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Persons Present

Interviewer (I)

Participant (P)

___________________________________________________________________

I:	We have to record this just in case one crashes - [laughter] - to have like a backup. Okay, so, hello, this is interview number 12. Now, tell me about your experiences of consulting the Pharmacist in the surgery, in general practice. 

P:	Okay. I would think it is, I mean, I’ve just consulted her because I need to have some new…some more prescription, so she’s just gone through it with me to see what I needed and what I didn’t need, and there’s one particular thing that I take that she’s saying there’s a new one come out, so they’re going to try me on that, but I think it’s just the machine, the actual medication is the same, it’s just the…not the [bereaver], it’s another one, so I’ll give that a try. But yeah, she’s always…she’s quite helpful, sort of, telling me that I…so I have seen her once before as well here, so…

I:	Why is she helpful, can you provide any reasons?

P:	I think for the fact that you get quite busy, like, I’ve just been for a diabetic appointment, so I was seeing the nurse, and because she was there, she was then able to help me because of inhalers that I take some inhalers, and (name), the nurse, wasn’t quite up with what the inhalers were, so that’s why she was quite helpful in the way of doing what I needed, and probably because she’s a pharmacist, she’ll know the name of them, whereas the Nurse probably wouldn’t always know the name of the inhalers. So, yeah, she was helpful in that way. 

I:	Sure. Was it a matter of knowledge, the fact that she was helpful?

P:	I think, yes, her having the knowledge rather than…I’m not knocking the nurses, they’re brilliant here, and (nurse’s name) I’ve known quite well and she knows me, but like I say, she wouldn’t necessarily know what a…one of the inhalers was because I take two, I have a blue Ventolin and then I have a brown one as well, so she wasn’t quite sure the names of them and that’s why she called the Pharmacist. 

I:	Did the Pharmacist explain to you, like, thoroughly or not? 

P:	I don’t necessarily think she needed to explain thoroughly because I do know what the inhalers are, like I say, the one that she was explaining more about was the spiriva which is for my COPD, so she was saying that there is a new one, perhaps, we’re going to try you on that, so I think that’s what she’s given me, I won’t know until I go and get it from the chemist but again, that sort of knowledge, like, the Spiriva itself is a inhaler that you put a capsule into and then inhale it, but sometimes they do get clogged up and you have to clean them out, but she wasn’t sure if I’d had another given to me or if the one that I’ve got is the one that I’ve had for quite a while, so as to whether they have to get renewed because again, I wasn’t sure on that, so…

I:	Any other things that you liked during your time with the pharmacist in the surgery?

P:	Not liking, you don’t like going to the doctor surgery but…

I:	Well, yeah, I mean…

P:	Yeah, I found her quite helpful, quite pleasant, and I think sometimes when you’ve got somebody that understand or has the knowledge of them, they can then understand what your ailment is, you know, because she said it’s the Spiriva for COPD, which it is, but it wouldn’t probably have been something that I would have explained. But yeah, so she was quite knowledgeable in knowing what they were for or any of the tablets are for, and she just went through the list, “have you got enough of these?”, “do you need this one?”, “what are you like for the insulin?”, so yeah, she was very good like that. 

I:	How does you experience with the Pharmacist in the surgery compare to experience that you had in the past with other professionals in the surgery, is there any difference?

P:	Not really, no, they’re all very, very good here, they do care and I mean, I had an incident back in August when I was really quite ill, and I’d been here for like, three or four times in the week, and they then realised that I was quite bad and they sent me off to hospital, so they are very caring here and although you see certain doctors, like, I normally only see certain doctors, but they do talk to each other, so if one saw me and another one saw me for the same sort of thing, they would talk about it, so they are…they’re a very good team of doctors here. 

I:	Can you think of any other point that you have to do about the Pharmacist in the surgery in terms of your experience, your time with them?

P:	No, I think, like I say, it’s only really…I’ve seen her before today, it’s not really that many times that I, sort of, need to see a Pharmacist here. I don’t really ask questions next door either at the actual pharmacy but I think the fact that the pharmacist had done lots of study and they’ve obviously done education with learning about things that you sort of trust them because they should know what they’re on about, you know, if they’ve done lots of studying and exams and things for things like that, then they are quite knowledgeable, and I think that helps, you know…especially like things with like doses, you know, or make sure you…they sort of explain, “don’t take this unless you’ve got…you’ve had something to eat” and whatever, so no, she was very good, quite friendly, which is always good. 

I:	Yeah. What you didn’t like about this service, if there was any, with the pharmacist in the surgeries?

P:	No, I don’t think there’s anything I…

I:	Or what can be improved perhaps?

