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[bookmark: _GoBack]I: So. Hello. This is interview number 1. Ready?  
P: Yeah. 
I: So, tell me about your experiences of consulting the pharmacist in the general practice. 
P: Excellent. Absolutely excellent. I have had a lot of experiences with doctors but this is my first in the last 12 months being involved in the NHS as some difficult times and reforms. But my experience previous to that either it was (private surgery and hospital names – inaudible) and I can name you every doctor apparently and I find this concept of pharmacists here not only deals with medication purposes but also mentally in my mind was talk, able to speak and talk. Quite frankly other diagnoses like simple flu whilst I am having my monthly meeting, when in, it saves me attending a doctor. He is like three in one, he is almost like a psychiatrist (laughter), he serves the medication and if I have a little bug or something on me, I don’t need to make a doctors’ appointment because he just tells me what’s wrong with me basically such as a flu then (suppose…) take some paracetamol bla, bla, bla. I do not understand how this formal practice has not been introduced 40 – 50 years ago. I quite simply don’t. I find it absolutely … Quite frankly if I wasn’t (pharmacist’s name) the pharmacist that I see, I possibly wouldn’t attend. I am supposed to attend once a month and if it wasn’t the pharmacist that I come and see so then go through and whether, and bla, bla, bla… If it was the doctor I had to go through this rigmarole then probably I would miss my appointment. That is the truth. 
I: So what is particularly useful with the pharmacist? So you said that you might attend the pharmacist’s appointment but not the doctor. 
P: In the sense that he seems to be every bit as knowledgeable as a doctor, quite frankly, he doesn’t pretend to be a doctor (if there is something serious, he will say ‘look, you need to be speak to the doctor about that’). He is very wise in all different ways, we have various conversations for different things and he is completely explanatory in all aspects especially on the needs of the medication I am taking. 
I: Can you expand a little bit this explanatory. 
P: Yeah. Do we need to start lowering it or highering it? And because we see each other once a month for the last 12 months, we’ve become very familiar. And he can almost tell before I speak to him to tell him: ‘I can see we don’t need to lower it this month’, some months he even says ‘do you feel comfortable if we had to lower this month because of’ and off he explains it and of course this time of the year is quite difficult for everybody at the best of times. He is just very understanding and it saves the routine of seeing a doctor and then seeing a pharmacist after that. It’s almost two in one, whilst he never pretends to be a doctor, it’s almost two in one for something minute which I would probably bring to make an appointment to see a GP for. While I am in the surgery I will say ‘Oh, by the way, I’ve got a runny nose, I’ve got this, I’ve got aches and pains’ and he will ask me to go through and he’ll say, he will make arrangement for the doctor if I wish but in his opinion (which I trust – it has always been right) but it’s minor. If it’s something serious, of course he’ll put me to the doctor but thank God it hasn’t been anything serious.
I: So, any other things that you like with this service? 
P: I honestly just don’t understand how it's been this way. I had stopped all my private practices due to financial problems in the first place but even if that wasn’t the case I wouldn’t swapped from what I am doing now. When I go the (name of private clinic), I am not gonna mention names of doctors and I can name 50 of them, they prescribe you something for the sake of prescribing it (whilst they are very good physicians) then they send you across the road to different place to see a different doctor and send you to different places to see a different doctor. Quite frankly looking back in my last 12 months with (pharmacist’s name) here in this surgery, I see what all the scenarios were in (private surgery’s name) they almost turn me into a hypochondriac, quite frankly, they almost make you believe there is something wrong with you. I am not putting the doctors down, all of them are wonderful physicians, but I think this service is wonderful, I just think this is a great thing and there's a monthly appointment, there is not much waiting with (pharmacist’s name), whereas with the doctor understandably all depends on the patient prior to you, there's waiting. And it's an in and out service and I do think he frees up, in my opinion, he frees up a lot of GP's times within the surgery because he, I am not trying to say that he is acting as a doctor and diagnosing things but a lot of things are quite simple that he knows, and he can prescribe a remedy for that but actually without the need of seeing the GP.
I: So one thing is knowledge, as I can understand so far.
P: Yeah, absolutely.
I: The other one is accessibility, so how easily you get to see somebody in the surgery.
