PANDEMIC TRAINING
for pharmacy staff
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INTRODUCTION
PROTECTING PUBLIC HEALTH IN THE COVID-19 OUTBREAK
The COVID-19 pandemic has resulted in unexpected immense pressure for community pharmacies who
are evidently under significant strain already. This concise guide is designed to enable trained or trainee
pharmacy staff (on accredited courses) to continue to support the pharmacy workforce and services in
this challenging situation.
The content of this guide consists of an overview of COVID-19 and its currently known associated
symptoms, as well as duties and tasks to perform in relation to the Responsible Pharmacist requirements.
The staff member must recognise the limitations of their role within the pharmacy, and proactively seek
advice and guidance from the pharmacist where necessary. All standard operating procedures (SOPs)
must be read, acknowledged and signed by all staff members for any new task they are required to
complete in the workplace. This guide covers operational changes that may be required in a pandemic
situation and also covers tips for mental wellbeing during this time.
Please note this short guide has not been accredited by the GPhC or PSNI; however, it is has
been created with the intention to help provide additional support to community pharmacy
teams during this COVID-19 outbreak.
In order to protect public health effectively in this pandemic, pharmacy teams should will have implemented
hygiene and protective measures to assist in minimising the risk of spreading the coronavirus. This should
include clearly visible posters and signs displayed at the pharmacy entrance to advise all patients who feel
they have COVID-19 associated symptoms to not enter the pharmacy premises. The relevant posters can
be obtained directly from public health resources in each country, which are linked later in the course.
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CHANGES IN OPERATIONAL TASKS DURING THE
COVID-19 PANDEMIC
SIGNS AND SYMPTOMS OF COVID-19
It is vital to be able to recognise the signs and symptoms of infection by the SARS-CoV-2 virus, which is
the virus that causes the disease known as COVID-19. Infection by this virus can manifest differently in
different individuals. COVID-19 an infectious disease, where most individuals infected will only develop
mild to moderate signs and symptoms which do not require admission to hospital.
People who are considered to be at higher risk of severe illness from COVID-19 include people over
70 years of age, pregnant women and people with certain high-risk conditions (such as chronic lung
disease, moderate or severe asthma, diabetes, kidney disease, being immunocompromised and chronic
heart disease). There is an extremely high risk category also and this includes people who are
undergoing chemotherapy/radiotherapy for cancer, cancers with blood and bone marrow suppression,
immunosuppression post organ transplant, cystic fibrosis, severe asthma or severe kidney disease.
You may find information from your relevant country here:
Public Health England:
https://www.gov.uk/government/publications/covid-19-guidance-on-social-distancing-and-forvulnerable-people/guidance-on-social-distancing-for-everyone-in-the-uk-and-protecting-olderpeople-and-vulnerable-adults
NHS inform (Scotland):
https://www.nhsinform.scot/illnesses-and-conditions/infections-and-poisoning/coronavirus-covid-19/
coronavirus-covid-19-social-distancing
HSC Public Health Agency (Northern Ireland):
https://www.publichealth.hscni.net/news/covid-19-coronavirus

The most common symptoms associated
with COVID-19 include:
• New, continuous persistent dry cough –
defined as coughing a lot for more than an
hour, or three coughing episodes within 24
hours
• Fever (body temperature of 37.8°C or higher)
• Shortness of breath
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ADVICE ON SELF-ISOLATION
Individuals with a fever, dry continuous cough or
shortness of breath are advised to stay at home and
self-isolate for 7 days. If a household member gets
symptoms, the other members of the household have
to isolate for 14 days unless they get symptoms, in
which case it is 7 days from when the symptoms start.
Therefore, if person 2 in the house gets symptoms on
day 3, they could leave the house on day 10, whereas
if they got symptoms on day 14, they would have to
stay in the house until day 21 - see diagram on the
right.
This advice can be obtained from the Public Health
England website in many different languages, should
you feel there is a language barrier to explaining this
to a customer. This can be found here:
https://www.gov.uk/government/publications/
covid-19-stay-at-home-guidance
If in doubt about symptoms, individuals can use an
online NHS 111 service, which goes through a
checklist of symptoms and generates the most
appropriate advice. This can be found here:
https://111.nhs.uk/covid-19/
During the 7 day isolation period, if the symptoms
get worse or can’t be managed at home the NHS
111 should be contacted. Also, if after the 7 days the
symptoms have not improved, NHS 111 should be
contacted.
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THE IMPORTANCE OF SOCIAL DISTANCING
When someone coughs or sneezes, they spray small
liquid droplets from their nose or mouth which
may contain viruses. If you are too close, you can
breathe in the droplets, including the SARS-CoV-2
virus if the person coughing has COVID-19.
(WHO, 2020)
The NHS advises everyone keeping a distance of a
minimum of two metres* from other people.
Where possible, staff should keep a minimum distance
of two metres from patients, each other and other
members of the public. Measures to help implement
social distancing could include:
•

