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Section 1 Introduction 

Section of Specification Specification Detail How to respond Supplier response 

1.1 Offers are invited for the supply of Pharmaceutical Wholesaler Services for Trusts within the boundaries of the Peninsula Purchasing & 
Supply Alliance (PPSA). Response not required N/A

1.2

Participating PPSA Trusts include: 

Northern Devon Healthcare NHS Trust
University Hospitals Plymouth NHS Trust
Royal Cornwall Hospital NHS Trust
Royal Devon & Exeter NHS Foundation Trust 
Salisbury NHS Foundation Trust
Torbay & South Devon NHS Foundation Trust
Taunton & Somerset NHS Foundation Trust 
Yeovil District Hospital NHS Foundation Trust
University Hospitals Bristol NHS Foundation Trust
North Bristol NHS Trust
Royal United Hospital Bath NHS Foundation Trust
Poole Hospital NHS Foundation Trust
The Royal Bournemouth and Christchurch Hospitals NHS Foundation Trust

This list may be subject to amendment during the framework period (initially 24 months) due to reasons such as Trust mergers, boundary 
and name changes. 

The PPSA reserves the right to extend the benefits of this framework at any time during the framework period to any NHS trust within the 
boundaries of NHS South West. In this event the PPSA reserves the right to review volume and associated pricing. 

Please confirm your 
agreement and 
understanding.

1.3 This Specification is based on the “National Pharmaceutical Wholesale Specification September 2017” developed by a working group of 
the National Pharmacy Procurement Specialists and the Healthcare Distribution Association. Response not required N/A

1.4 Estimated total annual spend for a calendar year for participating Trusts is c£50 million per annum. Response not required N/A

1.5 The PPSA expects at least a discount on 'Non Contract Spend' of 12% for any given spend.  Please refer to the evaluation methodology 
in document no. 2, section 5.  

Please complete 
document No. 6, Offer 

Schedule

1.6 The Supplier should include within their tender response an up-to-date list of the pharmaceutical manufacturers for which they are an 
approved distributor for.

Please provide an up-to-
date list.

COPYRIGHT© 2019 Peninsula Purchasing and Supply Alliance (PPSA).  All rights reserved. 
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Section 2 General 

Section of Specification Specification Detail How to respond Supplier response 

2.1

This framework is for the provision of safe, legal, efficient and cost effective pharmaceutical wholesale services comprising the delivery 
of medicines and other pharmaceutical products (referred to henceforth as the ‘Service’) to Participating Trusts detailed above.  

Medicines will include standard packs of tablets and capsules, injectable products, specialised antibiotics, Cytotoxics and controlled 
drugs. 

Participating Trusts may require deliveries to one or more delivery points which may change from time. 

During the life of this framework Suppliers are expected to work with Trusts, where reasonable and practicable to meet the needs of the 
changing landscape such as seven day working or projects which integrate clinical pharmacy services and support risk avoidance and 
clinical governance agendas.

Please confirm your 
agreement and 
understanding.

2.2 The Supplier must ensure all appropriate licences for the wholesale of pharmaceutical products are maintained including Wholesale 
Dealers Authorisation and Home Office Licences for the Storage & Supply of Controlled Drugs (all schedules).

Please confirm your 
agreement and 
understanding.

2.3

Throughout the life of the framework, the Supplier must comply with all current legislation  and any new legislation. 

This should also include working in partnership with the PPSA and in line with the DHSC, to deliver on current initiatives such as EU Exit 
to ensure service continuity and the 10 year NHS Plan.   

Please confirm your 
agreement and 
understanding.

2.4

NHS England Procurement Strategy

The Supplier should be working towards compliance with relevant NHS e-procurement strategy encompassing Scan4Safety (GS1), 
PEPPOL and Falsified Medicines Directive (FMD) legislation.  https://www.gov.uk/government/publications/nhs-e-procurement-strategy   

Please providing 
supporting evidence

Score 0-5

2.5

If any part of the Service is sub-contracted by the Supplier to a third party, all requirements of this specification must be extended to the 
sub-contractor. The Supplier must inform the PPSA of any intention to sub-contract any parts of the Service at the start of the framework 
or at any point during the life of the framework and to ensure sub-contractors meet the requirements. 

The Supplier must give adequate prior notification to the PPSA before any changes to sub-contracting arrangements affecting the 
Service.

