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Medications requested through the repeat prescribing system cannot 
always be processed immediately for a variety of reasons e.g. inactivation 
of the repeat prescription; the request is too early; the item is not on 
repeat. These require review and action from a doctor or pharmacist. A 
request being passed back to administration staff for further information 
or action can result in multiple staff being involved in processing that 
request causing delay and the risk of miscommunications or errors.  

To reduce the proportion of exceptional medication requests requiring two 
or more steps to be processed from 11% at baseline to 3% or less.  

• Repeat prescription ordering 
process map  
• Monthly data bundles – 40 
exceptional repeat requests 
reviewed and number of steps to 
completion of request recorded. 3% 
target equivalent to 1.2 requests per 
bundle.  
• PDSA reviews in protected learning 
time  leading to revision of process 
map and key points postcard aide 
memoire for staff 

Specific aim 

Measurement of improvement and QI tools  

Effects of change 

Lessons learned and message for others 

• Feedback from GPs and staff via daybook of any issues noted. Learning points from this 
discussed in feedback sessions at PLT. Individual feedback where necessary. 
• Questionnaire to patients about the clarity of information about prescription ordering on 
website and repeat reorder slip with a view to revision of information.  

Patient/Staff Experience 

Review in protected learning time of data, issues 
reported and effect of changes made. 

Tests of change 

Quality issue / initial problem 

• Increased staff confidence with repeat prescribing process. 
• Fewer requests requiring more than one step to be completed.  
• Culture of ongoing monitoring established. 

Importance of all staff being involved from early on in the process 
with ongoing feedback and two way communication. 


