Healthy Living Pharmacy: Quality Criteria
Introduction

This self-assessment is designed to help you the Local Pharmaceutical Committee (LPC) and Primary Care Trust (PCT) understand if you have met the Healthy Living Pharmacy (HLP) quality criteria for the environment you have created.  This, together with other criteria will help commissioners decided if your pharmacy meets the Healthy Living Pharmacy standards.  The evidence you put together will help towards you receiving and maintaining your Healthy Living Pharmacy ‘quality mark’.

These quality criteria cover the environment, staff attitudes and training, information provision and engagement with others through joined up working.  These are not listed in any priority order; all are equally important.

The General Pharmaceutical Council sets standards for the safe and effective practice of pharmacy from pharmacy premises. These are the core standards that all retail pharmacies must meet.  These quality criteria support a pharmacy in meeting their professional requirements when delivering healthy living services.

How to assess yourself

· This assessment is for an individual pharmacy.  It is not appropriate to complete a single form for a number of pharmacies within a group, as the status may be very different in each location.

· Read the quality criteria and, together with members of your team, decide which level you are achieving.

· You may be required to provide evidence in each of the categories.

· Where you do not meet the requirements for HLP Level 1, think about what you need to do to achieve the criteria.

· The criteria for staff to relate to those individuals working within the scope of the pharmacy business, they do not apply to staff working in larger stores who do not interface in the health aspects of the business.

	Quality Criteria

Getting there / Meets HLP: The following describes the different levels of service deliver that form the self-assessment.

Getting there: Some arrangements are in place and the pharmacy is moving towards achieving the criteria.  If arrangements are not in place, there is a robust action plan to achieve the criteria.

Meets HLP: Arrangements are in place that meets all criteria and overall the service is working at that level of provision.




Workforce Development

The aim is ensure that, irrespective of premises, the pharmacy staff demonstrate that they embrace the healthy living ethos.

1. Staff attitude, skills, value and training

· All pharmacy staff understand the basic principles of health and wellbeing
· All pharmacy staff have an understanding of public health needs in their area
· Members of staff receive training on issues of confidentiality and consent issues relevant to the member of the public receiving the service.
· The team is friendly, welcoming and sensitive to the need for privacy for different individuals seeking advice and health services.
· Members of the pharmacy team are able to communicate effectively and sensitively when recruiting members of the public to health and wellbeing services or providing them with advice.
· The team recognise the need for equality and diversity; providing a person-centred approach.
· The team understand that every interaction is an opportunity for a health intervention.
· There is a clear leader within the team who is responsible for creating an ethos of proactive health and wellbeing within the pharmacy.
	
	Getting There
	Meets HLP
	Getting There / Meets HLP
	Suggested Evidence 

	Public Health Needs
	The team leader has an awareness of the local public health needs outlined in the Joint Strategic Needs Assessment and there are plans to make other members of the team aware.  There are plans to provide all members of the team with training on the basic principles of health and wellbeing.
	All staff have an awareness of the local public health needs outlined in the Joint Strategic Needs Assessment.  They have been trained in the basic principles of health and wellbeing and are able to advice the public proactively.
	
	Has attended RSPH training and can produce certificate if required 
Seen JSNA online and information passed through Team Meeting – Minutes of Team meeting as evidence 

	Privacy
	Staff, including Medicine Counter Assistants (MCAs) are trained in confidentiality and are sensitive to the needs of members of the public being offered a health and wellbeing service e.g. weight management, sexual health, stop smoking; but these are not always acted upon.
	Staff, including MCAs are trained in confidentiality and are sensitive to the needs of members of the public being offered a health and wellbeing service e.g. weight management, sexual health, stop smoking, alcohol advice.
	
	SOP in place 
Signed confidentiality agreements 

IG policy 

	Fraser Guidelines
	Fraser guidelines are understood by some staff and assessment is sometimes part of routine practice
	Fraser guidelines are understood by all appropriate staff and assessment of the individual is a routine part of practice.
	
	SOP in place 
Part of ETTC 

	Service awareness
	The staff explain which services are available but this is reactive rather than proactive and not always explained as NHS and / or private services
	The staff are proactive in explaining the NHS and / or private services that are available from the pharmacy.
	
