
 
 
 

 
 

 

Medicine Support Service 
From Hospital to Home 

 

Implementation Support Pack – Community Pharmacy Sub-Section 
 
 

Introduction 
 
This pack represents a sub-section of an implementation support pack developed at the 
request of the SWAHSN Medicines Optimisation Steering Group. The contents here are 
aimed at supporting community pharmacy with follow up of a hospital referral via 
PharmOutcomes.  
 
For your information, the complete support pack contains a SWAHSN Public Consultation 
Survey and resources for hospitals and is available for download here should you be 
interested. 
 
The ‘Medicine Support Service’ is a locally named scheme, piloted at Yeovil Hospital in 
collaboration with Somerset LPC and with support from the South West Academic Health 
Science Network.  
 
Contents: 

1. PharmOutcomes Pharmacy Follow Up Preview 

2. Hospital Discharge Referral - PharmOutcomes ‘How to’ Guide 

3. Link to YouTube PharmOutcomes Instructional Video – Part 2 Referral Follow Up 

4. Pharmacy Patient Questionnaire – Medicine Support Service  

5. Service Stage Flowchart 

 

 
PharmOutcomes 
 
The web platform used for the electronic referrals is PharmOutcomes. Kevin Noble and Gary 

Warner are the Managing Partners of PharmOutcomes, Pinnacle Health, and have kindly 

agreed to the inclusion of their documents in this pack. 

PharmOutcomes is a web-based system which helps community pharmacies provide services 
more effectively and makes it easier for commissioners to audit and manage these services. 
By collating information on pharmacy services it allows local and national level analysis and 
reporting on the effectiveness of commissioned services, helping to improve the evidence 

base for community pharmacy services.1 
 

http://www.swahsn.com/wp-content/uploads/2016/08/Medicine-Support-Service-Implementation-Pack.pdf


 
 
 

 
 

Colleague Testimonies 

PharmOutcomes: 

“Since we began this journey, connecting secondary care pharmacists with community 
pharmacists, we’ve learned a great deal about the care provided by colleagues in hospitals; 
perhaps more importantly, we’ve also found that by connecting the two we can keep 
patients safer, save health system costs in both primary and secondary care and that no two 
hospitals are alike. As we run PharmOutcomes as a social enterprise, many of the costs are 
ameliorated by us providing the funding for this innovative work from our other activities. 
We have seen some exceptional results in Newcastle and on the Isle of Wight with the help 
of the AHSNs; working with the SWAHSN to help develop these resources has been 
rewarding and we hope that we can bring some of those results to you next.” 
 
Gary Warner, Managing Partner. Pinnacle Health 
 
University Hospitals, Bristol: 
 
“PharmOutcomes has provided an online platform, accessible from any internet enabled 

device that allows us to refer our patients for follow up with our colleagues in the 

community. Our dosett®/compliance aid referral service ensures that all patients who leave 

UHBristol with discharge medicines provided in a compliance aid are followed up as part of 

the embedded discharge process. Our referrals inform our community colleagues that their 

patient has been discharged and gives them access to the discharge letter shortly after it is 

available for GPs. This gives community pharmacists the chance to anticipate workload, 

ensure PMRs on Pharmacy and GP system match the discharge medication list, and offers an 

opportunity for pre-emptive intervention in cases where there may be discrepancies between 

records or potential problems with medicines supply. The improved quality and efficiency of 

this communication allows community pharmacists to effectively reduce the risk of 

medication error for their patients” 

 Rick Cooper, Lead Pharmacist for Electronic Prescribing, UHBristol NHS Foundation Trust 

 

 
 

For further information please contact helen.belben@swahsn.com  

 
References: https://pharmoutcomes.org/pharmoutcomes/help/home?about 

mailto:helen.belben@swahsn.com
https://pharmoutcomes.org/pharmoutcomes/help/home?about


                                                                                                                              
                                                                      

Cornwall & Isles of Scilly LPC has been working with the Royal Cornwall Hospital Trust to 

improve the process of transfer of care, when a patient is discharged from Treliske Hospital. 