P: Yeah, quite frankly, my opinion quite frankly, I think they should broaden this, they should give pharmacists proper training, especially pharmacists in the shops, they should give them the ability to you know what.
I: When you say in the shops you mean community, right?
P: So yeah on the road, you go in to a chemist to get your prescription and so and so forth. Quite frankly, I think any chemist that's setting up a shop should have some sort of surgery also. It would free up so much of GP doctors' time.
I: OK. But what would that mean for you? I mean for people like you?
P: I think it would mean everything because you just walk down, you become familiar with your pharmacist and they seem to be as knowledgeable as anybody in dosage or requirements of your medication. Obviously they are very clever people, if they see the need that you should return to the doctor maybe after six months when they've seen you for more consultation, they will do that, but it's so, it's really just so handy, is the word, it's so easy, so handy and quite frankly it just saves everyone's time. Everyone's time. Before that I would end up going to A & E, I would now come and see (pharmacist’s name) first. I would make an appointment to see (pharmacist’s name) first so if he says “Oh no, you need to go”, then I'll go. Absolutely it saves me going to A&E or anything like that.
I: So it saves your time as well.
P: Yes, saves time, effort, everything. And I believe it saves GPs, a lot of GPs’ time.
I: Oh that's a different...
P: To deal with people that actually need to actually, as opposed to minor, some people coming in with a flu or a temperature.
I: Are there any things that you didn't like with the service so far?
P: No. 
I: I mean you know you can freely express that.
P: I am freely expressing myself. None. Currently, none. I actually think that it is one of the best ideas that the NHS has come up with.
I: Anything that can be improved with the service? And how?
P: To introduce it to all surgeries. I speak to other people that they haven't got it. You speak to people, you speak to your friends, I speak to my friends and whatever their surgeries, their doctors that they go to, they don't have this facility.
I: So what does this mean?
P: So you asked what can be improved, what can be improved it should be rolled out, it should be rolled out across the country quite frankly.
I: That's an improvement, yeah. Do you have anything?
P: And if it gets busier, then they should put two pharmacists in a surgery, depending on how big the surgeries are and I will bet my life on it that it will free up so much GP time that more people will get to be seen faster, quicker times and probably negate the reason that they come to the doctor in the first place. Which is why I say that if it was introduced to the local high street instead of people ramming and jam packing GP surgeries or A&E, I think for a lot of things people could speak to the local pharmacist, depending on how good he is. You know I'm not just saying walk in to the shop, that someone just uses something for the sake of something but if it was prescribed  by a doctor from there on in and you are going for a repeat prescription just to go to, why should you continuously have to go to the doctor for a repeat prescription when the pharmacist knows exactly the same as the doctor, if not better, what this prescription is doing for you.
I: You mentioned that you spoke to some friends that didn't have this facility, this service.
P: Yes.
I: Have you heard anything in particular?
P: All you hear is people complaining that they ring for a GP appointment and they can be at death's door as far as they are concerned and maybe it's very bad influenza, the flu and they need to see the doctor and you ring the surgery and it's Monday and they tell you we can slot you in at 12.30 on Friday. Well that's no good to anyone because quite frankly the body will almost heal itself by Friday. In my opinion. But if it happened to be something more serious than a flu then that person could be dead also by Friday. So with a pharmacist on board on the thing, he can look at you and if he feels what it is and if he feels it it's something more serious well then I'm sure he would speak to the doctor and say, “well actually doctor I've looked at this guy and I don't think he needs to wait till Friday, you actually need to see him now”. Or he might just tell you, “go home and take honey and Lemsip and you are gonna be fine”. It's a faster, faster system, it's a better system and quite frankly I'm just bemused as to why it hasn't been introduced previously.
I: So the way you access the surgeries is the biggest difference, is it? So I'm coming back again to this, so far I think.
P: Yes.
I: What additional expectations or needs do you have from the service, if any?
