State of New Hampshire
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ENFORCEMENT DIVISION
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PRIVILEGED AND CONFIDENTIAL

The information in this report is CONFIDENTIAL and exempt from the provisions of
RSA 91-A. Its contents may not be disclosed except as permitted by Statute and the
Administrative Rules of this Board. See RSA 318:30, I; Ph 204.08 (a).

Licensee: CVS Pharmacy #00639
License No.: 0235

OPLC Case No.: 2022-PHA-CVS-0538
Hearing Counsel: TBD

Investigator: Kaitlyn Simoneau, PharmD, RPh.
Date of Report: October 3, 2022

REPORT OF INVESTIGATION

Complaint:
Enforcement received a complaint on May 31, 2022, from Christopher Griffin. Griffin is a patient

at CVS located at 242 Main Street, Nashua, NH. In his complaint, Griffin explains the details of a
series of encounters that he had with the pharmacy staff at this location. Griffin had requested to
be removed from the text message notification system for a specific medication that he was no
longer taking. He continued to receive notification about this prescription and received a
notification that the prescription was ready for pickup at the pharmacy. When Griffin tried to
address his concern with the pharmacist on April 16, 2022 he explains, “The Pharmacist
questioned my reasoning for not picking up or taking the medications which led to a heated
discussion between myself, and the Pharmacist and he hung up on me.” Griffin also reports that
he went to the pharmacy after the phone conversation and overheard the pharmacist telling his
staff about the interaction. After he addressed his concerns with another pharmacist, he was assured
that “the issue would be addressed and that (he) would be contacted.” As of the date of his
complaint, Griffin had not received any communication from either Pharmacist regarding his
concerns.
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NH Board of Pharmacy
In the matter of CVS Pharmacy #00639, Nashua, NH
Report of Investigation 2022-PHA-CVS-0538

Sources of Information:

5/31/22 Complaint received by Enforcement from Peter Griffin
6/8/22 Release of Medical Information Form received
6/13/22 Response received from PIC Spiro Kanellos (License #PHCY-01079)

Background:
CVS #is located at 242 Main Street in Nashua, NH. Spiro Kanellos, RPh (License #PHCY-01079)

is the pharmacist-in-charge at this location and has been since January 2021. Kanellos is a 2017
graduate of the University of Rhode Island in Kingston, RI. This pharmacy had a series of
violations in 2021 that resulted in a $625 fine to the PIC in regard to cleanliness in the pharmacy,
adulteration/misbranding of prescription products, and improper records of staff
licensure/registration.

Craig Boardman, RPh (License #PHCY-01079) has been licensed in New Hampshire since
October 2019. His license is active and in good standing. He is currently employed by CVS
Pharmacy as a staff pharmacist.

Results of Investigation:

I visited the CVS Pharmacy located on Main Street in Nashua on August 2, 2022. I spoke with
PIC, Spiro Kanellos, privately. The complaint was presented to him. He was aware of the incident
that was described in the complaint. I asked Kanellos, or the pharmacist that was involved in the
incident, to complete the Quality Related Event (“QRE) Report with as much detail as possible
and return to me. The QRE form was received by OPLC on August 12, 2022. It was completed by

Kanellos.

In his response, Kanellos identifies the pharmacist involved in the incident as Craig Boardman,
RPh. According to the response, Boardman called Mr. Griffin on April 16, 2022, as part of their
adherence outreach call program. During the conversation, Griffin told the pharmacist that he was
no longer taking the medication and swore at Boardman. Boardman in turn, hung up on him. The
response goes on to explain that soon after the phone incident Boardman was discussing the
incident with the front store supervisor when Griffin arrived at the store and overheard the
conversation. Griffin identified himself and was upset because he thought Boardman was talking
about him to other employees.

Griffin called to speak with the PIC two days later. Kanellos informed Griffin that he supported
Boardman decision to end the conversation after being yelled at and sworn at by Griffin. Kanellos
states that Griffin admitted to yelling and swearing at Boardman. Kanellos states “(Griffin) gave
me a deadline on Thursday to call him back and let him know what action we were taking against
Craig. I don’t report to Mr. Griffin, so I didn’t do so.” Kanellos also states that the pharmacy has
since updated Griffin’s profile so they would no longer call him.

In this situation, the pharmacy was trying to ensure patient compliance, as they would do with any
patient that fills at their pharmacy. This can be met with resistance if a patient does not want to be
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taking a medication. Kanellos states, “We will assist our patients with taking their meds
consistently. If they don’twant phone calls, we will assist them in doing so.”



NH Board of Pharmacy
In the matter of CVS Pharmacy #00639, Nashua, NH
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I. LAWS AND RULES FOR CONSIDERATION:

Ph 501.01 Standards of Conduct.

(a) The ethical standards set forth in this part shall bind all licensees, and violation of any

such standard shall be a basis for the imposition of disciplinary sanctions.

(b) A licensed pharmacist shall:
(1) Hold the health and safety of patients to be of first consideration and render to
each patient the full measure of his/her ability as an essential health practitioner;
(2) Never condone the dispensing, promoting or distributing of drugs or medical
devices, or assist therein, which are not of good quality, which do not meet
standards required by law or which lack therapeutic value for the patient;
(3) Always strive to perfect and enlarge his/her professional knowledge;
(4) Utilize and make available his/her knowledge as might be required in
accordance with his/her best professional judgment;
(5) Observe the law, uphold the dignity and honor of the profession, and accept its
ethical principles;
(9) Respect the confidential and personal nature of professional records, except in
emergency situations where the best interest of the patient requires or the law
demands, and shall not disclose such information to anyone without patient
authorization;
(13) Fulfill all professional obligations conscientiously and with due respect for
the physical and well-being of the community, and, uphold at all times the standards
of the profession of pharmacy.

