have
questions or need a refill? Mass General
Brigham Specialty Pharmacy can be reached
toll free by phone at (877) 468-8717 or by
email at SpecialtyPharmacy@Partners.org

Is someone available to answer questions
after hours? Yes. On call services are
available for urgent needs, 24 hours a day,

7 days a week. Pharmacists are available
for urgent clinical questions, including those
about side effects. Technicians are available
to answer questions regarding copayments,
order status, and benefits or coverage.

How do I refill my medication? A pharmacy
staff member will call you to schedule your
refill 7 to 10 days before you should run

out of medication. Please inform us if you
have had any changes to your insurance
coverage, address, phone number, or
changes to your medication regimen.
Please don't hesitate to call us if you have
any questions.

How long does it take to receive my
prescription? Our standard processing
time is typically between 24 to 48 hours.
We will contact you to arrange a delivery
date to your home, work, or other preferred
address. If there are any issues that

may delay your order, such as a prior
authorization required from your insurance
company, we will keep you informed.

What is Mass General Brigham Specialty
Pharmacy'’s Therapy Management Program?
The Therapy Management Program is
designed to help our patients stay on track
and be informed about their condition and
the medications used to treat them. A clinical
pharmacist from the Mass General Brigham
Specialty Pharmacy contacts each new
patient to assess their needs.

6.

7.

10.

How will my package arrive? Prescriptions
are shipped Monday through Friday for next
day delivery by common courier. We will
mail your order from our pharmacy to the
address you specify at no additional cost.
Many medications require a signature for
delivery and our staff will work with you to
arrange a time that is convenient for you.

What if Mass General Brigham Specialty
Pharmacy is unable to fill my medication?
A pharmacy employee will let you know if
we are unable to fill your medication. We
will work to determine who can fulfill the
order and direct the prescription to the
appropriate pharmacy.

How much will my prescription cost?
Prescription cost varies depending on
the medication you are receiving and
your insurance. We understand specialty
medications can be expensive and we are
committed to identifying available copay
assistance programs and other support
and charitable organizations to help make
these medications more affordable. We
have patient financial advocates who will
work with you to bring down your cost as
much as possible.

How can | pay for my prescription order?
We accept all major credit cards.

Do you accept my insurance? Mass
General Brigham Specialty Pharmacy
accepts most insurance, including
Medicare and Medicaid.

. How can | safely dispose of my medication?

Please visit the FDA's website on “How
to Dispose of Unused Medications” for
guidelines and recommendations.



Speclalty Pharmacy patient
rights and privacy

1. Patients have the right to considerate and 10. Patients have the right to have a family member
respectful care from every Mass General or surrogate decision maker involved in
Brigham Specialty Pharmacy employee. care, treatment, and/or service decisions as

appropriate and allowed by law.
2. Patients have the right to expect that all PProp y

records, communication, patient counseling by 11. Patients have the right to receive medications,
our pharmacists, and all related discussions instructions, and services from qualified
regarding their drug therapy and its effects and personnel trained to educate patients on safely
side effects will be conducted in a manner that handling and taking medications.

rotects their privacy.
P P y 12. Patients have the right to receive information on

3. Patients have a right to receive counseling and order status. Patients may call (877) 468-8717
education from our pharmacists that empowers to speak with a pharmacy employee.
them to take an active role in their health

condition and treatment decisions. 13. Patients have the right to decline participation,

revoke consent, or disenroll at any point in time
by calling the pharmacy at (877) 468-8717 or by
emailing at SpecialtyPharmacy@Partners.org.

4. Patients have the right to speak to a health
professional to receive relevant, accurate,
current, and understandable information

concerning their treatment and/or drug therapy. 14. Patients have the right to choose the

pharmacist and pharmacy provider where their
5. Patients have the right to receive complete and prescriptions are filled and not be pressured or
accurate information from our pharmacists coerced into transferring their prescriptions to

regarding the reason for their treatment and/ another pharmacy.

or drug therapy, the proper use and storage ) ) .

of prescribed medications, and the possible 15. Patients have the right to notify the
adverse side effects and interactions with other pharmacy regarding any patient

dissatisfaction. In the event patients are
not satisfied with the pharmacy’s response,
6. Patients have the right to request documentation patients may file a complaint by calling us
supporting evidence-based practice for directly at (877) 468-8717.
clinical decisions including: manufacturer

drugs, supplements, or foods.