Please provide a list of sub-
contractors and detail any 

aspects of the tender 
intended to be sub-

contracted for the PPSA to 
approve.

2.6 The Supplier must hold sufficient stock of a range of pharmaceutical products including, but not limited to, hospital lines made available 
through the wholesaler route by the pharmaceutical manufacturers.

Please confirm your 
agreement and 
understanding.

2.7 Products supplied against orders must have an appropriate product authorisation e. g. Product Licence or CE mark. The supply of 
products that do not have appropriate authorisation must be agreed in advance with the Trust.

Please confirm your 
agreement and 
understanding.

2.8 The Supplier must have a website accessible by Trusts showing stock information, Trust specific prices and availability from the local 
depot. 

Please confirm your 
agreement and 
understanding.



2.9

Stock Information

The single website should have visibility of live stock levels available to the region, the ability to download invoices and credits which 
should be integral to the main website.  All financial information should be available to view from the point of delivery.  A process to 
manage ‘To-follows’ on any outstanding purchase orders should be part of the integral website.  

Please provide supporting 
evidence.

Score 0-5

2.10

Sourcing Policy

In the event of stock-outs the Supplier should take responsibility for supply.  

If the Supplier is unable to supply the specific, ordered products they should detail in writing how they will source the products in line with 
the specification and contracted pricing.  This may include but not limited to; to source products from alternative depots, if the designated 
local depot is not able to supply.  

The timescales involved with the above process are to be agreed with the Trust(s) on an order by order basis depending on the severity 
of the stock-out situation.

Please provide supporting 
evidence.

Score 0-5

2.11 The Supplier must not substitute any product ordered (including pack size) unless agreed by the relevant Trust.
Please confirm your 

agreement and 
understanding.

2.12 Unless agreed in advance or reasonably incompatible with the product (e.g. fresh gluten free bread), the Supplier must not supply any 
product with a shelf life of less than 6 months.

Please confirm your 
agreement and 
understanding.

2.13 If a product with less than 6 months shelf life is delivered to the Trust the Supplier must place no restrictions on return of these products, 
if deemed unacceptable to the Trust, so long as the product is returned using the agreed returns process.

Please confirm your 
agreement and 
understanding.

2.14
The Supplier must take an active part in the management and distribution of stock in critical shortage situations and work collaboratively 
with the NHS, the Department of Health, the Commercial Medicines Unit, manufacturers and other wholesalers to manage supply or the 
re-introduction of product into the supply chain in a safe and effective manner.

Please confirm your 
agreement and 
understanding.

2.15
Process for managing To Follows/Back Orders

The Supplier should have a process in place for the creation and management of back orders and to-follows.

Please provide supporting 
evidence

Score 0-5

2.16 The Supplier must have a returns policy which, as a minimum, complies with the current guidelines on Good Distribution Practice of 
medicinal products for human use.

Please confirm your 
agreement and 
understanding.

2.17 Items must be delivered in outers or pallets if requested on the order.
Please confirm your 

agreement and 
understanding.

2.18 Products which are damaged or spoiled on receipt must be withdrawn and uplifted by the Supplier at their expense in compliance with 
Good Distribution Practice and the Falsified Medicines Directive.

Please confirm your 
agreement and 
understanding.

2.19

In the event of a product recall, initiated by either the manufacturer of the products, the Secretary of State for Health or MHRA (or any 
similar body), any affected stock held by the Supplier must be quarantined and prohibited from onward supply. The Supplier shall, at its 
own expense, arrange for the collection of any products delivered but unused, including part packs, according to the MHRA / 
manufacturer guidelines.

Please confirm your 
agreement and 
understanding.



2.20

Customer Services Helpline

The supplier is to provide a manned customer services helpline.  The following attributes are a minimum requirement:- 

*  A helpline available from 9:00am to 6:00pm, Monday to Friday.

A number of PPSA Trusts have extended Pharmacy opening hours and/or 7 day working therefore, it is preferential that the Supplier has 
a current manned customer services helpline with extended opening hours.

Please provide supporting 
evidence.

Score 0-5

2.21 Telephone call rates associated with this Service must not exceed typical local rates.
Please confirm your 

agreement and 
understanding.

2.22 The customer services helpline staff must have the ability to view all branch information in terms of stock levels, stock availability and 
picked goods awaiting dispatch with accurate delivery time information.