Previously known as the ‘Hospital to Home’ Service, this is now being project managed by 

the South West Academic Health Science Network and to align with similar services across 

the South West re-launched as ‘The Medicines Support Service’. 

The use of faxes in the original service has not always driven the response we needed and 

hoped for and faxing is not a safe way to transfer patient data. Thus as part of the re-launch 

of the service we are moving to the use of PharmOutcomes as a mechanism to support the 

information flow from Treliske to Community Pharmacies. 

The purchase of the software for the interface between the hospital and PharmOutcomes 

for the first year has been supported by a grant from Pfizer. This support is much 

appreciated and allowed the re launch of this service using PharmOutcomes. 

There is a small amount of funding to run an incentive to establish this service as part of 

normal routine. Pharmacies who engaged with the original service found it a great support 

to patients and professionally satisfying to carry out, driving MURs and NMS in a way that is 

hugely beneficial to patients. 

There is also agreement that patients who are referred via this service to a Community 

Pharmacy can have a telephone or domiciliary MUR, without the need for a PREM2. Please 

note this only applies to these patients and a record needs to be kept of the referral with 

the MUR paperwork. 

For those Pharmacies where a response is received to demonstrate they have completed 

the intervention and it has been recorded PharmOutcomes, the LPC will pay them £3 for the 

first 500 completed in the Treliske footprint. We will extract these claims from 

PharmOutcomes, so no claiming is necessary. 

Please support this service to show the value that Community Pharmacy can add to 

maximising the use of medications and improving patient safety. If we prevent two or three 

re admissions in a year the cost of the software will be covered and we will have delivered 

great patient benefit. 

Philip Yelling. Chief Officer. Cornwall & IoS LPC 
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What is the Medicine Support Service?

When you are ready to leave hospital, you can choose to 
continue part of your care with the Medicine Support Service.

The service, provided free by the NHS, creates an important link 
with your community pharmacist, whom you will visit and spend 
time discussing your medicines, asking any questions you may 
have and getting all the information you need.

By understanding your medicines and the most effective ways 
to take them, you can make sure you get the most out of them. 
Your pharmacist will give you the knowledge and support you 
need to put you in control of managing your medicines at home 
with confidence. 

The Medicine Support Service begins after you leave hospital 
and your community pharmacist will notify your GP if necessary.

How could the service help me?

Around half of all medicines prescribed to patients are not taken 
as intended. This can include taking the incorrect dosage, at the 
wrong time, or not at all. 

When medicines are not taken as intended your condition isn’t 
treated correctly and could even get worse. Your pharmacist can 
give you all the information you need to allow you to get the 
best from your medicines and help you to stay healthy at home.

The Medicine Support Service creates better links between 
hospital and community pharmacists. Through sharing 
information we are able to support you in the best way possible.Medicine

Support Service

from hospital to home



At your consultation the 
pharmacist will go through all the 

medicines you are taking with you and...

1. Discuss any new medicines

2. Look at changes to any existing medication
that were made during your hospital stay

3. Review all the medicines that you
are taking

How does the service work?

 You choose which pharmacy is convenient for you.

 Once you have given your consent, your discharge summary
with information about the medicines you are taking will be
sent securely through our electronic system to the pharmacy
that you have selected.

 Once you are home from hospital, the pharmacist will contact
you and arrange a convenient time for you to visit them.

The pharmacist will take the 
time to fully explain what each medicine 
is for, common side effects, and how to

take them safely.
Medicine
Support Service

from hospital to home
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Home Services Assessments Reports Claims Admin Gallery Help

Service Design

• Browse Service Library

• Edit Service Design

Provision
Reports Preview

 Basic Provision Record
(Sample)

 Refer to GP with ADR (Sample)

Service Support

If you receive a referral for a
housebound patient, please click
here for further guidance and
access to PREM2 forms.

