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If your pharmacy is not able to fill your prescription or process your pharmacy benefits, refer 
to these questions to help you determine the source of the problem and possible solution.

Prescription and Pharmacy Helpful Hints

Is the prescription covered under 
your plan?

Some prescriptions may be excluded from 
your plan — even ones you’ve filled before 
if there has been a change on a formulary 
or list of covered drugs. Call the Pharmacy 
Benefits number on the back of your ID card 
to determine if your prescription is currently 
covered. If not, a generic equivalent or 
similar drug may be available for you to fill. 
In some cases, a new prescription from your 
doctor may be required.

Does the prescription require a prior 
authorization?

Your doctor may prescribe a medication that 
requires prior authorization due to your plan’s 
formulary (list of covered drugs). In those 
cases, your doctor will need to request a prior 
authorization, either by phone or by fax.

We will notify you and your doctor after the 
information provided is reviewed to determine 
if the medication meets the criteria for 
coverage by your plan. If the prior 
authorization is approved, the pharmacy will fill 
your prescription.

If your doctor changes the dosage or 
frequency of your prescription, or increases 
the number of refills, your doctor may need to 
re-authorize your prescription before the 
pharmacy can fill it.

Does the pharmacy have your most 
up-to-date information?

Make sure to show your current RGA member 
ID card each time you fill a prescription. The 
pharmacy may have an incorrect or old ID 
card on file. Also, be sure the pharmacy is 
using the RxID number on the front of your ID 
card and not your Employee ID number. If the 
pharmacy needs assistance, it can contact the 
Pharmacy Benefits number on the back of 
your ID card.

If you are still experiencing a problem, 
or if you need a prescription 
immediately and your benefits are 
being denied at the pharmacy, contact 
our Customer Care Team by calling the 
number on the back of your Member ID 
card. We’re available 6 am – 6 pm PT, 
Monday – Friday.
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