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Managed Repeat Prescription Services

Summary of Guidance and Best Practice

Some patients experience difficulties requesting prescriptions for their repeat medication on a regular
basis. Managed repeat services enable community pharmacies to support these patients by transferring
some of the activities associated with requesting prescriptions to the pharmacy team. Whilst such systems
can help to improve patients’ access to prescribed medicines, they can be associated with concerns about
medicines wastage. The following guidance and best practice is intended to support community pharmacy
teams in implementing managed repeat services which are safe and effective.

Note: aspects of this guidance, including but not limited to those concerning the role of the patient, may
not apply to circumstances where a pharmacy is managing a patient’s repeat prescriptions as part of a
MAR chart service commissioned by the health board.

General Principles

e Managed repeat services are a non-NHS service and may be provided at the discretion of the
pharmacy team?.

e To support implementation of the Electronic Prescription Service, the pharmacy team should
support patients to submit prescription requests via the NHS Wales app, where this is an
appropriate option.

e When offering a managed repeat service, the pharmacy should have a standard operating
procedure (SOP) in place, covering all aspects of the service.

e All members of the pharmacy team delivering the managed repeat service should be suitably
trained and competent, and should understand their role within the wider service.

e The pharmacy should make and maintain appropriate records to support the safe provision of the
service.

e The service should support the timely management of patient safety incidents.

e The service should support the provision of relevant information to patients who do not attend the
pharmacy in person e.g. advice regarding medication changes.

e The service should support referral to the relevant prescriber in appropriate circumstances e.g.
patient safety concerns, clinically significant non-adherence with medication.

e The pharmacy team should audit the service routinely to ensure that it is being provided in line
with the SOP and best practice.

! Exception: where a pharmacy has agreed to manage a patient’s repeat prescriptions as part of a MAR chart service
commissioned by health board.



https://app.nhs.wales/login

Patient Consent

e Before agreeing to participate in a managed repeat service, patients (or those authorised to act on
their behalf) should be informed about the options available to them for submitting repeat
prescription requests.

e Patients should be provided with appropriate information about how the managed repeat service
works, including details of how to contact the pharmacy team.

e Patients must have sufficient capacity to agree to their participation in the service, and must
provide informed consent to do so. The patient should also consent to being contacted regularly by
the pharmacy team in relation to their repeat prescriptions.

e Consent may be provided via a written request e.g. a sign up form, or verbally e.g. following a
conversation with a member of the pharmacy team.

e The pharmacy team should maintain records of patient consent, and should record details of the
service(s) that the patient has consented to e.g. repeat ordering and/or prescription collection
and/or medication delivery.

e The pharmacy team should record contact details for the patient and periodically confirm that
these are correct.

Prescription Requests

e The patient, and not the pharmacy team, should be responsible for confirming which repeat
prescription items are requested on each occasion, including any “when required” medication.

e Conversations with patients about their medication should be undertaken in a manner which
maintains patient confidentiality.

e The pharmacy team should routinely encourage and support patients to use NHS resources wisely
by avoiding over-ordering and minimising avoidable medicines waste.

e The pharmacy team should confirm with the patient that each individual item requested is
required i.e. the patient is currently using the item in accordance with the prescriber’s instructions
and does not have sufficient supplies at home.

e The pharmacy team should avoid using catchall phrases such as “do you want to order all of your
medicines”.

e The service should ensure, and be able to evidence, that each prescription request has been
confirmed with the relevant patient.

e Prescription requests should be submitted in sufficient time to maintain the patient’s access to
medication i.e. before their current supplies run out.

e The pharmacy team should provide patients with an estimate of when the requested items will be
available for collection or delivery. This should usually be 7 days from the time of request, in line
with Welsh Government guidance.

Other

e Prescriptions requested via a managed repeat service will only be eligible for intervention via the
Waste Reduction Service where the patient has specifically confirmed the request a maximum of 7
days prior to its submission.
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