
Appendix 7 
Helpline suggested script: if you receive a call from a pharmacist  

 

Messaging to pharmacies: help may be available. Call the helpline and ask. 

Messaging to helpline staff and volunteers: If you receive a call from a pharmacy, this is likely to be 

urgent and very likely to be serious.  

 

 

If you receive a call from a pharmacist  

• You must identify the nature of the urgency and the timeline required by the urgency 

• You need to ensure the pharmacist knows who will have accountability for helping resolve 

their problem 

o You need to tell them which organisation you will contact to help support them 

o You need to cc the pharmacy in the email with the third party organisation. This 

should list actions required so that all can be traced and monitored by the pharmacy  

Questions: 

1) Identity 

- Take their name 

- Take the name of the pharmacy and its location 

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

 

2) Nature of the urgency  

- Is this about a specific patient? 

- Or is this about an operational issue, such as a delivery driver has called in sick? 

 

3) If a specific patient, check: 

- When they need the medicines 

- Whether the patient has specific needs to be taken into account when delivery is made (for 

example: are they disabled, or have learning needs, are they/their household Covid-19 positive, are 

there any cultural issues such as do they not speak English, can they only accept visits from a woman 

etc, etc) 

 

4) Actions, to check: 

- Confirm with the pharmacist which organisation/s you will contact to help with delivery to the 

patient, or to help with their operational issue 

- Tell them when you will contact the organisation/s 

- Inform them of accurate response times  

 

5) If arranging collections & delivery, check: 

- How many items they are expecting 

-  Check information that might be useful to the driver such as weight and size 

 

6) Contacts and addresses for collection and delivery, check: 

- Confirm pharmacy’s full collection address, with post code 

- Confirm patient’s full delivery address, with post code 

- Confirm patient’s full name and date of birth, and telephone number 

- Confirm pharmacist’s full name, email, and telephone number 

 

7) Email third party and cc pharmacy with request for action 



- Include all information in full for questions 3 – 6 in the body of the email 

- This information is important and will allow the pharmacist to verify the instructions are correct 

- Ask the third-party to estimate a time when someone will arrive at the pharmacy to pick up on 

behalf of the patient.  

 

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.  

 
 