P:	Again, because I’ve only really had it twice, I couldn’t really say what to improve, it certainly was no different last time from what it is this time; she was very helpful and just went through my list with me of what I take and what I don’t take. 

I:	What additional expectations or needs you might have from Pharmacists in the surgeries?

P:	I don’t think there would be any, to be quite honest, because like I say, the whole point of a pharmacist is that they know they’re tablets, they know the dosage, they know what to take with it and what not to take with it, you know, not to take certain tablets on an empty stomach. I think that is part of their learning, isn’t it, so I don’t think there’s anything they could improve, not with my experience at the moment, only twice, you see, so…

I:	Good. What are the preferences you might have in the way the service is offered, so for example, access to the service, I mean, when I say service, I mean pharmacists in the surgeries?

P:	I don’t know, if I’m honest, because like I say, most times you’re here normally to see a doctor, like I say, the only reason I saw the Pharmacist today is because (nurse’s name) wasn’t sure on some of the tablets or inhalers that I needed, so it is better than having to make an appointment to come back and see a Doctor to get your prescription sorted, that sort of thing was done because she’s a Pharmacist, she can send it straight to the pharmacy, so I think that sort of thing is an advantage. 

I:	So, like the instant referral? 

P:	Yeah, because I don’t like to make an appointment to see a Doctor if I just need prescriptions quickly, because I can be a bit forgetful sometimes and think, “oh god, I haven’t ordered this”, but now that I’m on insulin, I am a little bit better, but there are times that I think, “oh god, I haven’t done that”, and if you’ve got a Pharmacist, like, if I hadn’t of done my repeat prescription today, and have it sent to the pharmacist for me to go and pick up, I might have had to make a Doctor’s appointment because the doctor would normally have to sign it, although it is sent straight to a pharmacy, but that sort of thing, it would be a Doctor checking it. So, the pharmacist probably takes a little bit of pressure off the Doctors, I would think. 

I:	So, it was like the Nurse that instantly referred you to the Pharmacist?

P:	Yeah, she said…because like I say, I wasn’t quite…I know what the inhalers are, but I don’t know what their names…I think one of them is Saputi or something, but there’s a blue one, which I think is Ventolin, and the brown one, so it sort of…because (nurse’s name) didn’t know the names of them, the Pharmacist being there helped, in a sense, getting it done quicker so that I could go and pick it up in a moment, so that sort of helps, rather than having to make an appointment and take Doctors time away. 

I:	I see, yeah. 

P:	Yeah. 

I:	Now, how do you think Pharmacists in surgeries could be better accepted by patients, by the public?

P:	Well, would they need to be accepted though, I mean, like I say, I don’t think that they would be unaccepted because it’s offering a service that is easier for you, so I don’t think that they would…

I:	Easier in what terms, can you explain?

P:	Well, like I say, again, for the fact that if I hadn’t have said about, “right, I need to do my repeat prescription”, and then because I wanted some Ventolin or one of the inhalers, because (nurse’s name) didn’t know, I might have had to have made another appointment to see a Doctor, or then go and bother the receptionist to get a repeat prescription, and then you have to wait for it, whereas this sort of thing is more instant. So, like I say, once I’ve finished here, I can then go and pick it up from the pharmacy. 

I:	It’s saved you time. 

P:	Yeah, absolutely. 

I:	Yeah. What do you know about patients’ awareness of this service of Pharmacists in the surgeries?

P:	I didn’t even know that there was, like I say, apart from the last time, but I wasn’t…I didn’t connect that it was something that happens all the time and if it does, it’s obviously…it is better for some people, you know, to go through your prescriptions and like I say, it is taking time away from the Doctors which is always good, they get so busy. 

I:	And how did you learn…you said that the nurse introduced you to the Pharmacist?

P:	Yeah, the Nurse said that the Pharmacist was here but I know that I have seen this Pharmacist before, and she said, “I’ll just get her to come and have a look for you”, because again, (nurse’s name), didn’t know the name or the Nurse didn’t know the names of the inhalers. 

I:	But what was the situation on the first place, so when you first learned about the Pharmacist in the surgery, how did you learn?

P:	I can’t remember last time but today was the Nurse saying, “do you mind having a word with the Pharmacist?”, it wasn’t like forced on me, she just said, “well, do you want to have a word with the Pharmacist and she knows more than I do”, so that’s always good. 

I:	How should the service, when I say ‘service’ I mean Pharmacist in the surgeries, be best promoted to the patients, if you can think of anything?

