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1. How it Works: Guide for Patients 

 
 
 
 
 

i. Contact Pharmacy 
 
The patient is instructed to contact the pharmacy by phone to inform them of their 
intention to request a prescription using our service. If their pharmacy is not Verified, 
the patient must obtain a valid email address for their delivery label to be sent to 
once they have completed our information capture step.  
.  
 
 
 
 
 

ii. Choose Service 
 
The patient chooses between the range of delivery options made available to them 
by DeliverMyPrescription. They will have a number of services available to them, 
including timed and next-day delivery services. 
 
No formal pickup will be scheduled at this stage, and this responsibility rests with the 
pharmacy once the prescription request has been approved. 
 
 
 
 
 

iii. Register Details 
 
The patient enters their name and address exactly as it has been registered with the 
NHs, as well as any necessary evidence for their eligibility for free prescriptions (e.g. 
PPC reference number, HC2 certificate number etc.) This stage facilitates the 
identification of patients by a reviewing pharmacist and, provided the information has 
been entered accurately and an eligibility criterion is satisfied, should allow the 
prescription to be dispensed. 
 
 
 
 
 

iv. Submit Payment Details 
 
The patient is prompted to enter a valid payment method. DeliverMyPrescription 
currently accepts payments made using all major credit and debit cards, as well as 
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PayPal. The payment method is validated at this stage to ensure the smoothest 
possible customer journey.  
 
Payment is not taken for the shipping of the prescription until it has been scanned as 
collected by the courier on pickup. This way, if the reviewing pharmacist cannot 
dispense the prescription for any reason, the customer will not be charged until a 
resolution has been found, and the correct medicine has been successfully 
dispatched. 
 
 
 
 
 

v. Await Prescription Delivery 
 
The customer awaits the delivery of their prescription to their door by their chosen 
courier. Our courier partners are specially trained to observe the best possible 
hygienic etiquette and sanitation throughout the handling and delivery process in 
order to limit the spread of COVID-19 at this sensitive time. 
 
 

2. How it Works: Guide for Pharmacists 

 
DeliverMyPrescription, the value of the service we provide and our ability to provide 
critical medicines to patients are predicated on our timeliness and efficiency. To this 
end, we request that you engage with the service in the following ways to ensure we 
are able to co-operate effectively to meet the needs of the community. 
 
 

i. Receive Order 
 
Check your email inbox at least twice a day to ensure incoming order requests are 
processed in a timely manner. 

 
ii. Review Order 

 
Verify the patient’s identity, eligibility and requested medicine against their NHS 
record and approve/reject the request accordingly. 
 
Ensure the requested medicine is available to be dispensed. 
 
If you must reject the order, click the red ‘Reject Order’ link to send a notification of 
this action to the patient. We do not require that you provide the patient with a 
reason for rejection at this time. Patients will not be charged if their order is rejected 
for any reason. 
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iii. Print Label 
 
Click the green link in the order notification email to print the delivery label. 
 

iv. Request a Pickup 
 

Once you have printed the label and ensured you have the prescription ready to 
dispense, click the green ‘Request Pickup’ link in the order notification email. 
 
DeliverMyPrescription and our partner couriers operate a same-day collection cut-off 
time of 1pm. Pickups requested before the cut-off should be collected on the same 
business day. Pickups requested after the cut-off should be collected on the 
following business day. 
 

 
v. Package the Prescription 

 
Prescriptions should be secured in robust packaging that can withstand transport 
through a domestic courier network. Packaging can be requested at no cost to 
your pharmacy by emailing pharmacy@delivermyprescription.co.uk. 
 
Verified pharmacies are eligible for a Welcome Pack of packaging included with their 
signup.  
 
You should affix the label to the packaging securely using tape, or by inserting it into 
a suitably sized plastic wallet. The barcode should not be obscured under any 
circumstances. 
 
 

3. Our Tips for Pharmacies 

 
i. Educate staff 

 
Ensure that all pharmacists and members of staff that fulfill prescriptions are made 
aware of DeliverMyPrescription, and the information delineated in this pack. This will 
enable them to carry out the service requirements with minimal disruption to their 
other clinical functions. 
 
We strongly encourage pharmacists to familiarize themselves not only with their 
responsibilities, but also with the journey that the patients go through to receive their 
prescription. 
 

ii. Print Labels & Package Appropriately 
 
Prescriptions should be secured in sturdy, robust packaging that can withstand 
transport through a domestic courier network. Verified pharmacies are eligible for a 
Welcome Pack of packaging included with their signup, and are able to request 
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further free packaging by contacting DeliverMyPrescription via email at 
pharmacy@delivermyprescription.co.uk. 
 
Recommended packaging is a thick, sealable plastic bag or a sturdy cardboard box 
sealed with industrial tape. 
 