II. RECOMMENDATION:

Compliance recommends NO FUTHER ACTION regarding CVS#00639 (License
#0235) in Nashua, NH.
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COMPLAINT FORM

Name of Profession: New Hampshire Board of Pharmacy

Name of Licensee: Unknown License # if known: Unknown

Address where incident took place: CVS Pharmacy. 242 Main Street, Nashua NH 03060
Address, City, State, Zip Code

Name of business, if known: CVS Pharmacy

Name of Complainant: Christopher Griffin

Mailing Address: 56 Tyler Street, Apt 202, Nashua NH 03060
Street, City, State, Zip Code

Phone Number: 603-204-8857 E-Mail Address: Not Available

Dated 2/17/21



COMPLAINT DETAILS

Date(s) of Incident: January, 2022 through April 24, 2022

Witnesses/Observers: Complete all known information

Name: Title: Address: Telephone #
Have you attempted to resolve your complaint with the licensee? Yes: | X | No:
5 b
Have you consulted an attorney in this matter? Yes: No:
Name(s) and Address(s) of attorneys:
; ; : X
Has this complaint been reported to any other agencies? Yes: No:

If yes, who was the complaint reported to?

Dated 2/17/21
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Clearly explain your complaint. List all facts and details in the order in which they uccur% N *
including names, dates, places, and times. In addition, include the specific O
statute(s) and/or rule(s) governing the practice area complained of that you feel h%be%}- e/&f

violated. Statutes and rules may be found here: hitps:/www.oplc.nh.gov/. Attach cnpﬁg»of ‘pﬁ’% é\o

any documents to your email submission which support your complaint. ’g"

4'0&
In the beginning of January 2022, [ began receiving automated text message notifications from
CVS Pharmacy, 242 Main Street, Nashua NH 03060, notifying me that my prescriptions were
ready to be picked up or refilled. The text messages included an option to opt of the automated
messages which I replied with the necessary “STOP” text to opt out of receiving the messages.
Despite my efforts I continued to receive the automated messages for three months.
Subsequently, I contacted an individual working at CVS Pharmacy via telephone and informed
them of my concerns. I informed the individual that I was no longer taking the prescriptions, so
the refills and notifications were unnecessary. Following my phone call, I had not received a text
message notification in two weeks. Unfortunately, after those two weeks I received a phone call
from a Pharmacist on April 16, 2022, informing me that I had refills in the Pharmacy that |
needed to pick up. I again informed the Pharmacist of my prior communication notifying him
that [ would no longer be refilling the prescriptions due to the anxiety the medications were
causing me. The Pharmacist questioned my reasoning for not picking up or taking the
medications which led to a heated discussion between myself, and the Pharmacist and he hung
up on me. Since I live just down the road from the CVS Pharmacy, I decided to address the issue
at hand with the Pharmacist in person. [ presented to CVS Pharmacy and upon my arrival to the
counter the Pharmacist began informing a Pharmacy Technician and another CVS employee that
a man had just called the pharmacy that was upset about his prescription refills and that he
needed to hang up on him. Although the pharmacist did not identify me, he was divulging all of
the specifics regarding my medications and the conversation that we had just had on the
telephone. Upon listening to this conversation, | revealed my identity and that I was the
individual that he had just spoken to on the phone. An additional heated conversation took place
between myself, and the Pharmacist and I exited the building. [ attempted to address my
concerns later on that evening and the Pharmacist refused to speak with me. Two days later |
again presented to the Pharmacy to address my concerns with another Pharmacist who was
working at the counter. I informed him of the incident that had occurred, and he stated that the
issue would be addressed and that I would be contacted. I have not received any communication
from either Pharmacist regarding my concerns.

Signature: f/

7

Dated 2/17/21




For the following professions please be sure to include in your explanation if known those items
listed below:

Nursing Complaint:

¢ Please note the specific provision(s) of RSA 326-B: 37, 11 or Nur 402.02 on which the
complaint is based.

Pharmacy/Pharmacist Complaint:

e  Prescription number(s) of prescription(s) involved in this complaint;

. Patients Name if different from complainant;

¢  Relationship to the complainant;

¢  Was the a new or refill prescription order;

e Was the “offer to counsel” given and was it given or was it refused,

e  From the prescription bottle and record the initial of the dispensing pharmacist, which are
printed on the label; and

. Have you spoken with anyone at the corporate level, if yes who.

Professional Engineers, Architects, Land Surveyors, Natural Scientists, Foresters, Professional
Geologists, Landscape Architects, Court Reporters, Home Inspectors, Manufactured Housing
Installers, Real Estate Appraisers, Electricians and Certified Public Accountants:

e Whether or not the job was inspected by local authorities;

e  The date(s) and the inspector(s) who performed inspections;

. Was the licensee informed about the filing of this complaint;

. Was any civil action taken and what was the outcome; and

e  Was any other licensed professional consulted about the problem.

Real Estate:

e  Name and address of the seller;

. Name and address of the purchaser;

- Location of the Property; and

. Was any agreements made orally or in writing (if in writing include a copy).

All Medical complaints must complete the “Medical Release Form™

Dated 2/17/21
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