Practitioner Name

Follow up date

Transfer of Care (ToC)  Pharmacy Followup
(Preview)

Enrolment Requirements Preview Service for Commissioner

The commissioner requires that the individual delivering this service meets
certain criteria. Enter your name in the box below and select from the list.

Enter your full name in the box above... 

Then either select your name when it appears, 

or select "New Practitioner" if you have not enrolled before.

Registration Details brought forward

Original Referral 28 May 2015

Referred from Violet Patch PharmacyF1234(Flowers Medical
Centre 5477)

Patient Name Mickey Mouse

Date of Birth 2003 Feb 01

Ethnicity Not Stated

Gender Male

Address 123 Alphabet Road, Broad way

Postcode AB12 3CD

NHS Number 1111111111

Contact Details email MickeyMouse@Invalid, tel 01234 567890
not weekends

 

Consent Granted Consent Granted: One of: Yes; No

Name of
pharmacy Provider being referred to

GP Practice Selection from "GP Surgeries" lookup list

Patient
Information

Patient Information: None or more of: Reported
allergies; Medication changes; Other

Further
Information Answer to "Further Information" text box

Recommendations Recommendations: None or more of: Medicine
Use Review; New Medicine Service

New medicine Answer to "New medicine" single line input

Notes Answer to "Notes" text box

Name Answer to "Name" single line input

Job title Answer to "Job title" single line input

Contact number Answer to "Contact number" single line input

Acceptance and completion of referred service

Referral Accepted for completion now  Revert and discard changes

28May2015

PharmOutcomes  Live System

Exit   Logged in as: Gary Warner from Pinnacle Health Partnership LLP (Switch Organisation)

https://pharmoutcomes.org/pharmoutcomes/services/library
http://media.wix.com/ugd/c23cce_e4aff36dfade40e7b8bb44aea5641c80.pdf
https://pharmoutcomes.org/pharmoutcomes/home/switch
https://pharmoutcomes.org/pharmoutcomes/admin/home
https://pharmoutcomes.org/pharmoutcomes/
https://pharmoutcomes.org/pharmoutcomes/
https://pharmoutcomes.org/pharmoutcomes/claims/home
https://pharmoutcomes.org/pharmoutcomes/services/enter?notification=7101&id=0&renderNoHead
https://pharmoutcomes.org/pharmoutcomes/reports/gallery
https://pharmoutcomes.org/pharmoutcomes/help/home
https://pharmoutcomes.org/pharmoutcomes/reports/home
https://pharmoutcomes.org/pharmoutcomes/services/design?id=44431
https://pharmoutcomes.org/pharmoutcomes/services/home
https://pharmoutcomes.org/pharmoutcomes/assessments/home
https://pharmoutcomes.org/pharmoutcomes/reports/view?reportid=prvreportStandardProvision&id=0&sid=44431&renderNoHead
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Detail of any side
effects/ADRs

Yellow Card Report

Details recorded here will also

appear on the GP referral letter if

patient is referred

Long term condition

As a result of the support provided, the patient has a better

understanding of:

From NMS, MUR or Advice Given

   Their cardiac condition

   Their diabetes

   Their respiratory condition

   The purpose of their medication

   When to take/use their medicines

   How to take/use their medicines

   Other 
If 'other', please provide details. Tick ALL that apply

Sideeffects Experienced

Adverse Drug Reactions

   Not Applicable  No ADRs

   Manageable and nonharmful  patient to continue

   Patient stopped taking medicine

   Refer to GP

   Yes    No    Not Applicable
Was a Yellow Card report made to the MHRA

Audit of support provided  Tick all that apply

Support services provided

   None

   New Medicines Service

   Medicines Use Review
This will be count as a targeted MUR

   Medicines reconciliation
Do not tick if meds already reconciled

   MAR chart provided

   Large print labels

   Talking labels

   Easy open tops

   Review dose form

   Review MDS arrangements

   Pharmacy managed repeat service

   NHS Repeat dispensing

   Home delivery

   Stop Smoking service

   Flu vaccination
September to March only

   Other Public Health Invervention

   Specialist Medicines Management Service assessment

   Other 
Tick ALL that apply, If Other please specify

Repeat Reconciliation

   Repeat not available or done previously

   Medicines stopped in hospital still on repeat

   Wrong drug
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Other Actions

   Wrong strength

   Wrong dose

   Wrong formulation

   Other 

This information will be used for service evaluation so
please do not include patient identifiable information

In your professional opinion, what is the likely scale of impact if you
had NOT undertaken this review or intervention.