P: None, none. He is always there at the end of the phone if it's not working out. He's almost become a friend but he's almost become a doctor, psychiatrist for want of a better word. These are probably wrong terminologies, he's almost become three in one. He is there when you need him and there is no problem getting access to him as opposed to a GP. And as I say he is almost three in one but he doesn't step over the line in the fact that if it is something or if he feels there is something that you actually need to see a specialist or a doctor about, he will, you know. But I feel more than confident in the time I've spent with (pharmacist’s name). I feel more than confident that any symptoms or whatever that I may have, even though that's not what I'm coming to see him about, but his diagnosis of the thing, or he says “look you are running a temperature, you have a fever or whatever, we can get you some blood tests run now if you wish, but my opinion is if you go home, take some rest, if you don’t feel better in two days, then two days you'll be as right as rain”. I feel confident in him, every confidence, actually more confidence than when it's a doctor, because I've been to a lot of doctors and it's the same thing. It is the exact same thing. And nine times out of  ten doctors try to cover themselves anyway and will send you to somebody else, the A&E or they will send you to somebody else to get blood tests or to do whatever, bla, bla, bla.
I: So why is this?
P: I don't know why that is. I've experienced a lot of doctors in my time for various different reasons. One, which I believe (pharmacist’s name) and I were speaking about because I was paying a lot of money to doctors and they would palm me off to one another. And I am not a great taker of pills, I just don't like taking them, they don't agree with me, sometimes you know private doctors you pay thousands of pounds to and whilst they are good doctors, I'm not saying they are not good doctors, they are some of the finest, they tend to always send you to a colleague (private hospitals’ names) at another hospital.
I: Whereas what's the difference with the pharmacist?
P: I just find it far more, I find that half of the problems that I thought I had I've never had at all and quite frankly a lot of doctors made me feel quite a hypochondriac, that you believe no stop.....What's the word for that?
I: You believe that you have something.
P: Yes, that it's not there at all. It's just not there. With a pharmacist it's just straight speaking and if he feels you need to see a doctor thereafter, he'll arrange it .It's a wonderful service and quite frankly I would not even be disappointed I would be decimated if they have to stop. That is the truth, it's so so handy, it's so useful, it's just so handy. And again and again, the point is how has it taken anyone so long to come up with this. I come to see (pharmacist’s name) because it's a repeat prescription because he is the pharmacist. Why take up the GPs time half an hour, and how far sitting down with me, going through the same thing, I can't even explain. Can anyone explain that to me? When somebody else needs that GP and I'm sitting down because I just need a repeat prescription.
I: It's an open ended question.
P: It's quite simple really.
I: You kept saying about three in one. Can you expand a bit more on that? Because I'm not sure I fully understood what you meant.
P: Because I feel he negates the need for me to see a GP, except he tells me differently, he normally deals with nine or ten issues I have, everyone gets a common cold, everyone gets whatever and if he feels that I need to see a doctor, he's not afraid to say, “well that's out of my remit, I think you should see the doctor”. So therefore he is the pharmacist for a repeat prescription, and he negates the need for me to continuously go to a GP, and quite frankly he's always got time to talk, discuss and you get a better feeling of well being after leaving him, so psychologically in a way as well, and I'm not saying he is pretending to be a GP or pretending to be psychiatrist but I'm saying that almost the access is three in one. You feel a sense of security after leaving him quite frankly.
I: OK, it's the pharmacist aspect, the GP aspect and the third one?
P: Psychology in a sense, you've left there and you feel as if you've opened up and spoken to him, I mean before he writes the repeat prescription he's not just gonna write the prescription for the sake of writing it, he wants to know how your month has been since he has last prescribed it and you go through in detail and he is there to listen and he understands.
I: So it's not just a tick box exercise you say.
P: Yeah, not. He doesn't just give you a repeat prescription for the sake of giving it to you. Do you know what I mean? I mean he may wanna lessen it, he may wanna stop it, he may wanna increase it. But before all that, because  we meet once a month, he goes through what's happened in that month but in an inadvertent way by doing that, which is his job just to make sure that you do need the repeat prescription, in an inadvertent way explaining to him what your month has been like, gets off your head everything that you normally wouldn't speak to someone about it. You say oh I've been through this, these levels were high, that wasn't low or the difference between the highs and lows or whatever, so all of a sudden it's almost psychological as well. You've left there you've explained your entire month's default. Do you know what I mean? It's almost like a three in one service.
I: So it's a thorough.
P: Psychological, without him even knowing me, he is only doing his job to see do you actually need the repeat prescription. But by actually getting you to explain to him your full month of what has happened through your life during that month, it's almost like psychological well being as well. You know I know that's not the reason he's there for but by default it happens. You get all that emotional of why you feel you need the repeat prescription or whatever.