Please confirm your 
agreement and 
understanding.

2.23 Wherever reasonable and practicable, supplier staff visiting Trusts must comply with Trust level protocol and procedures whilst on site.
Please confirm your 

agreement and 
understanding.

2.24 The Supplier must maintain compliance with relevant quality and environmental standards.
Please confirm your 

agreement and 
understanding.

2.25

Ability to meet 7 day working requirements

The Supplier should support the Trusts to meet the requirements of a 7 day working week, including Bank Holidays, during the life of the 
framework. For the avoidance of doubt, during the life of this framework, Suppliers will be required, where appropriate and reasonably 
practicable, to extend delivery schedules and a manned customer services helpline with appropriate notice and engagement to meet 
evolving demands of the Trusts.

Please provide supporting 
evidence.

Score 0-5

2.26

The Supplier must maintain a list of qualifying, non-qualifying and reduced wholesaler discount lines available to Trusts via its website. 
This must be kept up to date at all times in alignment with the frequency of change of information contained within it. Furthermore, The 
Supplier must operate an appropriate mechanism to notify Trusts of updates to this list as they are published: unless agreed otherwise, 
this shall be an email to the Trust’s designated contact.

Please confirm your 
agreement and 
understanding.

Section 3 The Company 

Section of Specification Specification Detail How to respond Supplier response 

3.1 The Supplier must provide details of its company profile, including staffing and patient portfolios. 

Please provide supporting 
evidence

Not scored

3.2 The Trusts reserve the right to inspect the facilities of the Supplier, prior to the tender award.
Please confirm your 

agreement and 
understanding.

3.3

The Supplier must describe the process of recruitment, training and validation of all staff, including a DBS (disclosure and barring 
clearance), on commencement of employment. This will be in line with GDP.

Please provide evidence of a continuous training policy with your tender response.

Please provide supporting 
evidence.

Not scored

3.4 The Supplier must detail any standards held by their company, e.g. ISO accreditation, Investors in People, etc.

Please provide supporting 
evidence

Not scored



Section 4 Environmental Policy 

Section of Specification Specification Detail How to respond Supplier response 

4.1

Environmental and Sustainability

Suppliers  must submit details on how their company is addressing environmental and sustainability issues in relation to this framework 
and also explain the measures they are taking to reduce their carbon footprint. 

Please provide supporting 
evidence.

Not scored

Section 5 Storage and Distribution 

Section of Specification Specification Detail How to respond Supplier response 

5.1 The Supplier must adhere to GDP Guidelines in accordance with the MHRA for storage and distribution of pharmaceutical products.  
Please confirm your 

agreement and 
understanding.

Section 6 Delivery 

Section of Specification Specification Detail How to respond Supplier response 

6.1

Cut-off times

Extended cut-off times is deemed advantageous to enable Trusts to meet the flexible patterns of working such as evening shifts and 
weekend working.  

Please complete Appendix 
1 in this document - 

columns highlighted blue 
i.e. all cut-off  times

Score 0-5 
Cut-off Times (Next Day 

Delivery)

6.2

Deliveries are required on a once or twice daily basis (as agreed with the Trust) Monday to Friday inclusive, except for Bank Holidays, 
with a Saturday morning delivery. Delivery times and locations must be agreed with each Trust prior to implementation and the Supplier 
shall make all reasonable efforts to ensure such agreed delivery times are met as per the delivery times detailed below in sections 6.2.1, 
6.2.2 and Appendix 1 for the Trust delivery location(s) and times.  

n/a

6.2.1

Delivery - Same Day

The delivery times per Trust for same day delivery are detailed in Appendix 1.  The Supplier shall make all reasonable efforts to ensure 
such agreed delivery times are met for same day deliveries.

Please complete Appendix 
1 in this document - 

columns highlighted blue.  

Score 0 or 5

6.2.2

Delivery - Next Day

The delivery times per Trust for next day delivery are detailed in Appendix 1.  The Supplier shall make all reasonable efforts to ensure 
such agreed delivery times are met for next day day deliveries.

Please complete Appendix 
1 in this document - 

columns highlighted blue.  

Score 0 or 5



6.3
In the event of the Supplier knowing in advance that such deliveries cannot be made within the timeframes agreed the Supplier must 
inform the Trust at the earliest opportunity and no later than 1 hour prior to the end of the locally agreed delivery timeframe, by telephone 
or electronic means, giving the option of sourcing from alternative suppliers.

