
 

 

 
  

SOP Overview 

Purpose • To improve the patients understanding of their newly prescribed 
medication, the importance of adherence to their health and to 
increase patient engagement with their condition. 

• To ensure all patients presenting a prescription for a newly prescribed 
eligible medicine are offered the new medicines service 

• To ensure that all patients that agree to participate understand the 
aims of service, the time-scales and that informed written consent is 
provided. 

Scope • All patients presenting a prescription for a newly prescribed eligible 
medication in the following target groups: Asthma/COPD, Type 2 
Diabetes, Anticoagulant/Antiplatelet therapy or Hypertension. 
Appendix 1. 

Responsibilities • Pharmacy Team members (recruitment stage only) 

• Pharmacists who have completed the Self Declaration of Readiness to 
provide the New Medicine Service Appendix 2 

 
The New Medicines Service has 3 Stages: 
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1. Patient Engagement 

 
 
 

 

 

 

 

 

 

 

 

 

 

 

1.1 When a patient presents with their prescription, ask whether any of the medications are 

newly prescribed. 

1.2 If No, the prescription should be treated in the normal way as per SOP P2 Prescription 

Process. 

1.3 If Yes, the prescription should be treated in the normal way as per SOP P2 Prescription 

process however the following must also be carried out: 

• Provide Information to the patient about the New Medicines Service (verbally of 

through an NMS information leaflet) explaining the benefits 

• Using the Superdrug Consent Policy invite them to sign up to the service, by 

asking them to sign the NMS consent form (Appendix 3).  

• Agree a date and time for the first intervention recording this down for the 

patient and noting on the consent form. Ideally this is 7-14 days of starting the 

new medication. 

• Discuss with the patient their ideal method for the intervention, either face to 

face or via telephone (Face to face is the preferred option) noting this down for 

the patient and also on the consent form. 

• If the patient prefers face to face, ask if they would like a chaperone present-as 

per the Superdrug Chaperone Policy. 
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• Ask the patient if they would like a reminder about their appointment. If Yes, 

then record this down in the pharmacy diary. Ideally this should be 1-2 days 

before the actual appointment. 

 

1.4  When the patients prescribed medications have been dispensed, proceed to hand out the 

completed prescription to the patient as per SOP P2 Prescription Process, ensuring the 

patient understands how to take the medication and any relevant counselling points. 

1.5 Offer any appropriate healthy lifestyle advice as per the Superdrug Public Health Pharmacy 

Policy. 

1.6 Record the appointment in the diary, for the pharmacist on duty that day and file the 

consent form in the NMS folder. 

 

2. Intervention 

 
 
 

 

 

 

 

 

 

 

 

 

 

If the patient does not provide written consent they will not be able to access the New Medicines Service.  

This does not take away from the duty of ensuring that the patient understands how to take their medication 

and providing any relevant counselling information as normal. 

Did you know?  

The Patient Engagement process can be carried out by any suitability trained pharmacy team member 

however, the Intervention and Follow up stages must be conducted by a Pharmacist who has completed the 

Self Declaration of Readiness to provide NMS. 
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2.1 At the start of every working day the pharmacy diary should be checked for any Intervention 

appointments or reminders if requested by the patient.  

2.2 Locate the patients consent form from the NMS folder, ensuring that signed consent was 

given. 

2.3 Prepare for the intervention by ensuring that you are familiar with the patient’s new 

medication, dosage regimen and medical condition. 

2.4 Print out a copy of the NMS intervention worksheet (Appendix 4), completing any details 

you already have such as name, address, DOB and medication and reviewing the interview 

questions. 

2.5 If the consultation is face to face discuss the Superdrug Chaperone Policy with the patient 

before taking them into the consultation room. 

2.6 If the consultation is to be conducted over the telephone, ensure that your conversation 

cannot be overheard and that you will have no interruptions. Before beginning the 

consultation, you must be certain that the person you are speaking to is in fact the patient. 

Note the date and time of the telephone call and note any unanswered calls. 

 

2.7  Whether conducting the Intervention stage face to face or via telephone, you must check 

that the patient understands the reasons why they are having the consultation and that 

their information will be shared with their GP or Area Team. 

2.8 Use the NMS interview questions/NMS intervention worksheet to carry out the consultation, 

recording the appropriate notes and any opportunistic healthy lifestyle advice given. 

2.9 Where suitable offer the patient leaflets on the medical condition, healthy lifestyle advice or 

suitable public health topics. 

2.10 If the patient is adhering to their new medications/ No problems identified: 

• Tell the patient they are doing well and encourage them to continue 

• Make a follow up appointment for 14-21 days’ time. This can either be face to face 

or over the phone.  

• Record the agreed date, time and method for the patient and also record on the 

consent form and pharmacy diary. 

• Bring the discussion to a close and complete any of the remaining sections on the 

NMS worksheet. 