Scale of Impact

   No likelihood of admission (RiO 1)

   Possible admission within 28 days (Rio 2)

   Likely admission within 28 days (RiO 3)
An explanation of the RiO score and examples of
actions / advice can be found here

Test Values

EULA License Agreement • Cookie Policy • CSS • XHTML • GlobalSign 0hKlAe/86.191.124.163 • 87 in 0.377 seconds
© Copyright 200715 Pinnacle Health Partnership LLP  Supporting Community Pharmacy and Partners

http://jigsaw.w3.org/css-validator/check/referer
http://media.wix.com/ugd/c23cce_a635c872047a49ebad540589a31cec51.pdf
http://psnc.org.uk/wp-content/uploads/2013/07/PharmOutcomes-User-Agreement-01012013-PINNACLE.pdf
http://validator.w3.org/check?uri=referer
https://pharmoutcomes.org/pharmoutcomes/system/reset
https://pharmoutcomes.org/pharmoutcomes/help/home?cookiepolicy


Hospital Discharge Referral - PharmOutcomes Guide 

 

How to Find Discharges on PharmOutcomes 

When a patient is discharged from a local hospital, hospital staff will send a referral via 

PharmOutcomes to that patient’s regular pharmacy.  To access any referrals, log onto 

PharmOutcomes and click on the ‘services’ tab. 

 

 

 

 

 

 

 

 

 

 

Any outstanding referrals can be found under ‘Outstanding Referrals’.  Click on a referral to access 

the details of the referral. 

 

 

 

 

 

 

 

 

 

 

Once logged in, click on the services 

tab. 

Click on the referral to access 

information 

Unprocessed 

referrals are found 

under 

‘Outstanding 

Referrals’  

Unprocessed referrals 

will have a ‘Pending’ 

status and remain 

under ‘Outstanding 

Referrals’  



How to Accept, Complete Now and Reject Referrals 

Once you click on a referral, the information submitted by the hospital will show.  If the patient 

requires an MUR or NMS consultation, ring the patient in order to arrange an appointment for the 

consultation.   A referral should be dealt with promptly as the maximum benefit of a NMS or 

MUR should be seen in the first 10 days of commencing a new medicine. 

  

 

 

 

 

 

 

 

Sometimes, a referral may need to be rejected, for instance, if the patient referred does not belong 

to your pharmacy. 

 

 

The patient’s telephone number can 

be found here – use this to make an 

appointment for and MUR/NMS. 

Reasons for the referral can be 

found here i.e. home delivery, MUR, 

NMS, Smoking cessation… 

Click ‘Complete now’ if 

the patient has presented 

for the consultation. 

By clicking the ‘Accept’ button the 

referral will stay on the ‘Outstanding 

referrals’ section of the ‘Services’ 

screen for you to complete at a later 

date. 

Ensure you write a 

reason for the rejection. 
Once you have written a reason, 

click on ‘Reject Referral’ – this will 

then send the referral back to the 

hospital for action. 



How to Complete a Referral 

By clicking on the ‘Complete Now’ button, the system will allow you to input the results of the 

referral: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Tick the boxes of the support you 

have given or will now provide as a 

result of the referral. 

Give some understanding of the 

benefits the patient has had due to 

the referral. 

If there has been an adverse drug 

reaction, please complete this 

section.  Ensure that the patient’s 

GP is informed via your usual 

communication method. 

This section allows you to 

demonstrate whether the next GP 

prescription matched that of the 

referral information.  If changes to 

the patients medication have been 

made, make a note of stopped and 

changed medication on the patient’s 

PMR so that incorrect prescriptions 

can be flagged and notified to the 

GP. 

