
Appendix 6 
Suggested script for local authority Helpline: call from a patient  

 

If you receive a call from a patient who is running out of medication: 

• During the call you must establish the urgency of the patient’s situation 

• If they can resolve the situation themselves, ensure that the patient is aware of the 7-day 

pharmacy turnaround for prescriptions, once the prescription is received 

• If the patient needs our help getting their prescription, you need to confirm that they 

understand and consent to you sharing their personal information with third parties 

Questions: 

1) Identity 

- Take their name 

- Take their telephone number and repeat back to make sure it is correct with the correct area code 

 

2) Are they are running out of medication? 

It can take up to seven working days from when you request a repeat from your GP to it being 

released by the pharmacy. 

- If they have run out completely or will run out in the next 24 hours Go To Question 10 

- If they have two - seven days left, Go To Question 3 

- If they have eight or more days left, explain the 7-day timeframe and Go To Question 4 

 

3) Why have they got so close to the end of their prescription without going to the pharmacy?  

- Remind them of the 7-day turnaround advice. 

- Walk them through the process from Question 4 so they are clear what they need to do. 

- Then tell the caller to ring their pharmacy and ask if their medication can be ready for collection 

before the final date, and to follow their instructions. Call ends here. 

 

4) Is their prescription already with their pharmacy (eg Electronic repeat prescription)? 

Yes: Go To Question 5 

No: Go To Question 6 

 

5) If you cannot go to the pharmacy yourself to pick up your medication, can a friend, family 

member, or neighbour go and collect it for you when the prescription is ready? 

Yes: Go To Question 8 

No: We can arrange for someone to pick-up for you. You will need to give us permission to share 

your details with the organisation or person who could do this. Because of circumstances, you’ll 

need to give me your consent now over the phone. Are you happy for me to share your name, and 

address and what needs to be picked-up with our delivery partner [NAME of organisation]?  Go To 

Question 9, Arranging Delivery. 

 

6) Have you called your GP to ask if they can send it electronically to your pharmacy? 

Yes: They said they can’t do electronic prescriptions. I need to collect the prescription but I can’t / 

they’re closed. Go To Question 7 

No: Please call your GP. They may be able to have an electronic repeat prescription sent to your 

pharmacy which you or a friend or family member can pick up. Call ends here. 

 

7) Can’t get to your GP or your GP is closed?  

- If you can’t get hold of your GP you should contact www.111.nhs.uk to discuss an emergency 

supply. If you don’t have a friend or family member to collect the medication for you, ask your 

pharmacy if they can arrange a delivery. If they can’t, call us back and we’ll do our best to arrange 

that delivery for you. Call ends here. 

http://www.111.nhs.uk/


 

8) We’ve produced some guidelines to help friends or family when collecting prescriptions for 

someone else. It ensures they know what to expect and have the right information when they arrive 

which could save them and the pharmacist time. Shall I email it to you after this call, so you can 

share with your friend or relative?  

- Take email address and repeat to ensure it is correct. 

- If they don’t have an email address, go through the Healthwatch poster asking them to write down 

the points 

 

9) Arranging pick-up/Delivery 

- Confirm the patient’s name and address including post code 

- Confirm the name of the patient’s pharmacy and full address including post code  

- Confirm how many items they are expecting.   

- Check if they have any specific needs to be taken into account when delivery is made (for example: 

are they disabled, or have learning needs, are they/ anyone in their household Covid-19 positive, are 

there any cultural issues such as language issues, or can only accept visits from a woman, do they 

need to use a buzzer to gain entry to a building etc) 

- Contact pharmacy and third party delivery organiser in a single email, include the patient’s 

circumstances, required medications, full address, date of birth, and telephone number  

 

10) This is an urgent case and needs actionning immediately: 

- Confirm the name of the patient’s GP and pharmacy 

- Ask if they have called them, and ascertain why they’ve reached the point of running out of 

medication 

- Confirm the name and type of medication they urgently need including dosage  

- Check if they are taking other medications that will run out within next two weeks 

- Confirm they are happy for you to contact their pharmacy to arrange an emergency prescription to 

be available today 

- Check if there is a friend or family member nearby who would be able to pick up a prescription 

from the pharmacy for them today 

- If no-one can collect for them urgently, confirm they are happy for you to arrange delivery and 

share their medication details with a third party organisation [NAME of organisation] 

- Check if they have any specific needs to be taken into account when delivery is made (for example: 

are they disabled, or have learning needs, are they/ anyone in their household Covid-19 positive, are 

there any cultural issues such as language issues, or can only accept visits from a woman etc) 

- Urgently contact pharmacy and third party delivery organiser by phone and then in a shared email, 

including the patient’s circumstances, required medications, full address, date of birth, and 

telephone number  

 

Permissions: 

Qu 8: Confirm patient’s email address 

Qu 9 & 10: Confirm patient’s full delivery address, with post code 

Qu 9 & 10: Confirm patient’s full name and date of birth**, and telephone number 

Qu 9 & 10: Confirm how many items they are expecting 

Qu 9 & 10: Confirm patient’s special needs 

 

 

 

** What security questions / id will third party delivery drivers be expected to accept, if any, when 

making a delivery?  

 

-------------------------------------- 

 

Other caller questions: 



 

1. Not on the shielded communities list / not had the letter and need food and medication delivery. - 

- Go to Government website and register: https://www.gov.uk/coronavirus-extremely-vulnerable  

This will be shared with your GP. You can also email your GP to let them know you’ve registered. 

This is not an immediate service. Not all areas will be able to offer all types of delivery. Can 

neighbours / friends / family help? Share / email a list of organisations that may be able to help? 

 

2. Covid-19 symptoms: Call 111.  

 

3. Sick child / family member other than Covid: Call 111. If it’s an emergency call 999 in the usual 

way. 

 
 

This approach presumes that the Helpline acts as a conduit, putting the pharmacy in touch with the 

third party organisation and then leaves them to finalise the details.  

 

https://www.gov.uk/coronavirus-extremely-vulnerable