Please confirm your 
agreement and 
understanding.

6.4 If the Supplier is unable to deliver any ordered product in the quantity requested, it must inform the Trusts as soon as it becomes aware.
Please confirm your 

agreement and 
understanding.

6.5 The Supplier must inform the Trusts of changes to standard delivery arrangements affected by Bank Holidays with a minimum of two 
weeks notice.

Please confirm your 
agreement and 
understanding.

6.6 Delivery of products must be made to the agreed Trust locations within a 60-minute time window; 30 minutes either side of the agreed 
delivery time – see Appendix 1.

Please confirm your 
agreement and 
understanding.

6.7 Whilst there may be a requirement to review delivery times detailed in Appendix 1 to maintain an effective and efficient delivery schedule, 
no changes or implementation of these changes will be made without notification, discussion and the agreement of both parties.

Please confirm your 
agreement and 
understanding.

6.8 With regard to manual handling, deliveries must comply with the most current Health and Safety Executive guidance.
Please confirm your 

agreement and 
understanding.

6.9
The Supplier must agree with each Trust at the commencement of this framework, how deliveries will be signed for and which staff and 
departments can accept deliveries.  This will be documented.   Electronic proof of delivery will also be required and, for controlled drugs, 
a signature is to be obtained by an authorised person on delivery.

Please confirm your 
agreement and 
understanding.

Section 7 Emergency Delivery 

Section of Specification Specification Detail How to respond Supplier response 

7.1 The Supplier must provide 24-hour emergency contact details and delivery service for 365 days of the year to Trusts, with robust 
procedures and policies in place for the processing and fulfilment of customer orders in emergencies.

Please confirm your 
agreement and 
understanding.

7.2 The Supplier must acknowledge the emergency delivery request within one hour to give an indication whether the Supplier is able to 
supply.

Please confirm your 
agreement and 
understanding.

7.3

A minimum of two free of charge emergency deliveries, including all transport costs  will be provided by the Supplier, per month, per 
participating Trust.

These free of charge deliveries must be at the request of the Trusts for situations such as unexpected orders and not for error 
corrections, or similar reasons that are not the fault of the Trusts.  

Please confirm your 
agreement and 
understanding.

7.4 Any emergency deliveries, including transportation costs, over and above the two free deliveries per month, will be confirmed and agreed 
with the Trust prior to the delivery being made.  

Please provide a response

Please complete 
document No. 6, Offer 

Schedule - additional costs

Section 8 Outer packaging and labelling 

Section of Specification Specification Detail How to respond Supplier response 

8.1 All products must be packed in such a way as to give them adequate protection from damage during transit in compliance with Good 
Distribution Practice.

Please confirm your 
agreement and 
understanding.



8.2

Containers requiring special handling and storage must be labelled in compliance with Health and Safety guidelines for the following 
products:-

• Products requiring storage in a refrigerator or freezer
• Cytotoxic and controlled drugs
• Flammable and/or volatile substances

Please confirm your 
agreement and 
understanding.

Section 9  Business continuity and capacity 

Section of Specification Specification Detail How to respond Supplier response 

9.1

Business Continuity Policy Test and Review

The Supplier must have tested contingency / business continuity plans in place to minimise threats to business continuity in an 
emergency.  These plans must be tested at least annually.  These may include severe weather conditions, terrorist threats, natural 
disaster, IT failure, premises problems, vehicle breakdown and pandemic flu. The Supplier should describe how its contingency / 
business continuity plan will help it receive orders from Trusts and goods from Marketing Authorisation Holders (MAHs), supply goods 
against orders, maintain sufficient stock in supply chain, maintain communication with Trusts and MAHs and retain staff levels.

Evidence on testing, at the commencement and during the life of this framework, must be provided to the PPSA and this may be in the 
form of a summary report or presentation.  This evidence must clearly identify any amendments or lessons learned being made to BCP 
plans and a summary shared with the PPSA at the preceding quarterly review.  This may include working in partnership with participating 
Trusts. 

Please provide supporting 
evidence.

Score 0-5

9.2

Major Incident Contact and Procedure

The Supplier must provide contact details which can be contacted 24 hours a day in the event of a major incident. The Supplier will 
collaborate with MAHs, the NHS and any relevant organisations to ensure continuity of service to the best of the Supplier’s ability. 
Prioritisation of product distribution will be on a case by case basis and in line with any Governmental or industry advice or requirements. 