	Have in house training sessions 
Minutes of staff meeting as evidence of communication 


	Staff role
	Staff sometimes explain who they are, the services on offer and provide advice on health and wellbeing when asked.  The public are sometimes directed to another member of the team when appropriate.  There is some evidence of continuing professional development but this is not clearly on view to the public.
	Staff routinely explain who they are and the services on offer.  The are proactive in offering advice on health and wellbeing, making the most of every interaction.  The public are directed to the most appropriate member of the team.  Individuals wear name badges.  The public are confident that they can trust the service and advice received.
	
	Survey CPPQ – Patient questionnaire 
Evidence of training for staff  

	Raising difficult issues
	Staff understand that they should approach members of the public sensitively to discuss public health issues but have not yet completed training.
	Staff receiving training on how to approach member of the public to discuss difficult public health issues, provide advice and recruit into health and wellbeing services e.g. sexual health services, weight management, stop smoking.
	
	Role play / staff training 
Staff are aware of resources – minutes of team meeting as evidence 

	Behavioural change
	Staff are able to make some brief interventions but do not yet understand the need to support behavioural change
	Staff are able to make brief health interventions and have an awareness that the member of the public may need additional support for behavioural change.  In this instance they are able to either provide this support or signpost appropriately.
	
	Evidence from each staff member – case study demonstrating referrals for different behavioural issues i.e. smoking, obesity 
Evidence of Training that has been completed

	Pharmacist availability
	The pharmacist proactively engages with the public on prescription interventions.  The pharmacist tends to be more reactive than proactive with respect to public health advice.
	The pharmacist is highly visible to the public and readily engages in proactive public health advice.  The operational processes allow for this and layout may be considered to facilitate more open access.
	
	Pharmacist to demonstrated through case study how they have recently interacted with a community member

	Leadership
	The business has identified a leader who has yet to complete or implement any leadership development.
	There is a ‘can do’ attitude within the pharmacy team and this is driven through effective leadership.  A member of the team proactively demonstrates leadership capabilities and is likely to have undertake some leadership development.  The leader provides a vision for the pharmacy, has jointly developed an action plan and is a positive role model.
	
	Copy of action plan from the pharmacy team lead


Engagement
The aim is to demonstrate that the pharmacy team is active in their local community; engaging with the public, healthcare professionals and commissioners.

2. Joined up working

· The pharmacy is an active member of the local community and understands how to respond to their local needs.
· The pharmacy team are an integral part of local healthcare delivery and engage with other healthcare professionals
· The pharmacy team understands the need to deliver consistent services as part of their commitment to commissioners and leads on integrated health and wellbeing initiatives.
	
	Getting There
	Meets HLP
	Getting There / Meets HLP
	Suggested Evidence 

	Understand local needs
	The patient survey has been developed to include questions linked to public health and wellbeing services but is only used annually and the results do not influence the services offered locally.
	The patient survey has been developed to include questions linked to public health and wellbeing services so that the pharmacy responds to local needs.  The survey is proactively marketed and used to engage the public in developing services to meet their needs.
	
	Evidence of questions 
- what do you do to increase response 

- what did you do as a result of survey – 5 key areas

	Engagement with GP Practice
	The pharmacy team has a good operational engagement with the practice so that repeat prescriptions are managed effectively and issues are resolved quickly
	The pharmacy team clinically engages with the local GP Practices and appropriate members of the team to ensure there are formalised referral protocols and follow up protocols.  Where the GP practice is reluctant to engage, the pharmacy is able to demonstrate what they have done to approach their local practice.  There may be involvement in the development of local patient care pathways and the role of the pharmacy is defined within these.
	
	SOP for repeat prescriptions – including contact with GP surgeries to resolve any issues  

	Signposting
	The pharmacy team have developed signposting resources beyond provided by local commissioners.  Relevant referral happens as appropriate
	Members of the pharmacy team proactively signpost and / or directly refer patients into appropriate services, notifying the GP when necessary and in accordance with local agreements.
	
	Demonstrate knowledge around PH resources

Evidence of Signposting  


	Other providers
	The pharmacy team link into other services providers and groups on an ad hoc basis
	The pharmacy team are aware of and link into other appropriate groups depending on the services commissioned and level of HLP e.g. DAAT team, alcohol groups, specialist clinics, Health Trainer service, local authorities and social services, local patient support groups, LINk etc.
	