I: So how does this affect you? This comprehensive approach?
P: Absolutely brilliant. Absolutely top drawer. And quite frankly as I said to you, I've seen many people from (private clinics) to the best positioned doctors in the country and I wouldn't swap it for the world. I wouldn't swap it for any of them. Honestly. I feel more relaxed, I feel at ease, and it's just easier and you know he is always on time, of course there are some little over runs, some people have more things to say than others, but you could have an 11 o'clock appointment for a GP and you won't be seen until 12-12.30. With the pharmacist, it may over run over 5 minutes, it may be 10 minutes but no more than that. He is not there to physically examine anyone, so the time element as well, you're given a time slot and you're in and out.
I: And why do you think this is? I mean you know time accuracy with the pharmacist.
P: Because he's got patients given to him and it doesn't take as long, he is not a doctor, he doesn't have to examine you and do you a full examination and then sit down and talk through what happens and then....So it's not the doctor's fault, I'm sure any doctor doesn't want to be late for the next appointment, but it depends on the patient coming in and what condition they are in and how they think they actually are and so on and so forth. But with the pharmacist, he's going through the repeat prescription, what's the best course of action, we can't keep you on this medication for ever, we need to up your dosage because it's not working, as simple as that and you know, so, the time period, how far a slot given between each patient is adequate.
I: So this goes for the patient as well. The accuracy in terms of the time. What other preferences do you have in the way the service is offered, for instance, the way you access the service. Are there any?
P: No, I leave him and before I leave him I get texted for my next appointment.
I: Do you get this text?
P: Yes. I mean. Do we have a lot more?
I: Well it's up to you but we can pause you know.
P: No it's just the car parking. I'm gonna get a ticket soon.
I: Oh. So you said that you don't have any other preferences in the way the service is offered?
P: No, it's fine. I wouldn't change it. The only thing I would do is roll it out more. And I'm sure that in 12 months the NHS would see the benefit of that. You would see less doctors’ appointments, you would see for a start doctor's appointments having to do repeat prescriptions, you would see it just frees up GPs, I mean I'm bemused, I don't know why somebody has not come up with this before.
I: That's all useful to know. How do you think pharmacists in general practice could be better accepted by patients?
P: I think from the experience I've had, I think they would be.
I: But how? They would be any way you mean?
P: They would be totally accepted. As I say, I think it should go further. I think it should be rolled out to main high street. It should be rolled out to the main high street. Instead of making an appointment with your GP go and see a pharmacist. Every pharmacist in the shop, in the high street shop, should have a little office like this where there is a pharmacist that you can sit down and speak to him who would make a decision that you actually do need to see your GP or “no, do you know what, I've got something here on the shelf that would work for you”. If they want to make savings on the NHS believe me that is the best way to do it because I would say that people that make doctor's appointments and things, I mean of course there are lots of people with lots of serious things wrong with them and you need doctors, of course but a lot of it is trivial. They can be dealt with by a pharmacist.
I: So what do know about patient's awareness of the service?
P: They know nothing of it. Nobody knows anything of it.
I: So that's my point. How can we?
P: You need to, The NHS spend money on broadcasting on the television and tell everyone quite frankly, if you feel whatever way, see your pharmacist first. See your pharmacist first. Be it a high street, wherever, see your pharmacist first, he will then advise you that you do actually need to see a doctor. It will save the patient's time, will save the doctor's time, and will save the NHS money, it saves everything. You should just get it out on television and everywhere you like on adverts, if you feel like X,Y,Z, see if there's a pharmacist first, nine times out of ten I will guarantee you he can come up with a solution. And if the pharmacist feels that you need to see a doctor, then go and see your doctor. I guarantee you that that is the way forward. And if you ever become more famous and you win a Nobel Prize, you can remember me saying to you that we were the ones who spoke and we rolled it out all over Britain with (pharmacist’s name) and it was ground breaking.
I: You already mentioned a few things but how should the service be best promoted to patients? Do you have any other opinions on that?
P: They need to tell them about it. You know, if I told you that leaves were worth money, well then you go and pick them up. But no one tells you that the leaf is worth money so you just walk past them on the street. People need to know. Nobody knows this. I didn't know this. I didn't know that there was an in house pharmacist in a GP surgery that saves the need for seeing the GP.
