
 

 

 

 

 

CVS Caremark is committed to the welfare of their members and this means being responsive to 
evolving needs and acting swiftly. As the novel coronavirus (COVID-19) continues to spread, causing 
anxiety and uncertainty, CVS Caremark is taking steps to address the outbreak and protect member 
access to prescription medication. In-house clinicians and the CVS Health Enterprise Response and 
Resiliency (ERR) team are closely monitoring the situation with the COVID-19 outbreak and are in 
regular contact with the Centers for Disease Control and Prevention (CDC) and World Health 
Organization (WHO).  Outlined below are Frequently Asked Questions (FAQs) as it relates to the 
CVS Caremark COVID-19 response for prescription medication fills. 

 

 
Frequently Asked Questions (FAQs) 

 
Q1 How is CVS Caremark monitoring for emergency declarations in response to 

COVID-19? 
A1 CVS Caremark has access to a complex network of threat and event monitoring teams, 

capabilities and tools to track and evaluate real time events, situations or impacts to the 
health care system and infrastructure that may affect its ability to provide critical products, 
services. 

 
Q2      What action should members who have been prescribed long-term maintenance 

medications take at this time in response to COVID-19?  
A2      CVS Caremark understands that access to needed medication is important to you and your 

plan members during the uncertainty caused by COVID-19.  If you are currently taking long-
term maintenance medications, CVS Caremark recommends that you refill eligible 
maintenance prescriptions for 90-day supplies, if you are not already doing so.  Click here 
to learn more on how to get started with filling your maintenance medications at a 90-day 
supply. 

 
Q3 What about emergency prescription refills? Does CVS Caremark have any plans to 

make changes to processes for emergency refills and/or emergency declarations in 
response to COVID-19? 

A3 CVS Caremark is relaxing the “refill-too-soon” provision for 30-day prescriptions in 
response to COVID-19.  Early refill limits will be waived for 30-day prescriptions of 
maintenance medications at any in-network pharmacy. Relaxing refill-too-soon limitations 
allows members to fill maintenance medication prescriptions ahead of their normal fill 
schedule to ensure members are able to maintain an adequate supply of medication on 
hand. During this time, there are clinical and provider teams have robust continuity plans 
in place to help provide support to CVS Caremark members. CVS Caremark will continue 
to evaluate and make necessary changes as necessary. 

 
Q4 What is the process for activating overrides for emergency refills of medications in 

response to COVID-19? 
A4 When a declaration of emergency is issued, for coronavirus (or other disaster, such as a 

weather event), CVS Caremark activates a standard process to enable pharmacists to enter 
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disaster overrides at point of sale. Pharmacists are able to enter the appropriate “Submis- 
           sion Clarification Code” (SCC13) to obtain an override, allowing them to fill an emergency 

script for an impacted member. 
 
Q5 Are there different processes for emergency refills of controlled substances in 

response to COVID-19? 
A5 All controlled substances are automatically excluded from the CVS Health 

standard emergency refill process. A NEW prescription from the prescriber is 
required to provide an emergency supply of a controlled substance. 

 
Q6     Will home delivery fees for prescriptions filled at CVS Pharmacy be waived in  
          response to the COVID-19 outbreak?  
A6     Yes. Beginning immediately, CVS Pharmacy will waive charges for home delivery of all 

prescription medications. With the Centers for Disease Control and Prevention 
encouraging people at higher risk for COVID-19 complications to stay at home as much 
as possible, this is a convenient option to avoid coming to the pharmacy for refills or new 
prescriptions. 
 

Q7 What steps are in place to activate procedures if supply or drug shortages may 
become an issue for different states during COVID-19 events? 

A7 CVS Caremark is working with their suppliers to procure additional weeks of supply for 
product lines that may have potential to be affected by shortages in the future to help ensure 
optimal customer coverage.  They will provide alerts to potential disruptions and share 
contingency plans to address them.  In addition to CVS Caremark’s monitoring, the Food 
and Drug Administration (FDA) is closely monitoring medications that are made in China 
or rely soley on active pharmaceutical ingredients from China.  The agency also said it has 
reminded more than 180 manufacturers to notify the FDA of any potential supply chain 
disruptions.  Given the evolving nature of the COVID-19 outbreak, CVS Caremark will 
continue to monitor the situation and work with their suppliers to address issues as they 
arise. They provide alerts to potential disruptions and share contingency plans to address 
them. 

 
  Q8 How will CVS Caremark call center locations be affected by COVID-19? 
 A8 CVS Caremark has a broad geographic footprint by which to service membership. All the call 

centers are interconnected through an intelligent call routing platform. In the event of a natural 
disaster or facility outage in one location, CVS Caremark has the capability of moving that call 
volume, in near real time, to any other call center within our network. The Customer Care 
activity ramps up and down based on seasonal call center volume. Vendor support provides 
the flexibility to grow, as well as shrink, throughout the course of the year as the call demand 
goes up and down. CVS Caremark can quickly respond, when needed, to changes in your 
business that may impact call volume across our network. 

 
Q9        What if I have additional questions regarding my prescriptions ?    
A9        For additional questions contact CVS Caremark customer care at 1-866-212-4752. 
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