2.11 If the patient is having adherence issues: 

• Has a solution been identified? If yes check that the patient understands the 

solution and agrees to the next steps. 

• Make a follow up appointment for 14-21 days’ time. This can either be face to face 

or over the phone. 

If the patient withdraws consent at this stage the consultation cannot continue, and the patient will 

exit the New Medicines Service. Should this occur write a note on the patients PMR and dispose of 

the consent form in the confidential waste sack for safe destruction. 

If the patient fails to attend their appointment or misses their telephone appointment at least one 

attempt should be made to contact the patient to rearrange for another time. 



 

 

• Record the agreed date, time and method for the patient and also record on the 

consent form and pharmacy diary. 

• Bring the discussion to a close and complete any of the remaining sections on the 

NMS worksheet. 

2.12 If the patient is having adherence issues: 

• If no solution identified, explain to the patient the clinical significance of non-

adherence and explain that you are referring them back to the GP. 

• Ensure the patient understands the reasons for this decision. 

• Bring the discussion to a close and complete any of the remaining sections on the 

NMS worksheet. 

• Complete a GP NMS referral form (Appendix 5) and send this to the GP ASAP.  

• At this point the patient exits the New Medicines Service and the service is 

completed. 

• The NMS can be recorded as complete and put through the till via Quick Keys ‘NMS’. 

• Update the NHS figures form to reflect the completed NMS. 

 

 

3. Follow Up 
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3.1 At the start of every working day the pharmacy diary should be checked for any Follow up 

appointments or reminders if requested by the patient.  

3.2 Locate the patients consent form and Intervention NMS worksheet from the NMS folder. 

3.3 Prepare for the Follow up by ensuring that you are familiar with the previous notes on the 

worksheet and any issues raised and solutions suggested. 

3.4 Print out a copy of the NMS Follow up worksheet (Appendix 6), completing any details you 

already have such as name, address, DOB and medication and review the interview 

questions. 

3.5 If the consultation is face to face discuss the Superdrug Chaperone Policy with the patient 

before taking them into the consultation room. 

3.6 If the consultation is to be conducted over the telephone, ensure that your conversation 

cannot be overheard and that you will have no interruptions. Before beginning the 

consultation, you must be certain that the person you are speaking to is in fact the patient. 

Note the date and time of the telephone call and note any unanswered calls. 

3.7 Use the NMS interview questions/NMS Follow up worksheet to carry out the consultation, 

recording the appropriate notes and any opportunistic healthy lifestyle advice given. 

3.8 If the patient is adhering to their new medications/ No problems identified: 

• Tell the patient they are doing well and encourage them to continue as advised. Tell 

them they are free to talk to you anytime about your medications. 

• The patient now exits the New Medicines Service. 

• Bring the discussion to a close and complete any of the remaining sections on the 

NMS worksheet. 

• The NMS can be recorded as complete and put through the till via Quick Keys 

‘NMS’. 

• Update the NHS figures form to reflect the completed NMS. 

3.9 If the patient is having adherence issues: 

• Explain to the patient the clinical significance of non-adherence and clarify that you 

are referring them back to the GP. Ensure the patient understands the reasons for 

this decision. 

• Bring the discussion to a close and complete any of the remaining sections on the 

NMS worksheet. 

• Complete a GP NMS referral form (Appendix 5) and send this to the GP asap.  

• At this point the patient exits the New Medicines Service and the service is 

completed. 

• The NMS can be recorded as complete and put through the till via Quick Keys ‘NMS’.  

• Update the NHS figure form to reflect the completed NMS. 



 

 

3.10 Staple the NMS worksheets and consent forms together for future reference, filing these in 

the confidential filing cabinets. These should be retained for 2-years 

 

4. Payment and Reporting 

4.1 At the end of the month, claim for all completed NMS consultations via the FP34C form that 

is sent to the NHS Business Services Authority with your prescriptions. 

4.2 Once a quarter complete the NHS England reporting template and send this to your NHS 

area team. This should be completed within ten working days from the last day of March, 

June, September and December. 

4.3 Failure to send the reports to the NHS area team can result in payment for the service being 

taken back from the pharmacy. 

 

 

 

 

  

 

 

 

 

 

 

 

 

If the patient fails to attend their appointment or misses their telephone appointment at least one 

attempt should be made to contact the patient to rearrange for another time.  

If the patient is not contactable then at this point they exit the service. The NMS should be recorded 

as complete on the NHS daily figures form and entered through the till via Quick Keys ‘NMS’. If 

required a GP NMS referral form can be completed and sent to the patients GP. 

Did you Know? 

If more than one new medicine is prescribed at the same time, only one NMS can be claimed for, 

which should cover all the eligible new medicines. 
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Appendix 3: NMS consent Form 
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Appendix 5: GP NMS referral Form 
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