Delivery labels can be printed directly from the order confirmation email and should 
preferably be affixed to the package using a plastic wallet. 
 
If you find yourself without any suitable packaging, your delivery driver should have 
an emergency supply that they may be able to give you access to as a temporary 
solution. 
 

iii. Regularly Check for Orders 
 
DeliverMyPrescription and our partner couriers operate a same-day collection 
service, with a cut-off at 1pm. Pickups requested before the cut-off should be 
collected on the same business day. Pickups requested after the cut-off should be 
collected on the following business day. 
 
We strongly encourage pharmacies to check their email inboxes for order 
notifications a minimum of one time before 1pm as well as a minimum of one 
time before the close of business (allowing enough time to perform the requisite 
identity checks) 
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4. Terms and Conditions of Service  

 
DeliverMyPrescription is a service that serves to connect patients with their local 
independent community pharmacies, and to facilitate the delivery of prescriptions 
using established courier networks. 
 
The websites www.delivermyprescription.co.uk and 
www.help.delivermyprescription.co.uk are operated by DeliverMyPrescription. 
Throughout the site, the terms “we”, “us” and “our” refer to DeliverMyPrescription. 
DeliverMyPrescription offers this website, including all information, tools and services 
available from this site to customers, conditioned upon their acceptance of all terms, 
conditions, policies and notices stated in a separate Service Agreement. Pharmacies 
and their representative can request a copy of the Service Agreement directly from 
DeliverMyPrescription via the established communication channel, or via our website. 
 
The following Service Agreement has been constructed to apply specifically to 
pharmacies and their employees. Only clauses relevant to pharmacies, and their 
operations, have been included. 
 
The terms “they”, “them” and “their” refer herein to the customer and their actions. 
 
The terms “you” and “your” refer herein to the pharmacy and its actions. 
 
1. GENERAL CONDITIONS 
 
1.1 DeliverMyPrescription is only able to process requests for prescriptions from, or 
on behalf of, those who are eligible for free prescriptions or who have arranged 
prepayment of their prescriptions through a valid Prescription Prepayment Certificate 
(PPC). By engaging with our service, customers accept that they, or the individual on 
behalf of whom they are acting, are eligible under the terms delineated here. You, as 
pharmacies, reserve the right to refuse a request for a prescription that has been 
submitted with incorrect, or insufficient, evidence of eligibility. 
 
1.2 Customers acknowledge that they are over the age of 18 at the time of purchase. 
They may order prescriptions on behalf of an individual who is below the age of 18, 
provided they are, or have obtained the express permission of, the parent or registered 
guardian of the individual in question. 

 
1.3 Customers are able to purchase prescription shipping on behalf of a friend or family 
member, on the condition that they have obtained the express permission of the 
individual on behalf of whom they are acting. In this case, they will still be obligated to 
enter the exact name and address information corresponding to the recipient of the 
prescription. By engaging with our Service they agree not to impersonate any 
individual or entity, or intentionally use a false name or address in order to knowingly 
defraud any actor in the process. 
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1.4 We reserve the right to refuse any order placed with us. We may, at our discretion, 
limit or cancel quantities purchased per person, per household or per order. These 
restrictions may include orders placed by or under the same customer account, the 
same credit card, and/or orders that use the same billing and/or shipping address. In 
the event that we make a change to or cancel an order, we may attempt to notify the 
customer by contacting the e-mail and/or billing address/phone number provided at 
the time the order was made. 

 
1.5 We afford the same right delineated in 1.3 to pharmacies and their staff. You are 
afforded the right to, at your discretion, limit, cancel or refuse quantities per person, 
per household or per order. This right is conditioned upon the acceptance of you and 
your staff that you must contact the customer to notify them of the refusal of service, 
and provide a justification such that they may make any necessary adjustments to the 
manner in which they have engaged with our Service. Sample email communications 
have been included as part of your Welcome and Onboarding pack. 
 
1.6 We will, under no circumstances, offer medical advice or advice regarding the 
availability, dispensation, interchangeability or suitability of any medicine. This policy 
is clearly referenced in our Customer Terms and Conditions of Service, as well as on 
our website. In every case where a customer requests information of this nature, they 
will be directed towards their local pharmacy. 
 
1.7 As part of the advertised Service, we have defined two distinct windows for 
prescription collections; same-day and next-day. Orders placed before 1pm are 
eligible for same-day collections, whereas orders placed at or after 1pm are eligible 
for next-day collection. More information regarding  
 
2. PRIVACY AND PERSONAL INFORMATION 
 
2.1 Our detailed Privacy Policy can be found on our website at 
https://delivermyprescription.co.uk/pages/privacy-policy 
 
3. MODIFICATIONS TO THE SERVICE AND PRICES 
 
3.1 Prices for our products are subject to change without notice. 
 
3.2 We reserve the right at any time to modify or discontinue the Service (or any part 
or content thereof) without notice at any time. 
 
