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Background

• NHS Wirral CCG and Midlands & Lancashire 

Commissioning Support Unit (MLCSU) 

Medicines Management and Optimisation 

(MMO) Team updated the Wirral OSC on the 

patient led repeat prescription ordering 

scheme in June 2017.

• Action – an update of the roll out across 

Wirral practices including patient feedback.



Aims of the scheme

• To improve patient safety issues particularly 

with regards to stockpiling medication.

• To ensure patient and GP practice ownership 

when ordering medicines.

• To improve the communications between GP 

practices, community pharmacies and 

patients. 

• To reduce the amount of wasted or unused 

medicines within the NHS.



Wirral Roll Out

• CCG Operational Plan;

– Ensured that all pilot learning was analysed and, 
where appropriate, changes were made to improve 
project.

– Shared best practice from other CCGs. 

– Provided practices with implementation resources.

– Provided in depth training to all GP practice staff.

– MLCSU MMO carried out face to face visits with all 93 
Wirral community pharmacies to support 
communications and understanding of project. 

• March 18 – 52 GP practices are live.



Lessons Learnt

• Clear communication to patients – only change is how 
you order medication – collection/delivery – same.

• Keep practice website updated with information.

• Pilot patient letter confusing - patient friendly leaflet.

• Pharmacy involvement from the beginning – LPC.

• In depth training for ALL practice staff – including GPs.

• Identify lead GP or champion for practice.

• Clearly identify excluded patients – practice & 

pharmacy.

• Practice should ‘go live’ mid week – smoother 

implementation.



Patient Feedback

• Communication to patients;

– Informed by the practice

– Informed by the pharmacy.

• Online ordering;

– Convenient to use/accessible 24 hrs/day.

– Support needed to set up 

– Happy to use now – worried about future

– Difficult to use/not an option.

• Better system for patients

• Inconvenient for patients



Healthwatch Wirral 

Recommendations

• Assurances need to be gained from GPs that they are 

accurately informing patients of the changes or that 

patients are being informed by the pharmacy.

• Housebound patients should be made explicitly 

aware of the exemptions by their GP.

• Issues associated with patients accessing the online 

service should be addressed.

• GP's who only prescribe 1 month supply of 

medication could consider prescribing 2 months as 

this may result in a reduction of their workload.



Healthwatch Wirral 

Recommendations continued

• Adjust patients prescription items, where possible, to 
ensure that all items run out at the same time thus 
reducing multiple visits by the patient to the practice 
to request repeat medication.

• Practices to continue to inform patients that they 
may not necessarily need to collect their medication 
from the practice as their pharmacy may continue to 
collect and deliver medication for patients.

• Continue completing medication reviews to address 
any issues and to compliment the scheme.



Healthwatch Wirral 

Recommendations continued

• Continue and improve public engagement as it was 

evident that some patients were not aware of the 

new patient led prescription ordering system.

• Encourage patients or their carers to monitor their 

medication to enable them to be more efficient 

when requesting a further supply.         

• Consider allowing patients who cannot use the 

suggested methods of ordering, and may have 

difficulty in attending the practice, to phone the 

practice to order medication.



CCG Actions

To provide support and guidance to practices to; 

• Improve communication to patients

• Ensure practice staff & patients have access to 

online ordering training as required.

• Explore the possibility of expanding the 

facilities within online ordering.

• Encourage best practice for the management 

of repeat prescribing.



Next Steps

• To ensure that all of the Healthwatch working 

group recommendations are reviewed and 

that any appropriate actions are taken.

• Consider interviewing patients supporting 

and not supporting this scheme to 

understand benefits, barriers, key themes and 

learning. 

• Continue to review and monitor the service 

with the aim of improving patient care and 

reducing waste in the Wirral health economy. 



Testimonials
“It is very much embedded now and things are running 
smoothly. After the initiative drive for online access 
registration during the go live period Nov-Dec 2016 the figures 
have plateaued, but we have just run a campaign to 
encourage people to use My GP app as the patient panel 
thought it was the simplest to use. Patient can use this to 
order so it improves access. Staffing levels have remained the 
same, I wouldn’t say we have seen a significant difference but 
the difference in the number of items being ordered is 
significant and patient awareness of the need to avoid waste 
is certainly better”

Karen Livesey, Practice Business Manager, The Orchard 
Surgery



Testimonials

“The project continues to run smoothly. Any patients who 

require pharmacy help with their ordering are checked with 

the GP by the prescribing clerk. With GP agreement a 

nominated pharmacy is then agreed with the patient (and 

their carer or care home if necessary) and the nomination is 

set up on EMIS.  Patients are kept up-to-date via our quarterly 

newsletter which is emailed to 1300 patients and there is 

information on our Practice website.  We are continuing to 

increase our percentage of patients with online access to 

repeat prescribing and the direct ordering scheme is now 

simply part of our practice routine”

Peta Murphy, Upton Group Practice



Testimonials

“We commenced the pilot in the December 2016, a busy time for 
repeat ordering.  It was generally uneventful, in a good way.  The 
patients have generally accepted the changes pretty well and 
understand why this change has been undertaken. From a practice 
perspective we have had some gains that where not obvious at the 
beginning, our on-line registration patients numbers have increased 
by 20%, NHS England contacted us to ask what we had done to get 
such an increase is sign up for on-line access!  

We have a full time medicines coordinator , since the pilot there is 
not enough for her to do, so I have gained an extra 
‘receptionist/admin person’ for 3 days per week as repeats have 
reduced dramatically.

I would definitely do it all over again, would not go back to how 
things where and would recommend any practice changing to this 
way of working”

Phil McGunigall, Practice Manager, Civic Medical Centre



GP Testimonials

“Our practice was keen to be involved in the pilot as we were 

aware that many of our patients were receiving medication that 

they didn’t always require. This is not only wasteful but a safety 

concern as patients may end up with a stockpile of medication 

which can lead to confusion. Of course, the scheme wasn’t 

universally popular when we first implemented it but feedback 

from patients a year down the line is very positive. Many more 

patients have signed up for online ordering, which they generally 

find more convenient than previous ways of ordering. This has 

lead to the practice being able to turn around prescriptions 

much more quickly, with the majority of prescriptions ready 

within 24 hours. We have also reduced medication waste 

significantly, which is fantastic news for the NHS as a whole.” 

Dr Sian Stokes, The Village Medical Centre


