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D E S K  R E F E R E N C E  G U I D E   

E-PRESCRIBING WITH 

SURESCRIPTS -  RETAIL 

E-prescribing is a means of sending a prescription electronically from your Epic system to the dispensing 

pharmacy’s computer system. In return, the pharmacy system can electronically send refill requests to 

you, reducing the need to communicate with phone calls and faxes. By reducing the number of calls you 

receive, you can better organize your day by approving refill requests on your schedule instead of being 

continually interrupted with phone calls. 

There are few differences between your existing prescription ordering workflows and your new e-

prescribing workflows. You still write orders in Order Entry and modify the sig, comments, and other 

order details exactly as you did before. The main difference is that prescriptions are now routed to the 

pharmacy electronically instead of through printed prescriptions given to your patient or faxes sent to the 

pharmacy. 

There are a few key points to be aware of: 

 You can e-prescribe only medications of a schedule lower than II. All prescriptions for schedule II 

through V medications are now printed and must be given to your patient. 

 For e-prescribed medications, there is no paper for the patient to bring to the pharmacy. If your 

patient is apprehensive about the lack of a paper prescription, assure him that the prescription will be 

available when he arrives at the pharmacy. 

 You still need to select the pharmacy to which to send the prescription.  

Note that the second half of this document covers how to handle e-prescribing errors. Such errors are rare 

and you should not encounter them very often. However, this document will help you handle such errors 

when they do occur. Also, these errors will be routed to the nursing In Basket pools.  
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A  NOTE ABOUT THIS DESK REFERENCE GUIDE  

This guide is intended to help you learn and understand the new features within Epic. This desk 

reference guide contains complete context and rationale behind the steps for e-prescribing new orders, 

approving and refusing electronic refill requests, and handling e-prescribing errors.  

Along with this guide you’ll receive several e-prescribing Workflow Bulletins that summarize this 

information for quick reference.  

For additional training, refer to the Surescripts - Retail e-learning lesson. 
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E-PRESCRIBE A NEW PRESCRIPTION  

E -P R E S C R I B E  N E W  P R E S C R I P T I O N S  

 You ordering workflow does not change significantly when you begin e-prescribing. You still select the 

medication from your preference list, edit the sig and other details as needed, and sign the order. The 

only additional action you need to perform is to make sure that you send the orders to an e-prescribing 

pharmacy during pharmacy selection. 

E-pharmacies have a Yes in the E-Pharm? column during pharmacy selection. 

 

 

1. In Order Entry, order a prescription as you normally would. 

2. Click the Pharmacy button. 

3. Search for a pharmacy using the Pharmacy Selection window. 

4. Select a pharmacy with a Yes in the E-Pharm? column (this means that an e-prescription can be 

sent to this pharmacy). 

5. Sign the order. 
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W H Y  D O  I  S E E  A N  O R D E R  V A L I D A T I O N  M E S S A G E  E V E R Y  T I M E  I   
E - P R E S C R I B E  A N  O R D E R  A N D  W H Y  C A N ’ T  I  E - P R E S C R I B E  S O M E  

S C H E D U L E D  M E D I C A T I O N S ?  

The Order Validation window appears to help you understand where and how the orders were 

transmitted.  

 

This window shows you a list of the medications that were successfully e-prescribed and those 

medications that could not be sent electronically, mostly likely because of their schedule status. DEA 

regulations prohibit the electronic transmission of schedule II through V medications. If any orders were 

not sent electronically, you’ll need to retrieve the printed prescription, sign it, and give it to your patient. 
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HANDLING A REFILL REQUEST (RX REQUEST MESSAGE) 

A P P R O V E  A  R E F I L L  R E Q U E S T   

As part of e-prescribing, you’ll now be receiving refill request messages in your Epic In Basket instead of 

answering phone calls from the pharmacist. These refill messages include information about the patient, 

the medication being requested, and the pharmacy requesting the message. Approving the refill is as 

simple as clicking the Approve Rx button.  

