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Report, Learn, Share, Act, Review – putting our own words into practice
In July this year, the Patient Safety Group established and launched our incident reporting principles, which can be 
applied and embedded not just in community pharmacy settings, but across health and social care.  At our regular 

PSG meetings since, the community pharmacy  MSOs have been setting an example of 
how to apply these principles in their own roles.  PSG members have brought along 

knowledge, shared insight and distributed their internal resources, developed 
for their own pharmacy teams, to help prevent reported incidents from 
occurring again in other pharmacies.  These internal resources, shared 
throughout the group, have proved invaluable in preventing unnecessary 
additional work for other MSOs who wish to highlight similar incidents or 
themes in their own organisations.  This collaboration is something we plan 
to embed and continue for all future PSG meetings.  The wheel is freely 
available from the Pharmacy Voice website and anyone is welcome to use it 
in their own safety resources and communications. 

Understanding community pharmacy’s role in safeguarding
Throughout 2016, Pharmacy Voice’s Patient Safety Group (PSG) has sought to better understand and clarify the 
roles of community pharmacists and their teams in safeguarding children and adults at risk, and the steps needed 
to enable the sector to undertake its obligations as set out in NHS England’s Accountability and Assurance 
Framework.  The work kicked off in January when all community pharmacy Medication Safety Officers (MSOs) 
were trained to Level 3 in Safeguarding by Helen Hipkiss, National Safeguarding Lead for NHS England, and then 
later in the year by David Burrows-Sutcliffe on how to handle legal investigations.

Victoria Steele, MSO and Deputy Superintendent for LloydsPharmacy, has led the development of an informative 
and detailed briefing which sets out practice principles for community pharmacies to use in setting their own 
internal safeguarding policies and procedures. The briefing explains the differences between safeguarding, safety 
and being safe, and is supported by a generic policy which the MSOs and community pharmacy businesses have 
already started using to set their internal policies and procedures.   

The Patient Safety Group agreed suggested training 
requirements for different members of the pharmacy 
team and is really pleased to have had the opportunity 
to work closely with Centre for Pharmacy Postgraduate 
Education (CPPE) as they refresh their safeguarding 
training packages, to help fill these with case studies, 
examples, questions and scenarios which are relevant 
to different staff and different training levels.  

The work has been well-timed, as the sector positions 
itself to take a greater role in ensuring more of its  
pharmacists and pharmacy technicians have achieved 
Level 2 safeguarding status, in line with new quality 
criteria in the 2017/18 contractual framework.  We look 
forward to continuing to work with others to promote a 
better understanding of community pharmacy’s 
important role in safeguarding throughout 2017.  

1. Safe recruitment practises and arrangements 
for handling allegations against people who   
work with children or adults at risk as 
appropriate 

2. Organisational safeguarding policy 

3. Effective training of all staff commensurate 
with their role and in accordance with the 
intercollegiate competences 2014 

4. Effective arrangements for engaging and 
working in partnership with other agencies 

5. Identification of a named lead for safeguarding 
within the organisation 

6. Identification of a named nurse for 
safeguarding children

7. Developing an organisational culture such that 
all staff are aware of their personal 
responsibility to report concerns 

Supportive practice principles
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Establishing principles for the safe delivery of dispensed medication

What a year! So, what’s next?

In its second year of action, Pharmacy Voice’s innovative sector-wide and sector-led approach to enhancing patient 
safety across community pharmacy has come a long way, and our work plan for 2017 is already comprehensive.  

Next year we will continue to work closely with partners including NHS Improvement, university research teams, the 
MHRA, the RPS and APTUK, Academic Health Science Networks (AHSNs) and others.  We will continue to raise 
awareness of community pharmacy’s role in safety, as well as the role of our Group. The Patient Safety Group have 
arranged to feed into the development of resources and guidance directly aimed at the public about how community 
pharmacy teams prevent harm from medicines and keep people safe.

We already have a number of meetings set up in the new year with NHS Improvement to work on the current, and 
future, patient safety incident reporting systems, to ensure we make reporting and multi-professional, whole-system 
learning from things that go wrong as simple and effective as possible for all involved. 

Featured outputs – spreading our message 
One of our key objectives in setting up the Patient Safety Group was to ensure more people understood and 
recognised the important role that pharmacy teams play in keeping people safe from harm.  

Throughout the past 18 months we have worked with others to get our outputs and updates shared as far and 
wide as possible through our existing contacts and networks.  We have promoted our survey results and 
reporting principles at key national events, including using a poster at the Patient First conference in 
November 2016. 

The Royal Pharmaceutical Society has helped us spread our messages and outputs on Twitter and through 
featuring our bulletins on their website. Their recently launched professional standards also include our 
Report, Learn, Share, Act, Review wheel.

The NHS Specialist Pharmacy Service (SPS) has also
featured some of our outputs on their website, including 
a ‘day in the life’ entry in their MSO handbook from 
community pharmacy MSO for Superdrug, Lucy Morton.    
The SPS website also features a link to our adapted 
version of the UKMi’s medication safety risk 
assessment tool – which we developed together 
with UKMi colleagues.  

Over the past few years, community pharmacies have seen an increase in the number of patients 
requesting home delivery of their medications.  Although these services are not funded through 
the Community Pharmacy Contractual Framework, many pharmacies offer them, especially to 
less mobile patients.  

Members of the PSG shared the learning from a number of serious incidents and stories 
involving delivery services, including some relating to the safety of drivers, and recognised 
that in order for the transfer of these medications to patients in their homes to be as safe 
as possible, a series of principles should be embedded into company policies and practices. 

If you would like to find out more about our work and get involved, please get in touch using the details below and 
sign up to our weekly Pharmacy Voice newsletter. 

We will be working up these best practice principles, as well as a risk framework, and looking to share these more 
widely with community pharmacy sector colleagues in the new year.  
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