package inserts, published practice guidelines, 16. Patients have the right to know about the
peer-reviewed journal articles, etc. The philosophy and characteristics of our
documentation should include level of evidence Therapy Management Program.

or consensus when no or conflicting evidence- 17. Patients have the right to have personal

based research is available. health information shared with the Therapy

7. Patients have the right to receive information Management Program only in accordance
in a manner, format, and/or language the with state and federal law.
patient understands. 18. Patients have the right to identify the program’s
8. Patients have the right to make non-emergency staff members, including their job title, and to
decisions regarding their treatment, before speak with a staff member’s supervisor
and during treatment, as well as to refuse any if requested.
recommended treatment, therapy, or plan of care. 19. Patients have the right to receive information
9. Patients have the right to receive coordination about our Therapy Management Program.
of care and continuity of services from Mass 20. Patients have the right to receive administrative

General Brigham Specialty Pharmacy including a
timely response when care, treatment, services,
or equipment is needed or requested.

information regarding changes in, or termination
of, the Therapy Management Program.

To learn more about Mass General Brigham's privacy practices, visit www.massgeneralbrigham.org/notices.
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Nondiscrimination and
accessibility

Notice Informing Individuals About Nondiscrimination and Accessibility Requirements and
Nondiscrimination Statement: Discrimination is Against the Law

Mass General Brigham Specialty Pharmacy complies with applicable Federal civil rights laws and does

not discriminate on the basis of race, color, national origin, citizenship, alienage, religion, creed, sex, sexual
orientation, gender identity, age, or disability. Mass General Brigham Specialty Pharmacy does not exclude
people or treat them differently because of race, color, national origin, citizenship, alienage, religion, creed, sex,
sexual orientation, gender identity, age, or disability.

Mass General Brigham Specialty Pharmacy:

« Provides free aids and services to people with + Provides free language services to people whose
disabilities to communicate effectively with us, primary language is not English,
such as: such as:
— Qualified sign language interpreters - Qualified interpreters
— Written information in other formats - Information written in other languages

(large print, audio, accessible electronic
formats, other formats)

If you need these services, contact our call center at (877) 468-8717.

If you believe that Mass General Brigham Specialty Pharmacy has failed to provide these services or
discriminated in another way on the basis of race, color, national origin, citizenship, alienage, religion,

creed, sex, sexual orientation, gender identity, age, or disability, you can file a grievance with the Civil Rights
Coordinator in person or by mail or fax using the below contact information. If you need help filing a grievance,
our Civil Rights Coordinator is available to help you.

Civil Rights Coordinator:

Mass General Brigham Specialty Pharmacy Telephone: (857) 238-2107
Civil Rights Coordinator Fax: (857) 238-2135

31 North Avenue

Burlington, MA 01803

You can also file a civil rights complaint with the U.S. Department of Health and Human Services,
Office for Civil Rights (OCR), electronically through the Office for Civil Rights Complaint Portal, available at
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf, or by mail or phone at:

U.S. Department of Health and Human Services Or by contacting the OCR New England
200 Independence Avenue, Regional Office at:

SW Room 509F, HHH Building ] o

Washington, D.C. 20201 Office for Civil Rights

U.S. Department of Health and Human Services
Government Center

J.F.Kennedy Federal Building — Room 1875
Boston, MA 02203

(800) 368-1019, (800) 537-7697 (TDD)

1(800) 368-1019, (800) 537-7697 (TDD)

Complaint forms are available at http://www.hhs.gov/ocr/office/file/index.html.
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[nterpreter services

ATTENTION: Language assistance services, free of charge, are available to you. Please let us know your
primary language and we will have an interpreter available to assist with your care. Contact our call center

at (877) 468-8717.
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Patient responsibilities

1.

Adhere to the treatment plan or service
established by the prescriber.

Notify Mass General Brigham Specialty
Pharmacy of changes in insurance
coverage as soon as possible.

Inform the prescriber of their participation
in Mass General Brigham Specialty
Pharmacy’s Therapy Management Program.

Participate in the development of an effective
plan of care, treatment, and services.

Provide accurate and complete medical
and personal information necessary to plan
and provide care.

Ask questions concerning care, treatment,
and services.

Request clarification of any instructions
provided by pharmacy representatives.

Communicate information, concerns, and
questions related to perceived risks in
therapy or changes in condition.

Be available to coordinate and receive
medication deliveries from Mass General
Brigham Specialty Pharmacy.

Committed to individualized support

We have expert teams devoted to you that work directly with
your health care provider. We are here to understand and help
you overcome any challenges associated with your treatment.