Link to the Yellow Card 

Reporting website. 



How to Define Completed, Accepted and Rejected Referrals 

This can be found under the ‘Service’ tab: 

 

 

 

 

 

 

 

 

 

Patients who do not attend 

There will be patients that don’t attend for many reasons, for example they are housebound.  In this 

instance you will not be able to provide an MUR but so long as you can gain signed consent, NMS 

phone calls can still happen.   Changes such as large print labels, compliance aids etc. can all still be 

actioned without the presence of a patient. 

 

Patients without their Discharge Sheet 

When you contact a patient, ensure they know to bring their discharge sheet with them as well as 

the medication they are currently taking.  Without this you will not know if there are any changes to 

medication.  Within a couple of months, discharge sheets will be sent electronically via 

PharmOutcomes.  You will be notified when this happens. 

Completed referrals will 

look like this on your 

provision record. 

Rejected referrals will 

look like this on your 

provision record. 

Accepted referrals 

will remain under 

‘outstanding referrals 

until actioned.. 



 

 

Instructional Video: Part 1 Hospital Referral attaching PDF 
Only available via this link https://www.youtube.com/watch?v=CgdIPSPDKr8 

https://www.youtube.com/watch?v=CgdIPSPDKr8
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Medicine Support Service
Patient feedback to help us improve the service

1. How satisfied were you with the level of information given by the hospital about the
Medicine Support Service?
Mark only one oval.

 Very satisfied

 Quite satisfied

 Somewhere inbetween

 Quite dissatisfied

 Very dissatisfied

2. Has the Medicine Support Service helped you with taking your medicines?
Mark only one oval.

 Yes, definitely

 Yes, a little

 Not sure

 No not really

 I already knew

3. Has the Medicine Support Service helped you understand your medicines better?
Mark only one oval.

 Yes, definitely

 Yes, a little

 Not sure

 No not really

 I already knew



12/07/2016 Medicine Support Service

https://docs.google.com/forms/d/1kfivMlXl7vdMstM0Egj1mYPezYGyUikw53il9PF7DU/edit 2/2

Powered by

4. How satisfied were you with the level of information given about your medicines by your
community pharmacy?
Mark only one oval.

 Very satisfied

 Quite satisfied

 Somewhere inbetween

 Quite dissatisfied

 Very dissatisfied

5. Would you recommend the Medicines Support Service to friends and family?
Mark only one oval.

 Yes

 No

 Not sure

6. If you have anything else you'd like to tell us about your experience, please add it here.
Thank you for your time
 

 

 

 

 

https://www.google.com/forms/about/?utm_source=product&utm_medium=forms_logo&utm_campaign=forms


 
 

Service Stage Flowchart 

 

Patient is discharged from hospital.  Hospital sends discharge information to the patient's community 
pharmacy.

PharmOutcomes notifies the pharmacy of the impending notification via email and also under the 
'Outstanding Referrals' section on the 'Services' tab on PharmOutcomes. 

Using the contact number found on the referral, the pharmacy contacts the patient to book an 
appointment for an MUR or NMS.  This should be done within 3 days of recieving the discharge.

The initial consultation, be it an MUR or NMS should ideally be done within the first 10 days of the 
patient being discharged.  In order to conduct an MUR for a housebound patient in their own home or 
over the phone, consult local guidelines that can be found on the LPC website.  A signed consent form 

still needs to be gained for any NMS consultations.

Once the consultation has been completed, ask the patient to complete the online survey monkey 
questionnaire associated with the pilot.

Complete the 'Follow up' service on PharmOutcomes, detailing outcomes of the consultation such as any 
interventions made, adverse drug reactions reported etc.  Ensure all information regarding adverse drug 

reactions is recorded accurately and consisely as this information will be sent to the patient's GP.

If there are any adverse drug reactions to report, the system will either automatically email the GP the 
pre-populated letter or will invite you to print this off and send manually.  
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