I: Any other ways on how patients can know about the service, can become aware of the service. Any other views on that?
P: Doctors themselves say after an appointment, well my advice to you is if X, Y and Z, you pop into your local pharmacist first. And he will suggest whether you need to see your GP or not. And nine times out of ten, he's probably got what you need behind the counter anyway.
I: When you say your local pharmacist, do you mean in the shop?
P: I mean high street, that's what I'm saying, someone should say that in the high street if you are trained for a trading licence as a chemist, as a pharmacist on the high street, they should, the regulations should say that there should be a pharmacist on site, in an office room that's prepared to speak to the patient and then say “right, do you know what? I've got a bottle of Nurofen or whatever on the shelf, that will work for you”. Or “do you know what, this is a far more serious condition, you actually need to go make an appointment with your doctor, or go to A&E”. The pharmacy is a far better place to tell a person. The people throughout England will much prefer to be on the high street even if they've got the flu themselves, they're still gonna be on the high street and do shopping. To be able to pop into a pharmacist and say “Can I see you for a second because I've got X,Y and Z, I've got a sore throat” or to make a GP appointment. Which is easier?
I: But at the moment it's not quite happening. I mean pharmacists are mainly in the surgeries at the moment to deal with issues like how can this service, this concept, so that pharmacists in the surgeries can be best promoted to patients.
P: I don't know. This is the point. I don't know of any other surgery where the pharmacist is on site. I don't actually, if you ask me, I don't know any other doctor's surgery where the pharmacist is on site. Do you?
I: Well I know some more surgeries.
P: Of course. But I don't know any other.And none of my friends know any.
I: So coming back again to this, how can the presence of the pharmacist in the surgery be best promoted to the public?
P: It has to be told.
I: How?
P: You've got to tell. You tidy up my story verbatim. Tell it. Tell it, it's a fact. People won't believe the change, people want to be in and out as well. They don't want to be sitting around and a mother with a child in a pram for two hours in a doctor's surgery while everyone is coughing and snorting. See if the pharmacist thinks that you need to see the GP, well then you must. But I'm sure nine times out of ten, I'm sure he can prescribe something that will remedy the situation.
I: Maybe at a more formal level. How can it be best promoted?
P: The doctors. The doctor, when he is finished with his patient and says, by the way, when you have something like that the next time, please make an appointment to see the pharmacist. And if they say no, we don't want them, then the doctors have got to be stern and say well, you're taking up my time unnecessarily. You have a cold, you have a sore throat. See the pharmacist and we will give you a lozenge. Quite simple.
I: This is a very good point. Any other views on this particular aspect?
P: No.
I: Tell me about how you would prefer to give feedback on the service?
P: Yeah just text me but I really have to go now.
I: How much time have we got left?
P: None.
I: OK. If you can answer just this, how would you prefer to give feedback on this service?
P: In what sense?
I: Which way, for example, through a questionnaire, whatever.
P: Questionnaire. Email me a questionnaire and I'll sort it out.
I: Face to face like we're doing now. I mean what would have been the best way for you and what you think would have been the best way for the rest of the public that experience this service, to provide feedback. 
P: For the rest of the public they will need to come and see someone like yourself. Because questionnaires are a waste of time, people just tick boxes to get them off their phones, they are not interested in it. But if they see someone like yourself who can actually go back to where it matters, and say look, this is what everyone is saying to us, well then, someones got to take notice. So you know, you've put a lot of time and effort into this and so we've been interviewing X amount, a thousand times people who are all saying the same thing, this is what works. But if you start sending e mails and texts, well I myself look at surveys and just to get them off the phone, tick whatever, especially when it says please put your comments on there. I am too busy, I don't want to do it. So it's pointless. Unfortunately, it's gonna take man power like yourself to come around and actually physically see somebody.
I: Like face to face with somebody. You think it would be the best?
P: Yes. That's what I think is the best. It is without a doubt the best.
I: Well, we are nearly done. Do you have anything else to add overall? Any concerns, any other views?
P: No, I think I've expressed everything that I was feeling about it. Normally I don't take part in this sort of thing but because I felt this is quite important, that's why I went back and said Yes, I will. I think it should actually be rolled out nationwide.
I: So shall I stop the recording then?
P: Yes , sure.
