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Service Level Agreement for Healthy Living Pharmacy Provision of 

Continence Awareness Service  

SLA runs from 1st April 2016 
  

SLA between:  
  

Service Provider:  
  

Commissioners:  
  

Healthy Living Pharmacies in North 
Staffordshire, Stoke On Trent and South  
Staffordshire  
  

North Staffordshire & Stoke LPC 
South Staffordshire LPC 

  

Review date  1st February 2017      

Valid from  1st April 2016 Valid to  31st March 2017 (subject to  
budgetary constraints) 
 

  

Background (Bowel and Bladder Foundation):  
  

Incontinence can be extremely embarrassing and very difficult for a patient to openly discuss with 
a healthcare professional. In addition many healthcare professionals feel uncomfortable 
discussing an area of healthcare for which they feel inadequately trained. There have been many 
patients over the years who have needlessly suffered in silence, trying to cope without 
professional advice or a support network, and often managing with inappropriate products such 
as sanitary pads. Incontinence and other symptoms of bladder and bowel problems are medical 
conditions that can be treated, and in some cases cured. It is the aim of this continence 
awareness service to encourage patients to access help and advice early to prevent long term 
complications. With the right information and direction, the patient can take proactive steps to 
manage their continence effectively and start living their lives to the full again. 
 

  

 

Contractual Obligation  
  

The contractor shall submit to the commissioner a copy of the completed Service Level Agreement 

(Appendix 3), before commencing the service. Appropriate staff (preferably Pharmacist and Healthy Living 

Champions) should attend the service launch event to ensure competence and receipt of service 

materials. Consultations should be recorded on PharmOutcomes to claim for payment.   
   

  

Description of Enhanced Service:  

 The aims of this service are:  
• To improve self-management of continence and encourage patients to seek advice early to avoid 

any long term complications. 
• To raise awareness of the treatments, products and help available. 
• To improve access to services through appropriate signposting and referral to healthcare 

professionals. 
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Target Patients eligible for this service:  

Any person buying the following products or seeking advice either for themselves or another 
person 
Incontinence pads, pants, care products 

Mattress covers, urine bottles, intimate cleansing products 

Any person seeking advice on continence products 

 

 Service description:   

  

Service Outline 

• The accredited pharmacist and Healthy Living Champion (HLC) must have attended the training 
event or worked through the training information on the South Staffs LPC website prior to delivery of 
the service.  

• The questionnaire can only be delivered by an appropriately trained member of staff who has either 
completed the training pack themselves or been trained by the pharmacist or HLC who have 
completed it.  

• The Pharmacist will ensure that all members of the pharmacy staff are aware of the operation of the 
scheme and full details must be made available to locum Pharmacists.   

• Ensure that the part of the pharmacy used for the provision of the service provides sufficient level of 
privacy. 

• Ensure that pharmacists involved in the provision of the service have relevant knowledge and are 
appropriately trained in the operation of the service, including sensitive, client-centred 
communication skills.   

• The Pharmacy Contractor must be able to provide evidence on request of the training for provision 
of this service.  

• Access routes to the service will be presentation of a customer or representative buying any type of 
continence support product or seeking advice on continence management. 

• The pharmacy colleague will follow the structured approach, summarised in the flowchart with the 
customer  

• The pharmacy colleague will provide a fluid diary and self-care information. 
• Patient consultations will be recorded electronically on PharmOutcomes and this will automatically 

generate a claim for service payment. 

 

 Standard Operating Procedures (SOP)   

The pharmacy will have a Standard Operating Procedure in place for this service. The pharmacy 
contractor must ensure that pharmacists and staff involved in the provision of the service are aware 
of and operate within the agreed protocols. The SOP should cover the following: 

 Initial identification of customer/ representative seeking continence support/ products/ 
advice.  Service must follow protocol flowchart procedure (appendix 1). 

 If purchase on behalf of third party supply Pathway to Success leaflet, offer info and invite 
the person who the product is intended for to attend for a conversation. 

 If purchasing for themselves use questionnaire (Appendix 2) 

 If on meds recommend MUR  

 Make appropriate referrals/ signposting/. 

 Give Pathway to Success leaflet, an ‘Assess Urgency Simply’ leaflet on fluid diaries and 
urgency perception scale, B&BF leaflet on bladder or bowel if appropriate and consider 
printing pdf info for them. 

 Record consultation on PharmOutcomes. 

 Service to be delivered until LPC notifies end date 
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Quality and Quality Monitoring:  
  

  Pharmacists should ensure full patient confidentiality and compliance with data protection 
requirements.  

  Analysis of data received will be carried out in order to determine the effectiveness of the service 
and the pharmacy must record all interactions on PharmOutcomes to provide any information 
required to achieve this  

  Adherence to this SLA will be monitored via a process agreed with the LPC.  

  Pharmacies providing this service agree to participate in any evaluation process that may be 
undertaken by the commissioner  
  

  

  

 Service Payment:  

  

£3.00 consultation fee.  

Payment by BACS to pharmacy nominated bank account 

 

Submission of Claims:  
  

It is a requirement of the service that all consultations are recorded on PharmOutcomes for invoicing and 

audit purposes.  This information must be recorded at the time of consultations or as soon as is 

reasonably practicable. An automatic PharmOutcomes payment run will occur on 5th day of the month 

allowing claims to be paid in the month following the service provision.  
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Appendix 1 

HLP Continence Service Flowchart 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 and / or    

    

 

 

 

 

 

Customer / Representative comes to medicine counter with any product related to  

continence issue. 

