
Overview of London’s Pharmacy Urgent Repeat Medication (PURM) Pilot – based on an actual patient experience (feedback via Ipsos MORI) 

Why PURM? Although pharmacists can already offer ‘emergency supply’ of repeat medication, this is on a private basis which can be costly for patients. A commissioned 

service meant that patients would pay only the usual NHS prescription charge of £8.20 (with exemptions where applicable), which would also be a more appropriate NHS 

111 referral. Before the pilot, during the OOH period patients with an urgent repeat prescription request were referred to GP OOH. As well as providing a better patient 

experience, this pilot has improved GP OOH capacity (e.g. to re-assess Green Ambulance dispositions) and therefore overall Urgent and Emergency Care system resilience. 

Who took part? Around 500 community pharmacies across 32 CCGs (25%+ of London pharmacies) applied to take part in PURM; eligibility criteria were to have Saturday 
opening hours and a functioning NHS mail address. NHS 111 was agreed as the only way to access PURM, and all 4 NHS 111 providers in London were briefed accordingly.  

What changed in NHS 111? Participating pharmacies were profiled on the Directory of Services, so that they could be offered to 111 health advisors ahead of GP OOH. If the 

health advisor selected a PURM pharmacy, this resulted in an electronic referral being sent via NHS mail to the pharmacy. The health advisor also phoned the pharmacist to 

make sure that they phoned the patient within the agreed time of 30 minutes, to discuss their urgent repeat prescription request in detail. 

What’s next? The referral process has been streamlined ahead of winter, to remove the need for NHS 111 health advisors to phone pharmacists. The new functionally 

integrated urgent care service will include a pharmacist, who will screen out non-urgent NHS 111 PURM requests and identify the need for a GP intervention. 

An actual patient experience:
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I’ve run out of insulin and 
it’s a Bank Holiday week-
end! My GP won’t be open – 
what shall I do? … I know, I’ll 
call 111 – they’ll advise me 

The pharmacist rang me after 10-15 minutes and 
checked my medication details, then I picked up my 
medication. I would have waited for my GP to be open 
again and so I would have missed my insulin dose. It 
could have been serious – I could have ended up in A&E  

AWARENESS: The 

pilot relied on 

existing public 

awareness of NHS 

111 rather than 

promotion of the 

PURM scheme 

ACCESS: Only via 111 – patients who 

turned up in ED, or at a participating 

pharmacy without a 111 referral, were 

told to phone 111 

KEY STATS:  

 Average 125 referrals per week to PURM 

since 1
st

 Dec 2014 – 30% of all urgent repeat 

medication requests 

 Average 1.3 items per request, costing £25 

(including pharmacist fee) – less than GP 

OOH or ED consultation 

 Exit survey – 41% of patients said they would 

have gone to ED (if no PURM) 

 

ASSESSMENT: The pilot involved 

the usual NHS Pathways 

assessment, which is short and 

establishes urgency based on 

timing of the next dose 

 

APPROPRIATE SERVICE: For PURM, the patient had 

to be able to provide evidence of the repeat 

medication (e.g. packaging) – otherwise they were 

referred to a GP OOH for a prescription. Also, only a 

GP can supply controlled drugs. If the pharmacist 

proved not to be the appropriate service, they 

could refer the patient to the local GP OOH by 

phoning the ‘back door’ number 

They helped me. I got my 
medication – 3 days’ supply ... 
I’m glad I rang 111 

FINAL OUTCOME: After the 

Bank Holiday, the patient went 

to his GP to get his full 

prescription 