The Supplier must have procedures or policies to deal with a major incident.

Please provide supporting evidence on dealing with a major incident.

Please provide supporting 
evidence.

Score 0-5

9.3

In an emergency, it may be requested that the Supplier offer a network system for transportation of products between participating 
hospitals.  This will be on request by the Trust and in agreement with the Supplier.  The timescales for these inter-hospital deliveries are 
to be agreed between the Trust prior to collection, but typically the Trust would expect a same day delivery as a minimum. 

The Supplier should ensure that all products transported within this system are covered by GDP regulations.

Please confirm your 
agreement and 
understanding.

9.4

Capacity

The Supplier should have the ability to increase capacity over the period of the framework.

Please provide details regarding your ability to increase capacity.

Please provide supporting 
evidence.

Score 0-5

Section 10 Invoicing and credits 

Section of Specification Specification Detail How to respond Supplier response 

10.1
The Supplier must invoice at the prices stipulated in its web catalogue. These prices must be in line with national or regional NHS 
contracts, local price agreements and relevant wholesaler discounts. The agreed discount must be deducted from each applicable line 
on the invoice.

Please confirm your 
agreement and 
understanding.



10.2 The Supplier must raise separate invoices and delivery notes for each delivery. One copy of the invoice/delivery note must be raised and 
must accompany the delivery, unless otherwise specified by the Trust.

Please confirm your 
agreement and 
understanding.

10.3 The Supplier must quote on the invoice any corresponding Purchase Order (PO) number provided by the Trust. This PO number must 
not be adapted in any way.

Please confirm your 
agreement and 
understanding.

10.4 The Supplier must make it clear whether the number of invoices matches the number of orders or whether individual orders are picked in 
several stages and separate invoices raised for each section of an order.

Please confirm your 
agreement and 
understanding.

10.5 Consolidated invoices by day, week or by month may be preferred and must be available to Trusts on request. Where requested, one 
consolidated invoice and delivery note must be available per electronic order and/or order number.

Please confirm your 
agreement and 
understanding.

10.6
Any invoice queries should be raised by the Trust to the Supplier within 14  calendar days of receipt and resolved by the Supplier within 
14 calendar days of the query being raised.  Appropriate resolution may include but is not limited to, provision of a corrected replacement 
invoice or a credit note. The Supplier should acknowledge receipt of an invoice query within 5 business days.

Please confirm your 
agreement and 
understanding.

10.7

Electronic Data Interchange

The Supplier should operate an Electronic Data Interchange (EDI) system, including but not limited to, ordering, invoicing and order 
confirmation. The Supplier may also provide other electronic messages such as Advanced Shipping Notes as agreed with the Trust. The 
EDI system must be compatible with pharmacy stock control systems and eCommerce gateways such as JAC, EMIS, Bedford, Cortex, 
Powergate, Medecator and Pharmacy Messaging Service. A Virtual Area Network requiring an electronic mailbox, or similar workaround 
systems, will not be considered a suitable alternative.

The Supplier must provide evidence on current level of support, stability and any future developments in the pipeline.  Any issues with 
stability or future developments that may impact on stability must be notified to Trusts immediately such as via an automated message.

Please provide supporting 
evidence.

Score 0-5

Section 11  Complaint and Incidents 

Section of Specification Specification Detail How to respond Supplier response 

11.1 The Supplier must have in place and operate a complaints procedure which meets the requirements set out in the MHRA Guidance on 
GDP for Wholesaling, Brokering and Distribution of Active Substances1.

Please confirm your 
agreement and 
understanding.

11.2

All contact between the Supplier and the Trusts must be logged and records made available to the Trusts on request. The Supplier must 
ensure robust communication processes are in place to support the provision of this service. This should include a log of all service 
issues, complaints and incidents which will be available for inspection at any time. The log must include:

• Initial complaint and date
• Log number
• Action taken
• Action taken to prevent recurrence

For examples of service issues, complaints and incidents please see Appendix 2.

Please confirm your 
agreement and 
understanding.

11.3
In accordance with the NHS terms and conditions both parties must provide appropriate contacts for escalation of service issues, 
complaints and disputes. Timelines for resolution at each management level prior to escalation must be in accordance with these NHS 
terms and conditions unless agreed otherwise by both parties.