	Knowledge of local partners 
Demonstrate what groups they link into and how you do this

	Commissioner’s needs
	The pharmacy team knows who is commissioning the service and sometimes but not always delivers against service expectations; reporting back may be beyond timelines agreed.
	The pharmacy team has a good understanding of their commissioners’ priorities and knows who to contact, consistently delivers against service expectations and reports back within timelines specified.  The pharmacy establishes links with their local public health team and understands the role the Local Pharmaceutical Committee have to represent their interests locally when services are commissioned.
	
	


Environment
The aim is to provide an environment that embraces the ethos of a Healthy Living Pharmacy, including an atmosphere created by premises as well as staff attitudes and actions.  The environment can also contribute to ensuring confidentiality for service users.

3. Professional environment

· The ‘professional’ environment reflects the impression and the ethos of healthy living pharmacy to the public e.g. the appearance and dress of the staff and premises.
· A healthy living pharmacy takes its responsibility to contribute to a sustainable environment seriously and this is reflected in the way they operate their business.
· It is clear to the public that free, confidential advice on public health and wellbeing can be accessed.
	
	Getting There
	Meets HLP
	Getting There / Meets HLP
	Suggested Evidence 

	Appearance
	The pharmacy and consultation area are clean and uncluttered; although the merchandise does not necessarily reflect a healthcare environment.
	The pharmacy and consultation area are clean, uncluttered and the merchandise and environment reflect a professional healthcare and healthy living environment e.g. products for sale, health promotion materials etc.
	
	Photograph of pharmacy and consultation area and a list of leaflets used in the promotional  area  

	Equipment and paperwork
	There is an attempt to ensure that all equipment and paperwork necessary for service delivery is available but this is not consistent.
	The equipment and paperwork necessary for service delivery is always available within the consultation room together with health and wellbeing material relevant for the service
	
	Self declaration of necessary paperwork 

	Awareness of private consultation area
	The consultation room is clearly indicated to the public but has simple signage that does not highlight the presence of a private and confidential area; the doors may be transparent.
	The consultation area is prominent and it is clear to the public that they can access this area to have private conversations with a healthcare professional.  The windows and doors allow for privacy e.g. blinds / opaque glass.
	
	Photograph 

	Sustainable Development
	There is a clear plan for the pharmacy to contribute to a sustainable environment, with room for improvement.
	The pharmacy recycles their business waste in a responsible way. HLPs encourage people to be active outdoors and undertakes its business in a way that minimises the impact on the environment e.g. energy saving light bulbs, sensor lighting, energy efficient equipment such as fridges, timers, low emission vehicles for delivery, using fewer plastic bags etc.
	
	Use of shredder or a confidential waste disposal contract 
Check list of energy efficient equipment/ energy ratings 


4. Information environment
· The pharmacy gives the public a clear impression that health and wellbeing advice and services are readily available.
· There are appropriate materials readily available for members of the public on health and wellbeing.  This information is refreshed and checked regularly to ensure that is it current and relevant.
· The information available appeals to a wide range of the public including men and women, young people, smokers, people with long term conditions, learning difficulties and older people.  Where the community includes a significant ethnic minority group, then their needs must be accommodated.
· There is a clearly marked and accessible health promotion zone.
	
	Getting There
	Meets HLP
	Getting There / Meets HLP
	Suggested Evidence 

	Promoting a healthy living environment
	Some attempts have been made to promote a healthy living environment e.g. posters and leaflets
	The pharmacy environment is clean, welcoming and gives the impression that health and well being services and advice can be accessed readily.  Once accredited, the HLP logo is displayed in prominent places and the HLP services that are available to support health and wellbeing are clearly identified.
	
	Self declaration 
Photographs 

Visit contractual / monthly

	Health promotion zone


	Some materials available in an area but this is not clearly identified for the public
	There is a dedicated health promotion zone clearly marked and accessible to the public.  This may include a touch-screen, plasma screen, books, DVDs, leaflets, promotional displays etc.  The information available is likely to be issued by recognised bodies and not promotional
	
	As above 

	Resources available
	Appropriate reading materials are available although these may not be up to date or relevant to local needs and priorities
	There is a good display of health and wellbeing resource and this appeals to a wide range of the local public including the groups above and ethnicity is accommodated where appropriate.  Resources are checked every month.  This may include access to touch-screen displays by the public.  Some of the resources are relevant to locally available services and there may be a local health and wellbeing notice board.
	
	Self declaration that pharmacy is registered = PH resources database 

	IT connectivity
	There is a computer in the consultation room.
	IT system in the consultation room with access to the internet.
	
	Self declaration of accessibility to internet and ability to print appropriate material 