Separating areas of the pharmacy into two-metre
sections, using floor tape for example. You could
produce a sign explaining that only one person per
section is permitted; You should only permit the
number of customers into the pharmacy, that would
allow this to be permitted. You may download a
window poster, restricting the number of customers
into the pharmacy here:
https://www.npa.co.uk/wp-content/uploads/2020/
03/Corona-Distancing-Poster-pdf.pdf

• Creating a ‘do not cross’ line at the pharmacy and
sales counters, that are two metres distance from
the counter - in order to keep patients and staff safe
• Serving customers from behind a window, Perspex
screen or hatch, if available
• Limit the number of patients coming into the
pharmacy at any given time – depending on the size
of the shop floor and staff availability. The door may
need to be kept closed to enforce this.
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*Please note that the guidance for pharmacy staff in ‘Adapted
from Pandemic Influenza: Guidance for Infection prevention
and control in healthcare settings 2020’ advises at least a
1 metre distance should maintained, so this would be the
minimum recommendation. If a two metre distance cannot be
maintained sessional use of a fluid-resistant (Type IIR) surgical
mask (FRSM) is recommended.

GOOD HYGIENE
The following points should be considered as vital whilst carrying out your role during the COVID-19 pandemic.
• Remember to avoid contact with your nose, eyes & mouth
• If you sneeze or have a cough ensure you catch it in a clean tissue and dispose of the tissue appropriately.
Where possible, ensure you wash your hands after or use hand sanitiser (60% alcohol content)
• Wash your hands with soapy water after handling anything given to you by a patient – for example
taking in a prescription
• Wipe down surfaces in the pharmacy with a suitable cleaning agent, such as diluted bleach or
disinfectant liquid, regularly
• If you cannot wash your hands use hand sanitiser instead (60% alcohol content)
• Keep a minimum distance of two metres from the patients and other members of the public
• Use personal protective equipment (PPE) wherever appropriate according to the advice issued for
England, Wales, Scotland and Northern Ireland. This may be accessed here:
https://www.gov.uk/government/publications/wuhan-novel-coronavirus-infectionprevention-and-control/covid-19-personal-protective-equipment-ppe#summary-of-pperecommendations-for-health-and-social-care-workers
• Wash your hands frequently using the proper technique - see overleaf.
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GOOD HANDWASHING TECHNIQUE
The NHS COVID-19 page gives basic advice on hand washing to prevent spreading. It is vital that all
staff are trained to wash their hands properly. Staff should also be shown how to use hand sanitiser
effectively.
A good training video on handwashing protocol can be found at:
https://www.nhs.uk/live-well/healthy-body/best-way-to-wash-your-hands/

The steps to good handwashing as defined
by the NHS:

The steps to using hand sanitiser effectively
as defined by the NHS:
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SELLING ITEMS TO THE PUBLIC
There will be occasions where some of your products will be in short supply due to the high demand
in the pharmacy e.g. paracetamol, thermometers, hand sanitiser, facial tissues and formula milk. In
these circumstances, it has been advised by NHS England to limit the number of each item sold per
transaction, to ensure that there is enough for all customers’ needs. The owner/ RP/ Pharmacy
manager will decide this and you may display a poster on your pharmacy window, where these are
unavailable - see Appendix 1. You can print this off and insert the items that you do not have in
stock, e.g. hand sanitiser, gloves, and then display in your window. This will help to reduce
unnecessary footfall into the pharmacy, maintaining social distancing guidelines.
It should be highlighted that advantage must not be taken of the price in relation to high demand
items. Many pharmacies have been reported to mark up the price of such items. This is not ethical
and the GPhC has also issued a statement reflecting their views on this. It has also been advised by
NHS England, that PPE is not sold to customers. It may be obtained from the wholesaler, but for
use for pharmacy staff, as per Public Health England guidance, which can be found here:
https://www.gov.uk/government/publications/wuhan-novel-coronavirus-infectionprevention-and-control/covid-19-personal-protective-equipment-ppe
Please note that this guidance has been issued in collaboration by the Department of Health and
Social Care (DHSC), Public Health Wales (PHW), Public Health Agency (PHA) Northern Ireland and
Health Protection Scotland (HPS).
Some customers may present at the pharmacy door with a dry cough or temperature, which you
know are known symptoms of COVID 19. For this reason, direct them to the advice on the NHS
poster, which you should display on your shop door. They may however need to purchase products
for symptom relief e.g. paracetamol/ cough syrup/lozenges. If they are already at the pharmacy, do
not allow entry into the pharmacy, inform your pharmacist and if it is possible, ask for them to pay
at the door. Make the sale at the door if possible and ensure that you adhere to social distancing
practices keeping two metres away from the patient/customers and immediately wash your hands
after the transaction.
You should then advise them that further requirements of such products, should be sought to
be purchased by friends, family or neighbours, as they should now remain isolated for 7 days.
Remember that P medicine sales must be made through supervision by the Pharmacist and
following the pharmacy’s Sale of medicines protocol available from the NPA. Always consult with
the pharmacist if making such sales at the door. POM to P switches, such as Viagra connect® ,
sumatriptan and levongestrel will also require further intervention from the pharmacist, so seek
advice from the pharmacist on such items, as per usual guidelines.

HANDING OUT PRESCRIPTIONS
You may also be required, if it is within your job role, to help arrange the dispensed prescription
bags with the delivery driver and this may be a volunteer. Please follow your pharmacy delivery
driver SOP to ensure that this process is done correctly.
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COMMUNITY PHARMACY CONSULTATION SERVICE (ENGLAND ONLY)
You will already be aware if your pharmacy delivers the community pharmacy consultation service
(CPCS). You may receive an increased number of calls through 111, which are for this service. These
calls will be because the symptoms that the person has presented with are not that of COVID 19
but they do require advice from the pharmacist. In order for calls from this service to be processed
correctly, according to the Service Level Agreement, they must be referred to the pharmacist,
however, all pharmacy staff must be aware of the CPCS service and the service requirements.
In order for you to identify such calls, simply ask the customer if they are calling from referral from
NHS 111. The pharmacist would be able to access these referrals through their NHS mailbox or their
personal NHS mail or through the portal that they use for such services e.g. Sonar informatics or
Pharmaoutcomes. The pharmacist much check these places at the start and throughout the day and
respond accordingly.

MANAGING DISPENSING OF PRESCRIPTIONS
It has been advised by the government that GPs do not issue prescriptions for longer than the usual
repeat prescription cycle. This will only cause unnecessary stress to pharmacies and to the supply chain
of medicines to pharmacies and therefore patients who have run out of their medicines. If this has
been an issue in your area, please advise your local GP of this, to help support this issue. Pharmacies
have also been advised, not to order very large quantities of medicine, for the same reason. You may
need to order more than usual, to support the needs of your pharmacy currently, but do not order in
excess as this will result in stockpiling.
NHSBSA are also working with GP practices to switch more customers to electronic repeat dispensing
prescriptions, where appropriate. You may see an increase in the number of these in the near future,
which will help to enforce social distancing.