Please confirm your 
agreement and 
understanding.



11.4

Process for service Issues and complaints and incidents

Suppliers should have a clear process for recording and initiating investigation of service issues, complaints and incidents raised to the 
standard helpline, including out of hours answerphone messages. Where the service issue or complaint cannot be resolved immediately, 
the Supplier must provide an acknowledgement of receipt to the Trust, contact of individual leading investigation of the complaint and 
expected response time.  

Suppliers should provide an e-mail contact for logging service issues, complaints and incidents; either a group email inbox accessible by 
multiple individuals or a named individual plus a deputy is required.

Please provide supporting 
evidence.

Score 0-5

11.5

Where possible, service issues should be resolved immediately via the Suppliers telephone services helpline or Key Account Manager 
without requiring escalation. In the event of repeat occurrences or a serious complaint or incident, a formal notice may be served by the 
Trust to the Supplier to commence formal resolution in accordance with the relevant NHS Terms and Conditions.  An initial response and 
proposed resolution should be provided within 5 days of the notice being service unless agreed otherwise by both parties.

1 Rules and Guidance for Pharmaceutical Distributors 2017 (The Green Guide)

Please confirm your 
agreement and 
understanding.

Section 12 Service levels and contract management 

Section of Specification Specification Detail How to respond Supplier response 

12.1

The Supplier must provide the national Key Performance Indicators (KPI) datasets, as amended from time to time, on a monthly basis. 
Reports to the PPSA for all participating Trusts must be sent to the rde-tr.ppsakpidata@nhs.net email address by the close of play on 
10th working day of each month. Any costs incurred in data collection and reporting will be borne by the Supplier.

The KPI template is included as Attachment 1 in the Performance Management Process in Document No. 2.  This is based on the 
national KPIs as agreed with the  National Pharmacy Procurement Specialists and the Healthcare Distribution Association. 

Please confirm your 
agreement and 
understanding.

12.2

The Supplier and Trust should arrange regular meetings to discuss service levels. The frequency of these meetings will be at appropriate 
intervals identified by the Trust. 

Meetings will also be held as a PPSA contracting group i.e. all participating Trusts and the PPSA, to review regional service levels and 
any other issues on a quarterly basis.

Please confirm your 
agreement and 
understanding.

Section 13 Quality  

Section of Specification Specification Detail How to respond Supplier response 

13.1

The Supplier must operate a Quality Management System (QMS) that is compliant with Good Distribution Practice and meets the 
requirements of the MHRA. The QMS must ensure actual and potential non-conformances are recorded and investigated and 
appropriate and effective corrective or preventative action is taken.

Documentary evidence should be made available if requested by the PPSA.  

Please confirm your 
agreement and 
understanding.

13.2 In the event of unresolved quality issues the Supplier must agree to appropriate engagement with an NHS Quality Assurance 
pharmacist.

Please confirm your 
agreement and 
understanding.

Section 14 Supply Chain Innovation

Section of Specification Specification Detail How to respond Supplier response 

14.1 The Supplier should detail any supply chain innovation or future developments during the life of this framework.  

Please provide supporting 
evidence.

Not scored



Participating Trust Name Delivery Location(s)

Order Cut Off – Same Day 
(Mon to Fri)

*This will not be scored

Delivery Time – Same Day (Mon to 
Fri)

Please see section 6.2.1 Document No.5, 
Specification

 
*This will be scored as per Table 4, 

Document No. 2 

Preferred Order Cut Off 
– Next Day (Mon to Fri) 

Pleae see section 6.1 
Document No. 5, 

Specification

*This will be scored as per 
Table 3, Document No. 2. 

Delivery Time – Next 
Day (Mon to Sat) 

Please see section 6.2.2 
Document No. 5, 

Specification

*This will be scored as per 
Table 4, Document No. 2   

Preferred Order Cut Off 
time - Weekends for Mon 

am delivery

*This will not be scored.  