P:	I don’t really know, again, that would be an awkward one because the fact that it’s there, as to whether its’ advertised or something like that, because I mean I didn’t necessarily think about seeing the Pharmacist, whereas if it was something that they could answer for you rather than you taking a doctor’s appointment, it’s probably worth trying to make an appointment with them, and if you know it’s happening, like advertisements or something that you could see a Pharmacist if you want to. I mean, like I say, you can go to the Pharmacy next door and there’s a Pharmacist there, but I think if it’s also someone that you know or you know of, rather than a complete stranger because you’ve got to feel comfortable with that person as well to be able to open up about things. 

I:	Sure. How can this be advertised, the presence of a Pharmacist in the surgeries?

P:	I don’t know, probably up on the website, there’s the patient access website, that would be a thing, because as to whether you would have to make an appointment or not, I mean, I had an appointment with the diabetic clinic, so the lady was there for me to be able to talk to, but if you…probably patient access would do something, or even something out in the foyer here. 

I:	So, if I understand correctly, at the moment, you’re not sure if patients are aware that they have this choice?

P:	Yeah, I’m not absolutely certain, like I say, and I have seen her once before as I’ve said that I can’t remember what that was about, but yeah, I think it is probably a good thing if it is taking the pressure off some of the Doctors, if it’s just a case of talking about medication, it is something you could talk to a Pharmacist about. Because again, I wouldn’t have thought they would do anything off their own backs, they would have to find out from a Doctor as to whether you could take this thing, but yeah, no, like I say, I just think maybe the patient access is a good thing, but not everybody has computers, I mean, I use the patient access myself quite a lot. 

I:	What do you mean with patient access, is it like a website?

P:	You’ve got a website that is connected to this surgery, and you can check your appointments, like, it was telling me I had an appointment today, you normally get a text message to say you’ve got this appointment, just to gently remind you. So, that is good that patients of this surgery, you can book appointments on it as well, doctors’ appointments, you can check at half past six at night, and you can find out if there’s appointments. If something like that, if somebody just wants to talk about their tablets, because things like, next door at the pharmacy, they sometimes want to talk to you just to go through your medication, so rather than doing that, you could do that with the Pharmacist here because it’s the same sort of thing, it’s somebody talking to you about your medication and again, because it’s a Pharmacist, they know what medications are for or what use they’re for. 

I:	Do you have this choice of patients access at the moment, to choose to see the Pharmacist specifically? 

P:	I’m not sure, I haven’t looked personally but I’m not quite sure, I haven’t…

I:	But it might have been a good thing?

P:	I would think it would be a good thing, you know, if you know that they can book your medication for you and send it to the pharmacy, like I say, taking the pressure off the doctor would be good like that because they’re under a lot of pressure, I believe, but that’s what I would think. 

I:	Great. Now, tell me about how would you have preferred to provide to give feedback on this service, on Pharmacists in the surgeries, as a patient, what might have been the easier or quickest way?

P:	Well, I don’t know, I mean, you sometimes get questionnaire things that you can fill in. I wouldn’t put any particular one thing down to it, like I say, this is for your studies, which is, you know, a good way of…

I:	Well, this is a way of feedback. 

P:	Yeah, it is a feedback form. 

I:	But what do you think might have been the best for the patient public or the easiest or the smoothest?

P:	I don’t know. I don’t think this is bad, like I say, you can get little questionnaires if you’ve got an appointment with the Pharmacist, that sometimes when you come, you might have something saying that there’s a locum doctor and they’ve got someone in learning, that sort of thing, just your feedback on that to say questions, how did your find your appointment today and was it good for you, that sort of thing on feedback is always good. 

I:	Like, short?

P:	Yeah, short and sweet, yeah. 

I:	Short questions. 

P:	Yeah. 

I:	Yeah, okay. Now, overall, do you have anything else to share with us in terms of your experience with the Pharmacist in the surgeries, so any things that you liked, anything…you’ve already said plenty but anything else that you liked?

P:	No, I found her quite friendly and I think that’s always good, you know, to have a happy, sort of, posture about you, but no, there’s nothing that…

I:	You said friendly?

P:	Yeah, she was very friendly, you know, and I think somebody looking you in the eye as well is quite a good thing rather than avoid looking at you, but yeah she sort of looked me straight in the eye and…

I:	Why is this good?

P:	Well, I think because sometimes if you’re not looking at someone, you’re probably wondering with your mind, whereas, she was concentrating on me at that particular time. 

I:	Yeah, that’s great, yeah, very good point. Anything else that you have to share overall?

P:	No, I think that’s fine. 

I:	Any improvements or anything?

P:	Well, I don’t think, like I say, I’ve only really used the service today and something some time ago, and I can’t even remember what it was, but I have met the lady before, it might have been in my dark period back in august when I wasn’t very good, so it was probably that. 

I:	Great. Are you happy to stop the recording?

P:	Yeah, absolutely, thank you. 

END OF INTERVIEW
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