
 

 

 
 

#healthyplym 

 
 
 
 

HEALTH AND WELLBEING BOARD – PRESENTATION 

SUPPLEMENT PACK  
 

Wednesday 24 July 2024 

2.00 pm 

Warspite Room, Council House 
 

Members: 

Councillor Aspinall, Chair 

Councillor Watkin, Vice-Chair 

Councillors Laing, and P. Nicholson.  

 

Statutory Co-opted Members:  

Strategic Director for People, Director of Children’s Services, NHS Devon ICB, Director for 

Public Health, and Healthwatch.  

 

Non-Statutory Members:  

Livewell SW, University Hospitals Plymouth NHS Trust, and the Voluntary and Community 

Sector. 

 

Members are invited to attend the above meeting to consider the items of business overleaf. 
 

You can watch any of our webcast meetings on YouTube. For further information on attending 

Council meetings and how to engage in the democratic process please follow this link – Get 

Involved 
 
 

Tracey Lee 

Chief Executive 

 

 Oversight and Governance 

Chief Executive’s Department 

Plymouth City Council 

Ballard House 

Plymouth  PL1 3BJ 

 

Please ask for  Elliot Wearne-Gould 

T 01752 668000 

E democraticsupport@plymouth.gov.uk 

www.plymouth.gov.uk/democracy 

Published 24 July 2024 

https://www.youtube.com/playlist?list=PLW0qNdfVlat35d9TRrIZF8fstPQ3ucVRl
https://www.plymouth.gov.uk/get-involved
https://www.plymouth.gov.uk/get-involved
http://www.plymouth.gov.uk/
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Outpatient Pharmacy 
Update

Vivek Soni - Deputy Chief Pharmacist 
Kandarp Thakkar - Chief Pharmacist

July 2024
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Background
• Previous  provider in situ for  over 
10 years

• Due to demand & growth in clinical 
services the outpatient 
pharmacy service was not fit for 
purpose.

• Previous premises was inadequate
• Lack of flexibility in way patients collect 

and receive their medication
• Increasing level of complaints – local 
media & MP's

• Summer 2023 - Trust went out to 
procurement high quality pharmacy 
dispensing & retail service
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Boots Outpatient Pharmacy Service 
• Feb 2024 Trust Board approved an 

agreement with Boots UK

• New store opened 2nd April

• Brand New Unit – double in Size 155 square 
meters

Number additional benefits patient & staff:
- Collect non urgent prescriptions local Boots
- Courier service vulnerable patients
- Electronic Encrypted Prescription
- Automated Dispensing
- Enhanced Retail Offering
- Extended Opening Hours 
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Pharmacy Access & Location 
• Strategic decision to locate new pharmacy 

within Multi Storey Car Park 
• Detailed QEIA & Engagement with Patient 

Council & PADAN
• Mitigations for vulnerable and disabled 

patients:
      -  Priority parking spaces outside Boots 
      -  Disabled Parking MCSP
      -  Mobility shuttle main entrance
      -  More seating in store 
      -  Electronic prescription
      -  Prescription tracking (text message)
      -  Courier / Local Collection
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Operational Issues at Go Live 

• Complex handover previous provider
• Unfulfilled prescriptions 
• Critical IT failures / network issues
• Restrictions national medicines Suppliers
• Issues text messaging service
• Patients / Staff struggling electronic 

prescription
• Unable to contact Boots email / phone
• Increasing number of complaints /incidents
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Recovery Plan 

• Resolved supplier issues – key accounts established
• Reconfigured store – remove retails items / improved signage
• Boots appointed additional staff 
• Support Boots colleagues' other sites
• Timely response to emails and patient complaints
• Updated Comms for patients and staff
• New local stores added 
• Improvement electronic prescription functionality
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Current Position

• 12,085 items dispensed in May 2024
• Over 300 prescriptions sent to local Boots 

stores 
• Average 40 prescriptions a month couriered 

to patients' homes
• Waiting time now down to 20-30 minutes
• Improvement in patient complaints- 0 

received June 2024
• Incidents – only 4 in month July / no 

incidents yet to materialise in any reported 
harm

• Patient experience survey end of Q1
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Patient Feedback
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