14:30 20:00 Before 10:00 13:00

Mon-Fri:

Pharmacy Store, Torbay Hospital, Lawes Bridge, Torquay, 
Devon, TQ2 7AA

Saturdays:

Porters Desk, Level 4, Torbay Hospital, Lawes Bridge, 
Torquay, Devon, TQ2 7AA 20:00 09:00

14:00 18:00 08:45 18:00

15:00 18:00 Mon-Fri Before 09:00    

Saturdays: 10:15

15:30 20:00 Before 10:00 10.30 Sunday

15:30 18:00 09:00

15:30 19:00 09:30 Sunday midday

14:30 20:00 Mon-Fri Before 10:00    

Saturdays: 09:00

14:00 17:00 10:00

15:30 18:00 10:00

Delivery to be made within normal opening 
hours as specified for the following 

locations:-
BRI Pharmacy stores 08.00 – 16.30

BRI Dispensary open until 17.30
BCH / BEH / St. Michael’s open until 17.00

16:30 Before 12 noon

Before 10am Before 20:00 Before 15:30 Please detail:

Before 20:00 Before 11am

n/a n/a

n/a

University Hospitals Bristol NHS Foundation Trust

Bristol Royal Infirmary, Dispensary.
Bristol Royal Infirmary, Pharmacy Stores.

Bristol Royal Infirmary, Pharmacy Production.
Bristol Royal Infirmary, Pharmacy Trials.
Bristol Royal Infirmary, Quality Control.

Bristol Eye Hospital.
Bristol Hospital for Children.

St Michael’s Hospital.
Haematology & Oncology Centre, Parenteral Services Unit

Before 12 noon

n/a

Royal United Hospital Bath NHS Trust Pharmacy Department (E10), Royal United Hospitals NHS 
Trust, Combe Park, Bath, BA1 3NG

Poole Hospital NHS Foundation Trust Longfleet Road, BH15 2JB

Before 17:30 Before 17:00

n/a

n/a

Pharmacy Department, Royal Devon & Exeter NHS 
Foundation Trust, Barrack Road, Exeter, EX2 5DWRoyal Devon & Exeter NHS Foundation Trust n/a

University Hospitals Plymouth NHS Trust Plymouth Hospitals Trust, Pharmacy Dept, Derriford, 
Plymouth

Taunton & Somerset NHS Foundation Trust
Taunton & Somerset NHS Foundation Trust, Pharmacy 

Stores, Musgrove Park Hospital, Taunton, Somerset, TA1 
5DA

Appendix 1 Supplier Response - Suppliers must complete each cell highlighted blue with time(s)

n/a

15:15 18:00 08:00

Royal Cornwall Hospitals Trust, Pharmacy Dept, Truro, 
Cornwall

Northern Devon Healthcare NHS Trust North Devon Hospital Pharmacy Department

Torbay & South Devon NHS Foundation Trust

Royal Cornwall Hospitals NHS Trust

n/a

North Bristol NHS Trust North Bristol NHS Trust Pharmacy department  BS10 5NB
Brunel Service yard - Pharmacy loading bay 9

n/a

Salisbury Hospital NHS Trust Salisbury District Hospital NHS Foundation Trust, 
Pharmacy Dept. Salisbury, Wiltshire,     SP2 8BJ

Yeovil District Hospital NHS Foundation Trust Yeovil District Hospital NHS Foundation Trust, Pharmacy 
Dept, Higher Kingston, Yeovil, Somerset, BA21 4AT

The Royal Bournemouth and Christchurch 
Hospitals NHS Foundation Trust

Christchurch site, Fairmile Road, BH23 2JX n/a  - please note orders are placed 
via RBH

Royal Bournemouth (RBH)
Castle Lane East, BH7 7DW



Appendix 2 – Examples of Service Issues, Complaints and Incidents

• Bulk delivery - pallet size
• Contract items repeatedly charged incorrectly
• Delivery - Failed
• Delivery - Late
• Delivery - Wrong Location
• Delivery Received - Not ordered by Trust including wrong product/over supply
• E-invoicing errors
• General Service Issues relating to local branch
• Information Governance
• Invoicing errors
• IT system failure - repeated lengthy periods of downtime/slowness
• Damages
• Missing paperwork
• Packaging Damaged
• Part Delivery
• Proof of delivery errors
• Product Mapping
• Resource time for NHS staff to deal with repeated wholesalers errors
• Short dated/expired stock
• Stock availability at contract go live
• Switching
• To Follows
• Treatment of Patient Delayed
• Unacceptable response times to service issues, complaints and incidents


	INSTRUCTIONS
	T19 0391 - Sections 1 -14 
	Appendix 1
	Appendix 2