DELIVERY OF MEDICATION
If there is not a delivery driver available e.g. they have had to self-isolate or too much for one person
to deliver, you may be asked to help. If you are going to undertake such duties, you will be required to
undertake training.
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POSTERS
Public Health England posters are mandatory for all pharmacies and should not be obscured by other
posters. You can download these posters direct at:
https://campaignresources.phe.gov.uk/resources/campaigns/101-coronavirus-/resources
Northern Ireland specific posters can be downloaded at:
https://www.publichealth.hscni.net/publications/advice-covid-19-coronavirus
Scotland specific posters from Community Pharmacy Scotland can be downloaded at:
https://www.cps.scot/news-insight/news/coronavirus-covid-19/
You can print out posters for your pharmacy and stick them in visual areas. The NPA has the following
posters available at: https://www.npa.co.uk/coronavirus-updates/
•
•
•
•

Coronavirus NHS notice – Isolate your household stay at home information
Coronavirus NPA notice 1 – Help to keep yourself and others safe
Coronavirus NPA notice 2 – Pharmacy entry criteria
Coronavirus NPA notice 3 – Social distancing

The World Health Organisation (WHO) also has some good posters that are free to download and
print. These include some myth-busters that may be useful for educating the public from your pharmacy
window. Be careful to choose posters that you feel are most appropriate for the local community.

CORONAVIRUS (COVID-19) NOTICE

Coronavirus

Complying with Government
Social Distancing guidelines

Isolate your household
Stay at home

We will currently only allow

If you or anyone in your household has a high
temperature or a new and continuous cough – even if
it’s mild
Everyone in your house must stay at home*
DO NOT go to your GP, hospital or pharmacy.

customers into the pharmacy at a time

You can ring NHS 111 for information or advice and
they will help you decide if you need to contact your GP.

Please keep 2 metres apart from others,
(including pharmacy staff) even when
queuing

Calling your GP is only necessary if you have:
•

an existing health condition

•

problems with your immune system

•

very serious symptoms

Protect older people and those with existing health conditions by
avoiding contact.

HELP TO KEEP YOURSELF
AND OTHERS SAFE
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PROTECT

If it is a medical emergency and you need
to call an ambulance, dial 999 and inform
the operator of your symptoms.

THE NHS

YOURSELF
OTHERS &

19/03/2020

Thank you
The pharmacy team

CORONAVIRUS

*Find out how to isolate at home at
www.pha.site/coronavirus

WHAT IS THE ROLE OF A VOLUNTEER IN YOUR PHARMACY?
You may have volunteers working in your pharmacy to help with the workload due to the COVID 19
pandemic. If this is the case, you need to be aware of the roles they may be helping with and the tasks
they are not allowed to do. It’s important to note that volunteers won’t be trained through a GPhC
accredited course and may require your support.
There are different types of volunteers supporting community pharmacy:
1. Volunteers from the local community – these may be people of the local community that have
offered to volunteer directly, and have not been requested by the NHS.
These volunteers may be recruited by the pharmacy directly. These volunteers should be screened
first, so that their suitability for the role is determined.
2. NHS Volunteer Responders – these will have been recruited through the NHS via the following
portal: https://www.goodsamapp.org/NHS
(This is an England only scheme and other arrangements may be available in other countries - for
example please see information on the Scotland volunteer scheme at the bottom of this page.)
There are different categories of NHS Volunteer Responders, to assist in a broad range of duties. The
category of NHS Volunteer Responder that will be relevant to your pharmacy will be a community
response volunteer.
To request a volunteer, through the NHS,
the Pharmacy owner/Superintendent Pharmacist/
Responsible Pharmacist will have to visit this live portal:
https://www.goodsamapp.org/NHSreferral
This will allow them to enter details of the pharmacy
and they can select the type of volunteer that they
require.
The role of local community volunteers may be within
the pharmacy, but will be limited as they will not be able
to do activities outlined below as these need to be carried
out by an appropriately trained individual. Tasks volunteers
must not do include:

X Take in prescriptions
X Dispensing medicines
X Hand out any prescription medication to a
patient or delivery driver, even if it has been
checked by the pharmacist and appears
ready for collection

X
X
X
X

Providing medical advice
Sell GSL medicines
Sell P medicines
Tasks not signed off for them to carry out
by the Responsible Pharmacist

It is vital that you take over such tasks from volunteers, if you are trained to do so as patient safety is of
upmost importance and must be maintained.
For Scotland, the volunteer scheme information can be found here: https://www.readyscotland.org/
and the information on volunteer support for community pharmacy in Northern Ireland, may be found here:
http://www.hscbusiness.hscni.net/pdf/Letter%20to%20CPs_Volunteer%20Support%20for%20CP.pdf
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TIPS FOR MANAGING DIFFERENT AREAS OF THE
PHARMACY DURING THE COVID-19 PANDEMIC
This section will give you an overview of how to manage the pharmacy at this time.