 

1. In your In Basket, select the Rx Request folder. 

2. Click a message to view the message in the reading pane. 

3. Review the medication that is being requested. 

4. Click Approve Rx to approve the medication. 
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R E F U S E  A  R E F I L L  R E Q U E S T   

If it isn’t appropriate to authorize a refill of the medication at this time, you can also refuse the refill 

request. Your refusal sends a message back to the requesting pharmacy that it should not refill the 

prescription at this time. To do this, you simply need to click Refuse Rx and enter the reason you are 

refusing the prescription.  

 

1. In your In Basket, select the Rx Request folder. 

2. Click a message to view the message in the reading pane. 

3. Review the patient information and the medication that is being requested. 

4. Click the Refuse Rx button. 

5. In the Refusal Reason window, select the appropriate reason for refusing the request and enter 

any additional comments. 

6. Click Accept. The request is refused.  
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HANDLING E-PRESCRIBING ERRORS 

R E S O L V E  A N  E -P R E S C R I B I N G  E R R O R  M E S S A G E  

Sometimes medications that you e-prescribe might not be correctly sent to the pharmacy. This can occur 

for a variety of reasons, such as the interface with the Surescripts network being down. In these cases, 

you’ll receive an E-Prescribing Error message in your In Basket indicating that the prescription was not e-

prescribed. To ensure the prescription is available when the patient arrives at the pharmacy, you should 

communicate the prescription to the pharmacy using another method, such as calling or faxing the 

prescription.  

 

1. In your In Basket, select the ePrescribing Error folder. 

2. Click a message to view the message in the reading pane. 

3. Review the error message. 

4. The error message means that you must communicate with the pharmacy using some other 

method than e-prescribing communication. You have two options: 

• Click the hyperlink in the report to automatically send a fax to the pharmacy. 

• Call the pharmacy and speak with them directly (the phone number appears in the report).  
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R E S O L V E  A  P A T I E N T  N O T  F O U N D  RE F I L L  R E Q U E S T  E R R O R  M E S S A G E   

Most error messages that you receive require you to call the pharmacy or communicate with the 

pharmacy in some other way than the e-prescribing network. There is one exception: Patient not found 

errors for refill requests. These errors occur when the pharmacy sends you a refill request, but the system 

cannot match the patient for which the refill is requested with any patients in the system. The most likely 

reason for this is that the patient demographics in your system do not match those in the pharmacy’s 

system. 

When you get this message, you can click the Link Patient button, look up the patient, and link and 

approve the refill order for the appropriate patient.  

  

1. In your In Basket, select the Refill Errors folder. 

2. Review the Error Type column and complete the following steps for any messages with a type of 

Patient not found. 

3. Review the patient information and the medication that is being requested. Do some 

investigation to identify the patient for whom the refill is requested. 

4. Click Link Patient and select the correct patient. 

5. Review the information in the Link Patient window to make sure the refill is appropriate. 

6. Click Link Patient and a refill encounter and Rx Request In Basket message are created for the 

patient you selected. To approve the refill, find the Rx Request message and follow your normal 

steps for approving e-prescription refills. 
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R E S O L V E  A N  “OT H E R”  R E F I L L  R E Q U E S T  E R R O R  M E S S A G E  

All other refill error messages cannot be resolved within the system and require you to communicate 

with the pharmacy in some other way. Such situations might occur if the system can’t find a matching 

medication to the one requested by the pharmacy or the patient already has an existing order for the 

medication.  

Whenever you receive any of these error messages, call the pharmacy and work with them to ensure the 

correct prescriptions are available for your patient.  

 

1. In your In Basket, select the Refill Errors folder. 

2. Review the Error Type column and complete the following steps for any messages with a type of 

Other. 

3. Review the error message. 

4. There is no way to resolve these errors in Epic so you must click Refuse to refuse the refill 

request. This sends a message back to the pharmacy to let them know they should not process the 

requested refill. 

5. If necessary, call the pharmacy to resolve the issue (the phone number appears in the report).
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