
Managing Residents’ Families’ 
Pharmacy Expectations: A Guide 
for Senior Living Leaders in 
Senior Living

Families want to ensure their loved ones receive the 
best care possible, and their concerns often fall into a 
few key areas: 

Safety & Accuracy – Medication errors can have 
serious consequences, and families want assurance that 
prescriptions are dispensed correctly and administered 
on time. Building trust through accuracy is essential. 

Cost & Insurance Confusion – Understanding 
medication costs, insurance plans, and Medicare Part D 
can be overwhelming for families. Transparency and 
education in this area can significantly ease frustrations.

Timeliness & Availability – Families expect immediate 
access to medications when prescribed. Delays can cause 
anxiety, making it essential for communities to 
proactively manage expectations and communicate 
timelines.

Transparency & Communication – Families want to be 
kept in the loop about any changes to their loved ones’ 
medication regimen. Clear, consistent updates help 
establish confidence in the care process. 

1. The Core Concerns of Residents’  
Families 
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In today’s senior living landscape, families are more engaged 
than ever in the care of their loved ones. While this 
involvement is essential, it also means that families have 
increasing expectations and concerns—especially when it 
comes to pharmacy services. 

Managing these expectations is crucial for maintaining trust, 
operational efficiency, and resident well-being. By 
proactively addressing concerns, educating families, and 
partnering with the right pharmacy, senior living leaders can 
create a seamless experience that benefits both residents 
and staff. 

The best way to manage pharmacy-related concerns is to 
set clear expectations upfront. Senior living communities 
can integrate pharmacy education into their onboarding 
process for residents and families. 

Onboarding Education – A well-informed family is a 
supportive family. Providing an overview of how the 
community’s pharmacy services work—including 
prescription fulfillment, timelines, and cost expectations—
helps prevent confusion down the road.

Clarifying Roles – Clearly define responsibilities among 
the pharmacy, the senior living community, and the family. 
Who manages medication orders? Who handles insurance 
approvals? Addressing these questions early on minimizes 
misunderstandings. 

2. Setting Realistic Expectations from 
Day One 

By anticipating these concerns, senior living communities 
can take proactive steps to alleviate stress and strengthen 
relationships with families.



Conclusion
Managing family expectations around pharmacy services isn’t just about addressing concerns—it’s about fostering trust, 
improving communication, and ensuring residents receive the best care possible. Leadership plays a crucial role in 
setting expectations, navigating challenges, and promoting a partner relationship over a transactional one. 

By taking a proactive approach to education, communication, and partnership, senior living communities can create a 
pharmacy experience that benefits residents, staff, and families alike.

Understanding Insurance, Medicare Part D, etc. – One 
of the most confusing aspects of pharmacy services for 
families is navigating insurance, Medicare Part D, and 
out-of-pocket expenses.  

Having a pharmacy partner that provides clear, 
easy-to-understand resources on these topics can 
greatly reduce stress for families and improve 
satisfaction.

4. Proactive Communication 
Strategies 

The key to managing pharmacy-related frustrations is 
prioritizing open, proactive communication. 

Regular Family Meetings & Updates – Hosting 
quarterly or annual meetings (in-person or virtual) 
allows families to ask questions and gain a better 
understanding of pharmacy processes. 

Dedicated Pharmacy Liaisons – Assigning a staff 
member to handle pharmacy-related inquiries can
streamline communication and prevent minor concerns 
from escalating into major issues.

Utilizing Data & Reports – Sharing insights can help 
communities make data-driven decisions and 
proactively address concerns before they arise.

5. Choosing the Right Pharmacy 
Partner 

Selecting a pharmacy partner that aligns with the 
community’s operational and clinical goals is critical. 
Senior living leaders should look for a pharmacy that 
offers: 

Integration with Clinical & Operations Teams – 
The best pharmacy partners work seamlessly with 
senior living teams to ensure medication management 
is efficient and minimizes opportunity for error.

Regulatory & Compliance Support – Compliance with 
state and federal regulations is essential. A strong 
pharmacy partner should provide training, 
documentation, and ongoing support to ensure 
adherence to regulations.

Enhancing the Resident Experience – Ultimately, 
pharmacy services should contribute to a positive 
resident experience. The right partner prioritizes clear 
communication, timely medication delivery, and 
proactive problem-solving.

Late or Missed Medications – If a prescription is delayed, 
families need to know why and what’s being done to
resolve it. Providing an alternative plan—such as a short-
term supply from an onsite or backup pharmacy—can offer 
reassurance. 

Cost Transparency – No one likes surprise costs. 
Partnering with a pharmacy that provides upfront cost 
estimates for high-cost medications and explains insurance 
coverage ensures families can plan accordingly. Offering 
Medicare Part D specialist can also be helpful.

Medication Changes & Physician Orders – Changes to 
prescriptions can be confusing for families. Communities 
should have structured communication plans in place to 
keep families informed and engaged.

3. Addressing Common Challenges 
Even with proactive communication, challenges will arise. 
Senior living leaders should equip their teams with 
strategies to handle these situations effectively. 

Call to Action: 

If your team is looking to enhance its pharmacy services and improve family satisfaction, consider partnering with a 
pharmacy that prioritizes operational efficiency, clinical excellence, and family engagement. Let’s start a conversation 
about how the right pharmacy partner can transform your residents’ experience. 