AT THE DOOR
Display posters on your shop window, to inform customers of key facts:
•

If you have high temperature or cough - stay at home. The Public Health England poster, may be
downloaded here: https://www.npa.co.uk/wp-content/uploads/2020/03/NHS-FacilitiesPoster-Print-Friendly-A4-17Mar20.pdf

•

Only a limited number of people will be allowed into the pharmacy at any one time (judge this
according to your shop floor space, two metres distance to be maintained between individuals).
Download here: https://www.npa.co.uk/wp-content/uploads/2020/03/Corona-DistancingPoster-pdf.pdf

•

Information about items which are not currently in stock, please see the template in Appendix 1

•

Delivering of medicines to patients. Download here: https://www.npa.co.uk/wp-content/uploads/2020/03/COVID-19-Delivering-medicines-to-patients-poster-March-2020.pdf

•

Public Health England posters for information about self isolation in different languages,
if appropriate for your pharmacy needs, can be downloaded here:
https://www.gov.uk/government/publications/covid-19-stay-at-home-guidance

Please refer to page 10 for where to find posters for other countries.

TRIAGE PEOPLE AT THE DOOR
To minimise the unnecessary patient contact with the whole pharmacy, triaging may be done via a
trained medicines counter assistant or volunteer (once appropriately trained) who has an understanding
of whether it is suitable to allow entry. If it’s just for browsing, this is not appropriate at this time, as the
government is saying to only go out for essentials.
Ask the customer:
•

What would they like from the pharmacy? (i.e. what are their reasons for wanting to enter the
pharmacy: is it OTC advice, general sales or prescription collection?)

•

Do they have a cough or fever?

•

If they are presenting with a pet e.g. a guide dog, they may be allowed entry to the premises, for
this purpose. There is limited evidence, but considered low risk, of the risk of transfer of COVID-19
from animals to humans is considered, compared to the risk of human-to-human transmission. If in
contact with a pet in the pharmacy, ensure hands are washed as per good hygiene advice outlined
in this guide

•

If the pet is living in a household of a known or suspected COVID 19 infected person they should
also be isolated in the house, as per guidelines for humans

Refer to our Pandemic training for volunteers to support your local community, which can be
downloaded here:
https://www.npa.co.uk/wp-content/uploads/2020/04/Pandemic-training-LD-Volunteers-2.4-April.pdf
Before the customer/patient enters the pharmacy, consider asking them to use a hand sanitiser –
if available keep a hand sanitiser at the door
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AT THE PHARMACY OR SALES COUNTER
•

Implement a two metre barrier using tape, or appropriate means

•

Install a Perspex screen if possible to protect both staff and pharmacy team members

•

Train and ask staff to alert people to comply with this social distancing (do not feel afraid to
tell customers to stand at the barrier). The better the staff can be protected, the reduced risk there
is for them to get infected and therefore your pharmacy can maintain adequate staffing levels

•

Where possible ask the patient to sign the prescription using their own pen, if they do not have this,
ask if you can sign on their behalf

•

Clean all surfaces down using disinfectant liquid/wipes or diluted bleach at least twice a day or
depending on when contact has been made with the surface by people entering the pharmacy

•

Clean the key pads for debit/credit card transactions, with disinfectant wipes after each use

•

Provide disposable gloves to staff that will be handling money and other items from customers or
people that they will have contact with (e.g. delivery driver). Ensure that there is no hand contact
with the face and eyes and that they are disposed of after each use
If a trained medicines counter assistant (MCA) is not available due to sickness/self isolation refer to our
Pandemic training for volunteers to support your local community, which can be downloaded here:
https://www.npa.co.uk/wp-content/uploads/2020/04/Pandemic-training-LD-Volunteers-2.4April.pdf
Please note: volunteers will not be permitted to sell medical products/devices, or hand out
dispensed medication

•

•

If needed, apply restrictions to the number of high demand items purchased by each individual e.g.
paracetamol, hand sanitisers and thermometers, to ensure there is enough for all customers

•

It may be sensible to keep some stock of these items separate for vulnerable/elderly patients

