
 

                                                                                                                                        
           
 
 
 
 
 
 
 
 

 

Fox Pinpoints Pharmacies Wait Times, Increases Patient Satisfaction 

 

By AMY GUCKEEN TOLSON 

Staff writer 

amy.tolson@theredstonerocket.com 

 

Redstone Arsenal, AL – With the click of a button, Fox Army Health Center beneficiaries can 

maintain control of their schedules while taking charge of their health. 

 Beneficiaries can now see how long they’ll have to wait to pick up their prescriptions at 

Fox’s pharmacy simply by logging on to the FAHC website, www.redstone.amedd.army.mil. The 

home page not only lists the number of people waiting in the pharmacy, but also the 

approximate wait time. And coming soon, patients will also be able to see what ticket is 

currently being served.  

“We’re definitely having lower wait times which relates directly into increased patient 

satisfaction,” said Maj. Jennifer Easley, Fox’s deputy commander for nursing. “It allows our 

patients who have flexibility in their schedule to be able to come in at times they won’t 

experience a wait so they can take care of other things in their day, instead of spending it in our 

waiting room.”  

 Since implementing the real-time tracker in December, the pharmacy has seen wait 

times drop from an average of 43 minutes down to 15, with a bulk of those wait times occurring 

between the lunch hour, 11 a.m. to 1:30 p.m. The real-time tracker, as well as the addition of 
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two new dispensing windows, has allowed staff to spread out the prescription workload, rather 

than having a rush of beneficiaries at peak times.  

“Our goal is to give patients the information they want about our services, as fast as possible,” 

said Bill Adams, chief information officer for Fox, of the tracker, which updates every 15 

seconds. “This is the first real-time bit of data we’ve displayed. The next thing we’re going to do 

is we’re getting ready to implement a queuing system in the clinics.  This will allow patients to a 

more informed partner in their healthcare.  For Example, if you drive by commercial health care 

facilities some display wait time information outside their buildings our goal is to become more 

transparent so patients feel empowered when they use our services. “ 

Patient satisfaction scores for the pharmacy have increased to 83.3 percent, up from 49 percent 

last year at this time, which is a major win for Fox, considering that the pharmacy is filling 

75,000 more prescriptions annually than it did in 2009.  To further reduce wait times, patients 

are still encouraged to phone-in, mail-in or go online to have their prescriptions refilled. Those 

prescriptions are then easily available for pick-up at pharmacy window 10, which is manned by 

American Red Cross volunteers.  

The real-time tracker is all part of an effort by Fox Army Health Center leaders to improve the 

beneficiary experience at the pharmacy. That effort includes opening more dispensing 

windows, increasing staff and adding more medicines to the formulary.  Starting February 1, 

2017, 86 new drugs are available at Fox, a roughly 15 percent increase to the pharmacy’s 

offering of more than 550 medicines. To view the formulary click on “Pharmacy & 

Prescriptions” on the Fox homepage and scroll down to “FAHC Formulary.”  
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