 

Product is for someone else.  Cannot 

continue with Questionnaire but please 

ask if the person can come in to continue 

with service? 

 

Product is for the customer.  

Ask them if they have time for a brief, 

confidential conversation  

Offer Pathway to Success leaflet, 

lifestyle advice and mention fluid 

diary. 

 

Remember if they are taking medication for the 

continence issue – ask your pharmacist if an 

NHS MUR would be appropriate for this patient.   

No: 

Invite to 

call in at 

another 

time. 

Yes: Complete Questionnaire 

(appendix 2).  Collect the 

information on printed version 

of questionnaire or live on 

PharmOutcomes 

On completion of questionnaire offer advice: 

Offer Pathway to Success leaflet 

Fluid diary 

Urgency Perception Scale 

Lifestyle advice (fizzy drinks, caffeine etc) 

Explore constipation issues (Bristol stool scale) 

Consider printing fact sheets from LPC website 

or PharmOutcomes 

Give either 

A Healthy Bladder or Bowel Problems (or both if 

appropriate) 

 

If you have not completed the 

questionnaire live on PharmOutcomes; 

data must be added as soon as possible 

after completing each service delivery. 
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Appendix 2: HLP Continence Service Questionnaire 

Introducing the service to your customer:   Hello, I see that you have a continence product in 

your basket.  We are part of a pilot service to help ensure that you’re getting the health-care 

service that you need.  This service is completely confidential.   Would you mind answering a few 

questions now so that I can help to ensure you are getting the right advice? 

Is the product for 
yourself? 

Yes – 
continue with 
questionnaire 

No – Please ask the 
person you are buying 
this product for to 
come in for a chat 

Could give a copy of 
Pathway to Success leaflet – 
info on lifestyle and also 
contains a fluid diary.  
No service payment for this 

Gender Male /Female Patient Name *   

D.O.B  Post Code  

    

Do you need to buy 
these products often? 

Yes / No Is it an ongoing 
problem? 

Yes / No 

Have you spoken to a 
Health Care Professional 
about this issue? 

GP 
Nurse 
Pharmacist 
Other 

If “other” please state 
who 

 

Have you used a fluid 
diary before? 

Yes / No Or the Urgency 
Perception Scale? 

Yes / No 

Have you been 
prescribed any 
medication to treat this 
condition? 

Yes / No / 
Not sure 

If on medication, 
you may want to 
suggest an MUR for 
this person 

 

Do you know the name 
of the medication? 

Yes / No If yes – what is the 
medication? 

 

Do you still take it? Yes / No If not why did you stop 
taking it? 

 

Do you take it as per 
the doctor’s directions? 

Yes / No If not why not?  

If you still take it do you 
think it is working for 
you? 

Yes / Some 
improvement 
/ No / Not 
sure 

Please briefly explain 
your answer 

 

Did you know there are 
things you can do to 
help your problem? 

Yes / No   

Offer advice on fluid 
diary, urgency 
perception scale, give 
Pathway to Success 
leaflet 

Signpost to 
bladder and 
bowel 
website and 
helpline 

Offer lifestyle advice; 
reduce fizzy drinks and 
bladder irritants and/or 
constipated: advice – 
use Bristol stool scale 

Consider printing fact sheets 
from LPC website or 
PharmOutcomes e.g. pelvic 
floor exercises, Bristol Stool 
scale 

Give either “A Healthy 
Bladder” leaflet or 
“Bowel Problems” leaflet 
as appropriate 

 Encourage them to talk 
to their GP to explore 
possible referral to 
continence team 

 

*Please note if patient does not wish to give full name their initials are acceptable for this service  



 

SLA for HLP Continence Service April 2016 Page 7 of 7  
  

  

  

Appendix 3 

Acceptance of SLA – 1 form required per Healthy Living Pharmacy premises:  

Please note that the LPC has the right to withdraw this Service Level Agreement if the requirements are not 

being met, giving two weeks written notice.  If the Pharmacy wishes to withdraw from the scheme, two 

weeks written notice is required.  
 Pharmacy details:           LPC details:  

Pharmacy Signature (should be signed by a 
company representative with authority to sign on 
behalf of the pharmacy):  
  
  

LPC Signature:  

  
  
  

Signatory Name:   
  
  

Position of signatory:  
 T Cork: Chief Officer North Staffs & Stoke LPC 
 G Hall: Service Development Officer South Staffs LPC 
  

Position of signatory:  
  
  
  

Date:  
  
 01-04-2016 

Date of acceptance:  
  
  

  

 A signed copy of this agreement will be kept by the Pharmacy and LPC  

 Pharmacy Details  
To be completed and returned with signed Service Level Agreement  

Pharmacy name  
  

  
  
  

Pharmacy address    
  
  

Pharmacy OCS code (PPA code)    
  
  

Bank Account no and sort code 
for BACS payment 

 

Phone number  
  

  
  
  

Fax number  
  

  
  
  

Email address  
  

  
  
  

Pharmacist GPhC registration 
number  

  
  
  

 


