
Member Mail Order  
Helpful Hints, Reminders and Tools 
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Aetna Rx Home Delivery is a convenient, cost-effective way to obtain your medications through the mail.  
 

Start taking advantage of the benefits of Aetna Rx Home Delivery by following these easy steps:  
 

 
Ordering a new prescription by mail or by fax – 
 
 Step 1: Obtain a prescription from your doctor for each maintenance medication you or a family member is taking (typically a 90-

day supply).  
 Step 2: Complete and mail the order form, along with your new prescription(s) and method of payment, to Aetna Rx Home 

Delivery. Order forms can also be found at www.aetnanavigator.com. It is important this order form be completely and accurately 
filled out in order to avoid delays.) 

 OR: Ask your doctor to fax your new prescription, with your completed order form, to 1-800-416-9264. Please note: Aetna Rx 
Home Delivery can only accept faxed prescriptions from your doctor’s office.  
 

How to handle Refilling a prescription:  
Once you’ve placed your original order with Aetna Rx Home Delivery, you have three convenient ways to order refills – 

   
 Online:  Visit our refill page to start the process. Website, www.aetnanavigator.com. Order refills, track order status and more.  
 By phone:  Call us toll-free at 1-866-612-3862. (Call anytime, day or night. Live help is also still available.) Have your Member ID 

number, your prescription number and credit number ready. 
 By mail:  Send in the refill slip that you received with your last order, along with your payment. This slip will also tell you when 

your next refill will be available. 

Member Helpful Hints 
 

Using Aetna Rx Home Delivery is easy – get started today 

http://www.aetnanavigator.com/�
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Things to REMEMBER Submitting a Prescription to Aetna Rx Home Delivery 
 

 Please allow 3-5 business days for the United States Post Office to deliver your order form and prescriptions to the Aetna Rx 
Home Delivery facility. 

 Generally, if your order is complete, you will receive your medication, within 10 to 14 days from when Aetna Rx Home Delivery 
receives your order. If we need to contact you or your prescribing physician about your order, delivery may take longer. Most 
Refills will be sent within 48 hours of submission. New prescriptions may take longer.  

 Members can choose the method of billing, electronic check processing, Bill me later or Credit Card. also add additional credit 
cards on file and pick which one they would like to use depending on the orders 

 You can request rush delivery for an additional charge (2nd business day $17; Next business day $23). Please note faster delivery 
is for shipping time, not processing time and can only be sent to a street address, not a PO box. As a reminder there is no 
additional charge for standard shipping.  

 If you are running low on your current supply of medications that you are going to order from Aetna Rx Home Delivery, please 
keep the above stated time frames in mind. In order to prevent you from running out of medication while you are waiting for your 
prescription from Mail Order, have your physician call in a one month supply of your prescription to a local retail pharmacy in your 
area. 

 Your physician may fax in prescriptions for you to Aetna Rx Home Delivery. If this is the first time you are using Aetna Rx Home 
Delivery, have your MD also fax in your completed member profile with you prescriptions. Prescriptions faxed in from anywhere 
else except from a physician’s office will not be processed, and this will delay you getting your order. 

 If you want your prescriptions to be filled with Brand name medications only (no generics) makes sure that your physician writes or 
indicates clearly on your prescriptions that they should be “Brand only” or “Dispense as Written”.  If your physician does not 
indicate “Brand Only” on your prescriptions, Aetna Rx Home Delivery will substitute generics medications when appropriate.  

 Verify all of your prescriptions are written correctly before mailing them to Aetna Rx Home Delivery.  
 Before you (the member) can order a refill online you must obtain an initial order of that prescription from ARxHD. 
 Enhanced alert messages: Get quick refill reminders, check order status and more. Get alerts by email, phone, text message or 

secure email inbox. Visit www.aetnanavigator.com to choose your preference. 
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Member Tools 
Mail order features: Single web experience, auto refill options, auto renew, 
alerts that can be customized by members, family access (delegate within in 
family coverage) 
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The “Start Mail 
Service” page 
informs a member 
how to get a 
prescription through 
mail service by one 
of three ways.   
 
This page also lets 
a member know 
how to refill a 
prescription and will 
house a link to the 
different brochures 
and order forms for 
Aetna Members 
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This page also lets 
a member know 
how to refill a 
prescription and will 
house a link to the 
different brochures 
and order forms for 
Aetna Members 
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Member Web Experience 
Home Delivery 
 

Placing  refill is easy it all starts at the Aetna Navigator Home Pharmacy Page. 
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Placing  refill is easy it 
all starts here.  
 
This form  is asking 
the member to 
confirm the Rx they 
have chosen for refill.  
 
It provides them the 
name of the 
medications broken 
out for each member 
of the family. 
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Review:  
 
The member then 
reviews the order 
for accuracy – 
once the member  
confirm their 
order an 
estimated cost 
will be provided. 
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Shipping: 
 
This section holds a primary 
address and also allows the 
member to add an alternate 
and a temporary address.  
 
A member can also 
give/update their email 
address and choose the 
method of shipment. 
 
If a member chooses to 
upgrade the shipping 
method, it states that this 
changes only the method of 
shipping and not the 
processing time 
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Members are given a 
summary of the cost of 
the order, shipping 
charges if they apply 
and any past due 
balances.   
 
They then choose the 
method of billing, 
electronic check 
processing, Bill me 
later or Credit Card.   
 
Members can also add 
additional credit cards 
on file and pick which 
one they would like to 
use depending on the 
orders 
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Order status allows the 
member to see where 
in the facility their order 
is at any specific time.  
 
It provides the order 
number, the date of the 
order, the status of all 
prescriptions in the 
order and also the cost 
once the order has 
shipped.  
 
Past orders that are 
completed or cancelled 
will be pulled over so 
that members will be 
able to see a summary 
of orders filled through 
Pompano or KC 
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This section 
allows a member 
control over how 
Home Delivery will 
bill their orders.   
 
Members have 
many ways to 
control payments 
from direct debit 
of a checking 
account to 
keeping several 
credit cards on file 
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This section 
allows a member 
to update the 
phone number 
and email address 
that we have on 
file.   
 
Information 
updates are real 
time and saves 
the member a call 
into customer care 
for these services 
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