3.3 We shall not be liable to you or to any third-party for any modification, price change, 
suspension or discontinuance of the Service. 
 
4. PACKAGING AND DELIVERY 
 
4.1 DeliverMyPrescription are able to facilitate the provision of packaging suitable for 
transit through a domestic courier network. If  
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4.2 You agree to dispense prescriptions according to the guidelines provided as part 
of this pack 

 
4.3 We accept no liability for the receipt of a prescription that does not match that 
which was requested in during the booking stage. We transfer information via API 
between systems and at no point will manipulate or transform the prescription such 
that it will differ from the patient’s request. Liability, in this case, must rest with the 
dispensing pharmacy. Resolution of such an incident cannot be conducted through 
DeliverMyPrescription, and patients are directed instead toward the dispensing 
pharmacy. 
 
4.4 We accept no liability for the damage of loss of a prescription that occurs as a 
result of transit through the designated courier network. Liability, in these cases, must 
rest with the courier. We offer a discretionary compensatory insurance that may be 
paid out to patients if their prescription is lost in transit. The details of this can be found 
in Section 5 of these Terms and Conditions. 
 
4.5 Suitable packaging can be requested free of charge by emailing 
pharmacy@delivermyprescription.co.uk  
 
5. REVIEWING ORDERS 
 
5.1 You accept that engaging with this Service will require a degree of active 
participation on behalf of yourselves and pharmacy staff. The time-sensitive nature of 
both the patients’ medical needs and the courier services they will have selected mean 
that it is critical that pharmacy staff are trained to understand the system (and online 
platform, when available) and review cases as and when they appear. 
 
5.2 In the case that, upon review of the information submitted by the patient, you are 
able to dispense the prescription, you and your staff members agree to schedule a 
courier pickup using the ‘Schedule Pickup/Approve Request’ button that is available 
alongside the submitted information. This action should be undertaken as soon as the 
request has been reviewed. The label must then be printed and affixed to the 
adequately packaged prescription. 
 
5.3 You accept that you must store prescriptions for which a pickup has been 
scheduled in a known location, grouped by courier. Instructions should be distributed 
to all staff members regarding this clause. 
 
5.4 If you must refuse the dispensation of a prescription for reasons including, but not 
limited to; incorrect name/address, lack of evidence for eligibility, patient ineligible 
 
6. REFUNDS, CANCELLATIONS AND AMENDMENTS 
 
6.1 Customers have a statutory right to cancel or amend the Service(s) they have 
purchased. Cancellation and amendment are only possible before collection has been 
made by their chosen courier.  
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6.2 If a customer wishes to cancel the Service, they are instructed to inform us by 
doing the following; 
 

i) Contact us via our Help Centre at www.help.delivermyprescription.co.uk, 
click ‘Submit a ticket’, select ticket type ‘I have a question about my order’. 

ii) Fill in the requisite fields, adding any necessary key identifiers as well as a 
direct indication of their desire to cancel their service. 

iii) Call the pharmacy to inform you of their desire to amend their request, 
ensuring that no collection is requested at this time. 

iv) Await a response from a member of the DeliverMyPrescription team. If the 
collection has already been requested, and the prescription has already 
been shipped, DeliverMyPrescription cannot intervene and the prescription 
must progress through the delivery network and until the customer receives 
delivery. 
 

6.3 If they wish to amend the Service they have requested, they are instructed to 
inform us by doing the following; 
 

v) Contact us via our Help Centre at www.help.delivermyprescription.co.uk, 
click ‘Submit a ticket’, select ticket type ‘I have a question about my order’. 

vi) Fill in the requisite fields, adding any necessary key identifiers as well as a 
description of the amendment they wish to make to their Service. 

vii) Call the pharmacy to inform you of their desire to amend their request, 
ensuring that no collection is requested at this time. 

viii) Await a response from a member of the DeliverMyPrescription team. If the 
amendment can be successfully made, DeliverMyPrescription contact the 
pharmacy with a replacement label to be forwarded directly to their fulfilling 
pharmacy as per the Service agreement. 

