
The 2019  
Practice Managers Playbook
Setting effective policies to engage life science resources  

for the benefit of your practice and patients



Introduction

Life science representatives add significant value to 

today’s busy medical practices because they provide 

timely education about rapidly changing medical 

technology that can improve patient care. They 

also benefit practices by delivering product samples, 

reimbursement guidance, patient assistance program 

information, and more. Unfortunately, there can be so 

much information coming from so many reps that it can 

overwhelm a practice that does not have a strategic plan 

in place to integrate reps into their workflow. Without 

a clear plan, practices face constant interruption by 

unanticipated rep visits and may be unable to uncover 

the truly important information without investing 

significant staff time to do so. All of these challenges 

make it difficult to focus on patient care and improve 

operational efficiency.

Creating an internal policy for how the practice will 

interact with reps provides structure around an 

oftentimes unstructured process, allowing providers 

and staff to extract maximum value while minimizing 

operational burden.

“ 
I created a policy to notify 
reps of our expectations.  
They cannot roam and 
disrupt staff or providers. 
They cannot compromise 
patient care or put us in  
a position where we 
violated protected  
health information.”  

Connie Renfroe
Clinical Practice Manager 

Oncology clinic at North Mississippi 

Health System

North Mississippi Health System’s life science 

rep policy helps ensure that reps provide 

relevant information at the right time and 

to the right individuals when it is most 

convenient for the practice. By using combing 

an internal policy with technology that 

automates rep scheduling, the clinic saves 

more than 900 hours annually.  

To learn more, visit www.rxvantage.com. 

FROM THE TRENCHES
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Critical components of  
a life science rep policy

When drafting an internal policy for how the practice  

will interact with reps, include these nine components:

1     Purpose of the policy

2     Why providers and staff see reps

3     The specific type(s) of reps allowed

4     Appointments

5     Restricted areas

6     Patient contact

7     Samples

8     General information

9     Consequences of not following the policy
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 COMPONENT 1 

Purpose of the policy
The ‘purpose statement’ provides a basic high-level explanation of 

the policy and what it entails.

5 reasons to create a  
life science rep policy

Creating a policy for how your practice 

will interact with life science reps is 

important because this policy:

1 Clearly delineates what the 
practice expects of reps

2 Encourages uniformity 
and fairness

3 Helps practices gain time 
that they can reinvest into 
patient care

4 Prevents well-intentioned reps 
from interrupting staff

5 Promotes valuable interactions 
between reps, physicians, 
and staff 

SAMPLE LANGUAGE:

The purpose of this policy is to establish guidelines for 

the appropriate scheduling of life science reps who wish 

to educate our doctors and staff during office hours at 

our practice(s). It identifies who may visit, when they 

may visit, and for what purposes. 

Note: Providers and staff see reps by appointment only.
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COMPONENT 2 

Why providers and staff see reps
The ‘purpose statement’ provides a basic high-level explanation of the 

policy and what it entails.

SAMPLE LANGUAGE:

We make time for reps who add value to our practice because 

they provide critical education that helps improve the care 

we deliver to patients. They also provide drug samples that 

help reduce costs and improve outcomes for our patients. 

We define ‘value’ as the ability to educate staff about new 

products, new indications, and new FDA-approved data or 

research. ‘Value’ also includes the ability to answer billing-

related questions, provide relevant peer-reviewed journal 

articles, furnish educational materials, and discover relevant 

clinical trials. It also encompasses the ability to inform us of 

patient assistance programs, formulary coverage, and co-

pay cards. 
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SAMPLE LANGUAGE:

Example 1 (restrictive): Our practice only 

allows pharmaceutical reps—specifically 

medical science liaisons and reimbursement 

specialists—to provide educational sessions 

and sample medications. We do not allow device 

reps or lab reps. 

 

Example 2 (less restrictive): Our practice allows 

any individual employed by a pharmaceutical 

company who has business to conduct at our 

practice. This includes, but is not limited to, 

personnel in sales, marketing, education, and 

account management.