10.

11.

12.

13.

14.

15.

16.

Treat pharmacy personnel with respect and
dignity without discrimination on the basis
of race, color, national origin, citizenship,
alienage, religion, creed, sex, sexual

orientation, gender identity, age, or disability.

Use medications according to the provided
instructions and for the purpose they were
prescribed. Do not share medications

with others.

Communicate any concerns regarding
ability to follow the provided instructions.

Notify Mass General Brigham Specialty
Pharmacy of changes in telephone number
or address as soon as possible.

Submit any forms that are necessary to
participate in the program, to the extent
required by law.

Give accurate clinical and contact
information and notify the Therapy
Management Program of changes in
this information.

Notify your treating provider of your
participation in the Therapy Management
Program, if applicable.

L0

Supplemental information

Drug substitution

Except in cases where your practitioner has indicated “no substitution,” Mass General Brigham
Specialty Pharmacy shall dispense an interchangeable product if one exists; or, if none exists, a less
expensive, interchangeable drug product as allowed. Mass General Brigham Specialty Pharmacy will
also indicate on the label the following in the event an interchange has been made:

INTERCHANGE (NAME OF EXACT DRUG PRODUCT DISPENSED)

In cases where your practitioner has instructed that no substitution be made, the pharmacist shall
dispense the exact drug product as written by such practitioner.

In the event of a drug recall

Arecall is an action taken when a product is found to be in violation of laws and regulations
administered by the FDA. Medications may be recalled for a variety of reasons including safety,
mislabeling, contamination and deviations in strength or potency. Recalls may be conducted by a
voluntary action by the manufacturer/supplier, by request from the FDA, or by a legally mandated
order from the FDA.

Pharmacies are notified of recalled medications from a variety of sources including drug
manufacturers, compounding pharmacies, outsourcing facilities, drug wholesalers and other
vendors, and government agencies such as the FDA, state departments of health, and boards of
pharmacy. The FDA has a website that lists all recalls: (www.fda.gov/Safety/Recalls/default.htm).

When a notification is received, our pharmacy staff will communicate the recall information to
prescribers and staff who dispense or administer medications when applicable. We will review
dispensing records to identify patients taking the recalled product and contact them as required.

To demonstrate compliance, we maintain appropriate records including copies of the recall
notice and documents submitted to the supplier as well as documentation of recall activities.
The following information will be documented for each recall:

« Date notified

- Date(s) action taken

Action(s) taken including areas inspected; quantities removed; notification of shipment to
wholesaler/manufacturer; notifications to prescribers and staff and other actions required by
the recall notice, law or regulation, and organizational policy.

Program limitations

Mass General Brigham Specialty Pharmacy Therapy Management Program limitations could

include the need to participate in assessments, the need to continue with therapy, the need to
continue to fill medications within our pharmacy, and the ability to follow directions and work
with the tools provided.

13



Emergency preparedness for prescription medications

Here are tips to be prepared:

Make a medication list: Keep an updated list of all medications, dosages and phone number for
your doctors and pharmacies in a waterproof bag or container.

Carry your prescription insurance card: Keep your health insurance or prescription-drug benefit
card with you at all times, as your pharmacy benefit provider or health plan can help you obtain
an emergency supply of any lost or damaged medications.

Order early: Reorder as soon as you are able.

Keep your medications together: Keep medications in original containers with original labels
and place prescription bottles in a waterproof bag or container.

Prepare for special needs: If your medication requires refrigeration or electronic equipment,
have a plan for temporary storage and administration.

Make a plan: Discuss your medication disaster plan with your doctor or pharmacist, especially if
your medication has special shipping or electronic equipment requirements. Also, discuss plans
for your child’s medication with your child’s daycare provider or school.

Maintain an emergency health care kit: Stock a supply kit with any nonprescription
medications you may need such as pain relievers, cold medications and antacids.

Medication safety: Inspect your medication to see if the look or smell of it has changed, as
excessive moisture or heat can contaminate the drugs. If you are unsure about its safety, contact
a local pharmacist or health care provider.

Skipping doses: If you haven't been able to take your medication, contact us immediately at
(877) 468-8717 even if you're not experiencing any negative health effects. Never take additional
doses to make up for those you've missed before talking to a health care practitioner.
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Mass General Brigham Specialty Pharmacy

(877) 468-8717 * SpecialtyPharmacy@Partners.org
www.massgeneralbrigham.org/specialtypharmacy
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