 
6.4 DeliverMyPrescription offers a standard product insurance of £10 per product per 
customer that may be claimed in the case of the loss of a prescription. Payment of this 
discretionary amount does not constitute a concession of liability on behalf of 
DeliverMyPrescription, or any of our partners. If  the courier contacts 
DeliverMyPrescription informing them of the loss of a prescription, an automatic credit 
will be issued to the customer for the full value of their purchase (up to £10). The 
customer must register a claim against the loss of their prescription within 14 days of 
the (due) delivery date. In order to raise a claim against their shipment, the customer 
is instructed to inform us by doing the following; 
 

i) Contact us via our Help Centre at www.help.delivermyprescription.co.uk 
click ‘Submit a ticket’, selecting ticket type ‘My prescription has not yet 
arrived’. 

ii) Fill in the requisite fields, adding any necessary key identifiers as well as a 
description of the issue. 

iii) Await a response from a member of the DeliverMyPrescription team. 
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6.5 We reserve the right to refuse a claim registered against loss of a prescription for 
reasons including, but not limited to; insufficient evidence, claim registered outside the 
14 day window 
 
6.6 If the claim for the loss of a prescription is ratified by a member of the 
DeliverMyPrescription team, reimbursement of the value of your product (up to a 
maximum of £10) will be actioned within 30 days of the submission of a claim. Funds 
will be reimbursed directly via the payment method registered on checkout. 
 
6.7 In the case of a prescription arriving damaged such that its contents has been 
rendered unusable, DeliverMyPrescription follows the procedure delineated by our 
courier partners, that can be found in their Terms and Conditions. In order to raise a 
claim against the damage of their shipment, customers are instructed to inform us by 
doing the following; 
 

i) Contact us via our Help Centre at www.help.delivermyprescription.co.uk, 
click ‘Submit a ticket’, selecting ticket type ‘My prescription is damaged’. 

ii) Customers fill out the requisite fields, adding necessary key identifiers 
(name, address, etc.) as well as a description of the issue. Customers are 
instructed to also include a comprehensive set of pictures of the damage to 
substantiate their claim. 

iii) Await a response from a member of the DeliverMyPrescription team. 
 
6.8 Due to the nature of the goods in transit, our courier partners reserve the right to 
refuse to deliver your shipment by any alternative means, including but not limited to; 
delivering to a neighbour, leaving in a designated safe place, upgrading your delivery 
to nominated-day delivery. Our courier partners will make 3 delivery attempts before 
your shipment is held in your local delivery depot pending contact and provision of 
additional instructions. 

6.9 DeliverMyPrescription are unable to deliver controlled or cold-chain medicines. 
Our courier partners are unable to carry controlled or cold-chain medicines under the 
current conditions of transit. 

 
7. PHARMACY OBLIGATIONS 
 
7.1 You accept that the viability of the DeliverMyPrescription business model is 
predicated on the efficiency and timeliness of our Service, and therefore accept that 
you and your pharmacists must engage with our Service in the manner delineated in 
this section such that unnecessary delays can be avoided. 
 
7.2 You agree to make all pharmacists and participating staff aware of 
DeliverMyPrescription, our customer journey and how our Service implicates them in 
the delivery of medicine to homes 
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7.3 You agree to check your email inbox for DeliverMyPrescription notifications a 
minimum of one time before our same-day collection cut off of 1pm, accounting for 
the time taken to verify and approve a prescription request. 
 
7.4 You agree to check your email inbox for DeliverMyPrescription notifications a 
minimum of one time between 1pm and the close of business. 
 
7.5 You agree to verify the patient as necessary using the information they submit via 
our platform as soon as you are made aware that an order for prescription delivery 
has been placed through DeliverMyPrescription.  
 

i) ACCEPT ORDER: If you are able to positively verify the identity of 
the patient, their eligibility, and the requisite medicine is available in 
the pharmacy at that time, you should immediately package the 
prescription and affix the printed label (found in our order notification 
correspondence) before clicking the ‘SCHEDULE PICKUP’ button.  
 

ii) REJECT ORDER: If you are unable dispense the prescription for any 
reason, including but not limited to; patient not eligible, unable to 
verify patient identity/incorrect information submitted, you should 
click the ‘REJECT ORDER’ button in the order notification 
correspondence you have received from us. DeliverMyPrescription 
encourages you to call the patient to inform them of the reason for 
the rejection so they can amend their order, if possible, thus allowing 
their medicine to be delivered. 

iii) ACCEPT ORDER, PRESCRIPTION UNAVAILABLE: If you are able 
to positively verify the identity of the patient and their eligibility, but 
the requisite medicine is available in the pharmacy at that time, you 
should contact the patient as a matter of urgency using the email 
address or phone number provided informing them of the amount of 
time they are likely to have to wait. You should not book a pickup 
using the ‘REQUEST PICKUP’ button until the prescription is ready 
to be dispensed. 
 

7.6 We offer you unrestricted access to free packaging suitable for transporting 
prescriptions through domestic courier networks. This access is subject to its fair and 
justified use. You agree to order packaging only in amounts intended to satisfy your 
demand, and a reasonable projected increase in demand. The responsibility for 
ordering the packaging rests with you. Packaging can be ordered by contacting 
DeliverMyPrescription at pharmacy@delivermyprescription.co.uk 
 
 
 
 