•

Pharmacists – refer to paracetamol downsizing of packs guide, if you have run out of stocks of
ready-made OTC packs of paracetamol only , which can be downloaded here:
https://www.npa.co.uk/news-and-events/news-item/repackaging-paracetamol-during-thecoronavirus-covid-19-pandemic/

IN THE DISPENSARY
•

Ensure that repeat prescriptions are not ordered too far in advance, and reassure patients that they
will get their medicines when needed

•

Delivering medicines – where possible ask for family members, friends and neighbours to collect
medicines on behalf of the patient. Where this is not possible, and you have a delivery service, use this

•

Display the NPA poster about delivery of medicines, on your shop window, which can be downloaded
here: https://www.npa.co.uk/wp-content/uploads/2020/03/COVID-19-Deliveringmedicines-to-patients-poster-March-2020.pdf

•

Delivery – Consider enrolling suitable staff members onto the NPA’s Delivering medicines safely and
effectively training course, it would be a good idea to select someone to do this now, as a
contingency plan

•

Dispensary staff may want to wear disposable gloves when handling prescriptions

CONSULTATION ROOM
•

Only take patients in this room for consultations if necessary and when you can maintain a suitable
distance from them – the two metre rule still applies

•

Consider where adjustments can be made so that a two metre distance can be created or a perspex
screen/s installed to provide a barrier between the pharmacist and the patient
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MENTAL WELLBEING
Being at the frontline, as pharmacists and pharmacy team members, you spend your working life serving
the public. During this challenging period with the COVID-19 pandemic, we want to emphasise the
importance to you, as valued healthcare individuals, in safeguarding your OWN mental health and
wellbeing. It is difficult to put yourself first when patient-centred care is your main priority; however,
looking after yourself is absolutely key.
We encourage all members of the pharmacy team consider the following ways to effectively manage
their mental health and wellbeing:
1.
•
•
•
•

Take care of yourself first
Unwind in the evening and ensure you get sufficient sleep at night
Maintain a healthy, balanced diet and ensure you keep hydrated
Ensure you get some fresh air daily
Refrain from watching the news too often, if this causes
excessive distress

2. Do not put too much pressure on yourself
•
•
•
•

Accept things you CAN control and do not worry about those
things you CANNOT control
Accept that not everything will be perfect – especially during
this difficult time
Prioritise the main tasks, leaving less important tasks aside for now
Be proud of how you are coping with all the added pressures –
you can only do what you can

3. Take a deep breath
•
•
•

During periods of high stress, take a break AWAY from the
dispensary to unwind
Breathe in for four seconds, hold for four seconds, breathe out
for four seconds and then repeat
Meditation is key for relaxation - consider doing this at home

4. Prioritise your mental health and wellbeing
• Limit the news and social media you access as it can be overwhelming
• Set yourself a time to STOP working and stick to it
• Plan different activities so you can switch off from work
• Motivate yourself to exercise on a regular basis – this could
be a short walk during your break
5.
•
•
•

Optimism is key - stay positive
Stay away from any negativity
Consider ‘virtual’ ways to stay socially in touch with others
Speak to others about any concerns you may have – you are
NOT alone.

Developed with support from the Mental Wealth Academy.
For further tips on safeguarding your mental health, refer to the following link:
https://www.npa.co.uk/wp-content/uploads/2020/04/Psychological-resources-v3.docx
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APPENDIX 1
WE CURRENTLY DO NOT HAVE THE FOLLOWING ITEMS IN STOCK:
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Disclaimer: The information published is, to the best of our knowledge, correct at the time of publication.
However, no responsibility will be accepted for any consequences of decisions made using this information.
Head and Registered Office: Mallinson House, 38-42 St. Peter’s Street, St. Albans, AL1 3NP.
All intellectual property rights, including logo, copyright and database rights, in material contained in, or referred to on our website(s),
printed or digital communications belongs to the NPA or our licensors. No content from our printed and digital communications or
our website www.npa.co.uk or any other site owned, operated, licensed or controlled by us may be copied, transferred, reproduced,
republished, modified, uploaded, posted, transmitted, or distributed in anyway. You also may not,without our permission, “mirror”
any material contained on our site on any other server. All prices correct at time of print. April 2020.

For further details:

01727 800 402

www.npa.co.uk/training
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training@npa.co.uk

