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Volunteer Guidance for Community Pharmacy – Local Volunteers: 

 
Due to the ongoing COVID-19 situation a number of patients are self-isolating and / or come under 
the label of ‘shielded population’. Many of these patients are vulnerable and have no support 
mechanisms in place to collect their medication and may require support in order to do this. 
 
The first option is for the individual requiring the medication to seek support from friends, family or 
neighbours. If this is not possible then a volunteer may be asked to support with regards to the 
collection of medication from a community pharmacy on behalf of an individual or an individual may 
contact a local community HUB directly and request support from a volunteer. If this is the situation a 
set of guidelines for that volunteer are set out below. 
 
Upon arriving at the pharmacy you will need to provide the following details of the person you are 
collecting medication for; 
 

Name of patient 
Address of patient 

DOB 
 

Please also ensure that you have the appropriate ID with you (passport, driving licence, bank 
card) 

 
Delivering medicines to people is a vital role in current times to patients in self-isolation or may 
already be house-bound due to other existing medical issues; it is vitally important that the correct 
medicine is delivered to the correct patient. Therefore if a volunteer is providing a number of 
medications pick-up / deliveries the following must be adhered to. 
 
To avoid the potential for confusion, the volunteer must complete all deliveries from a single 
pharmacy before picking up further medications for delivery from another pharmacy. 
 
Below are some considerations for you when picking-up / delivering medicines to patients: 
 

 Make sure you have the contact details of the pharmacy you are picking medication up from. 
If at any time you are unsure of what to do with a medicines delivery, call the pharmacy team 
for assistance and guidance. (To overcome difficulties arising due to busy phone lines, if 
possible obtain a direct mobile number to a member of the pharmacy team: this will 
enable you contact the team urgently if necessary). 
 

 If the person has to pay an NHS prescription charge the pharmacy needs to be able to take 
payment. There are a number of options of how this can occur. The pharmacy may be able to 
take payment remotely by speaking to the patient over the phone or by the use of a card 
within the pharmacy (please note that not all pharmacies will have the capability of accepting 
payments over the phone). Pharmacies will also continue to accept cash payments. However, 
due to the current situation surrounding COVID-19 a card payment is the preferred option 
(where possible). If the patient is unable to pay by card / the pharmacy is unable to take 
payment over the phone, a volunteer may have been tasked to pick-up medication on a 
patient’s behalf. The volunteer must refer back to their own organisation’s processes and 
guidelines on how payments can be made in these circumstances. 
 

 Make sure where possible you are wearing gloves when handling medication / medication 
bags / delivering the medication to patients. It is also advisable that volunteers carry plain 
bags into which the prescription bags can be concealed as there have been recorded 
instances of ‘muggings’ in the UK regarding the collection of medication by volunteers. 
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 Medicine deliveries must be completed on the same day you collected them from the 
pharmacy, patients will be expecting these medicines and it is important they can continue to 
use their medicines each day. 

 

 Some medicines you are delivering may need to be stored in the fridge by the patient. You 
should deliver to these patients first. The pharmacy team will be able to tell you which 
medicines that are being delivered need to be stored in the fridge, please also communicate 
this to the patient. 
 

 Any medicines that cannot be delivered must be returned to the pharmacy that day; you must 
not store other peoples’ medicines overnight in your own home or fridge. 

 

 Do not open the bag of medicines to be handed over to the patient; full details of patient name 
and delivery address will be on the external labelling of the package. 
 

 If medicine packages split, or there’s a breakage, call the pharmacy team immediately for 
their advice. 

 

 When arriving at the patient’s house, follow the guidance below:  
o Keep to social distancing guidelines. Please knock on the door and then step 2m 

away. When the door is answered, explain that you have a prescription to deliver and 
ask the person to confirm the name and address of the patient, to ensure you have 
the correct address and that the patient lives there. 

o The person answering the door must be asked to state the name and address of the 
person expecting a delivery of medicines – you must not state this to them. 
 

 If a patient does not answer the door, please return the medicines back to the pharmacy; do 
not leave the medicines outside the house or post the medicines through the letter 
box.  
 

 Some patients may have more than one package of medicines, check with the pharmacy the 
number of packages for each patient on collection and ensure that all bags of medicines are 
delivered.  

 

 Sometimes the pharmacy may not have all the medicines needed or the full quantity ordered 
on the prescription. When this happens, the pharmacy will issue an Owings Slip. It is 
important that you pass this Owings Slip onto the patient and advise them that these items 
will be delivered when the pharmacy has the items back in stock. 
 

 Some patients’ medication packages may be accompanied by a message for the patient to 
contact the pharmacy for specific advice; please ensure this information is passed on to the 
patient. 

 

 If the patient has questions regarding the medicines themselves, please advise them to 
contact the pharmacy. 
 

 If the patient asks you to return unwanted medicines to the pharmacy for disposal, explain 
that you cannot do this and ask them to contact the pharmacy to discuss how to arrange 
disposal of the medicines.  

 

 Return to the pharmacy once you have completed the deliveries if you have to return any 
packages that could not be delivered or have money from patients to pay their NHS 
prescription charge.  
 

 
Thank you for your help as it is very important that people get the medicines they need. 