COMPONENT 3 

The specific type(s)  
of reps allowed
There are many different types of reps delivering value to 

your practice, but “pharma rep” is often used as an umbrella term 

to describe all of them. In reality, they breakdown into pharma, biotech, 

medical device, services, lab, and more. It is important to decide if you will see all 

reps, or if you prefer to limit visits only to certain types of reps. Given the variety of 

reps employed by life science companies, some of whom add more value than others, it is 

beneficial to identify the specific type of reps allowed into the practice. 
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COMPONENT 4

Appointments
This section of the policy should address the following details regarding how reps can schedule appointments: 

 

         Days/times the practice is available  

For example, will the practice only see reps on 

certain days or at certain times of the day? Will 

the practice have different availability for clinical 

education vs. sample drops? Will availability differ 

for clinical vs. administrative staff?

         Frequency of visits 

How often will the practice allow individual reps 

to visit? Once a month? Once every six months? 

Once a year?

         Other details 

Will the practice allow reps to bring food? Will reps 

be required to submit discussion topics in advance?

         Process for checking in 

Where should reps park and check in once 

they arrive?

         Specific steps should reps follow to schedule 

meetings with providers and staff 

For example, will the practice use a sign-up sheet 

located at the front desk, or will it use software that 

allow reps to self-schedule appointments during 

time slots that the practice designates as available 

and convenient? Self-scheduling is far more efficient 

and less burdensome on staff.

         Where meetings will occur 

Is there a particular conference room where 

meetings will always take place?
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COMPONENT 5 

Restricted areas
Clearly state the areas in which reps are prohibited  

so they do not inadvertently distract patients and/or staff.

SAMPLE LANGUAGE:

Reps are prohibited from marketing, detailing, or loitering in 

the following areas:

• Administrative areas

• Halls and lobbies

• Patient care areas (exam rooms, patient rooms, 

nursing stations)

• Physician offices

• Work areas (clinical areas, lab, and x-ray)

Reps may enter patient care areas only to access scheduled 

business appointments or approved educational meetings 

upon invitation of a provider, administrative manager, or 

nursing manager.
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COMPONENT 6 

Patient contact
Reiterate the fact that reps should not have any direct patient contact. 

SAMPLE LANGUAGE:

The formulation of treatment plans at our practice requires 

a candid assessment of confidential patient and treatment 

information among healthcare professionals without the 

appearance of outside influence, especially from vendors. 

As such, reps will not be permitted to observe or have direct 

contact with our patients. 
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COMPONENT 7 

Samples
Set parameters around how and when reps can provide drug samples so 

the practice can take stock of these medications more easily.

SAMPLE LANGUAGE:

Reps cannot enter any of the sample closets at any time. They 

may not handle any samples placed by another rep. Samples 

may be left with an appropriate staff member who will sign 

off on the samples and then stock the closets.
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COMPONENT 8 

General information
Use this section of the policy to include other important stipulations 

related to rep qualifications and code of conduct.

SAMPLE LANGUAGE:

• All reps must stop at the Reptrax credentialing kiosk to 

print out their badge prior to their confirmed appointment.

• All rep activities must be consistent with and 

promote our practice’s mission and vision. 

• Reps must respect that patient care is always our 

first priority.
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COMPONENT 9

Consequences of not  
following the policy
What are the consequences if reps do not follow the rules, and how will 

the practice enforce them? Identify a strategy to isolate reps who do 

not follow the policy so the practice can continue to see the reps who 

play by the rules.

SAMPLE LANGUAGE:

Reps who disregard our policy will not be permitted into 

our practice.
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Copyright © RxVantage, Inc. 2019RxVantage digitizes the physician-industry rep relationship via a cloud-based platform that has saved offices and 

reps hundreds of thousands of hours previously wasted on scheduling in-person meetings manually. RxVantage 

was founded on the premise that the in-person exchange of knowledge between life sciences companies and 

healthcare providers is key to improving patient care. Our mission is to apply technology to ensure that every 

interaction that physicians and their staff have with industry representatives is educational. The platform is free 

to use for all medical practices and reps, while reps have the option to upgrade to a paid account.

To learn more about how RxVantage can help you save time and 

have meaningful educational interactions with life science reps, 

visit rxvantage.com or call us at (866) 798.4407

REQUEST A 10-MINUTE WEB DEMO

https://www.rxvantage.com/
https://www.rxvantage.com/tour/
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