


When does a medication require refrigeration?

When a drug manufacturer determines that 
the medication will deteriorate after prolonged 
exposure to temperatures above refrigeration 
(36–46 F), refrigeration is required to prevent the 
medication from losing effectiveness. Optum 
Home Delivery has protocols in place to help 
ensure we meet or exceed the drug manufacturer 
standards for medications that need to  
be refrigerated.

What medications are shipped refrigerated?

Medications designated by the pharmaceutical 
manufacturer that need to be refrigerated to 
avoid break down.

How are refrigerated orders packaged?

We pack medications requiring refrigeration 
in insulated boxes (or coolers). Additionally, a 
combination of frozen and ambient gel packs 
is included with the order, depending on the 
destination temperature.

How long does an order keep refrigerated?

Packs are designed to last up to 60 hours in typical 
shipping conditions. More extreme conditions can 
shorten the life of the pack. 

How do we protect orders from extreme  
heat/cold?

We use a dynamic, pack-out system which 
considers the temperature at the shipping 
destination and recommends the proper pack-
out method to protect the prescription package. 
Pack-outs are designed and tested under a variety 
of conditions in lab settings and using real-world 
data. Using this data, we can determine the 
best way to pack/ship a medication to maintain 
contents at the manufacturer recommended 
temperatures. The system will also determine a 
“hold” condition if the temperature is expected 
to exceed the pack-out’s effective temperature 
range. Additionally, we use Next Day Air and 
Express Services, as well as recovery procedures 
in those cases where packages are delayed due to 
shipping interruptions. In some cases, medication 
orders are returned and repackaged with fresh 
cold pack gels.

You ask, we answer

What should a member do if there is a concern 
about the medication order?

Our team of trained pharmacists and clinicians will 
gather information from the member to determine 
the condition/safety of the medication order. 
The team will ask about damage to the package, 
if medication feels warm to the touch, observing 
frozen gel packs for thawing, etc. If it is determined 
the medication is damaged, or is at risk of being 
unsafe, a new order will be shipped to the member.

What carrier do we use to ship refrigerated orders? 

We use many different carriers, including FedEx, 
UPS, USPS and other couriers.

How do we protect orders from extreme  
heat/cold? 

We use a dynamic, pack-out system which considers 
the temperature at the shipping destination and 
recommends the proper pack-out method to 
protect the prescription package. Pack-outs are 
designed and tested under a variety of conditions 
in lab settings using real-world data. Using this 
data, we can determine the best way to pack and/
or ship a medication to keep it at the manufacturer-
recommended temperature. The system will also 
determine a “hold” condition if the temperature 
is expected to exceed the pack-out’s effective 
temperature range. Additionally, we use Next Day Air 
and Express Services, as well as recovery procedures 
in those cases where packages are delayed due to 
shipping interruptions. In some cases, medication 
orders are returned and repackaged with fresh cold 
pack gels. 

When does an order require signature? 

•  A signature is required for all controlled 
substances.

•  When the member requests, the order cannot be 
delivered without a signature.



http://optum.com/optumrx

