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The repeat success

W h e n Paul H ow ie  of Lim e
Tre e  Ph arm acy and
D avid R obe rts of Sh e lle y

Ph arm acy  both  base d in W orth ing
and in e ffe ct, com pe titors - joine d
h ands to launch  a re pe at pre scription
w e bsite , w inning an aw ard w as th e
last th ing on th e ir m ind.  More  due
to th e  fact th at ne ith e r h ad a de e p
inte re st in th e  online  w orld or h ad
a lot of tim e  to spare  from  th e ir day
jobs. So be ing nam e d w inne rs of th e
Ph arm acy Busine ss Innovation
Aw ard 2008 w as inde e d a spe cial and
m e m orable  occasion.

Th e ir joint ve nture ,
m yre pe ats.com , ow e s its origin to
th e  h uge  num be r of re pe at pre scrip-
tions at both  ph arm acie s; it form e d
alm ost 9 0 pe r ce nt of th e ir individ-
ual busine sse s. Alth ough  th e  ph ar-
m acie s h ad pre viously w ork e d close ly
on a num be r of issue s, a joint ve n-
ture  w as ne ve r on th e  cards.

‘W e  w e re  both  [ph arm acie s] con-
ce rne d w ith  prote cting our busine sse s,’
H ow ie  said, re calling h ow  th e  w e b -
site  cam e  about. ‘In one  re vie w  m e e t-
ing, w e  discusse d h ow  w e  could prote ct
our busine sse s w h ile  also providing
a be tte r se rvice  to our custom e rs, and
th is se e m e d lik e  a good opportuni-
ty. It also m e ant w e  could split th e  risk .’

‘Today, a lot of pe ople , including m yse lf,
are  sh opping online  and use  th e  inte rne t not
just at h om e  but at w ork  as w e ll. So w e  figure d
th at our custom e rs w ould pe rh aps use  th e  in-
te rne t to orde r th e ir re pe at pre scriptions on-
line , rath e r th an drive  to th e  ph arm acy, subm it
th e ir re q ue sts and follow  th at up w ith  anoth e r
visit to colle ct th e ir pre scriptions.’

For R obe rts, be ing a ph arm acy inside  a sur-
ge ry ofte n de te rre d custom e rs from  w alk ing
in off th e  stre e t and sh opping th e re .

‘Custom e rs assum e d th at if th e y w e re  not
patie nts at th at particular surge ry, th e y could
not use  th e  ph arm acy,’ R ob e rts said. ‘So w e
ponde re d ove r h ow  w e  could ove rcom e  th at
and th e n de cide d to go w ith  th e  w e bsite .’

Afte r m uch  planning, m yre pe ats.com  w as
launch e d in August 2007, and initially cove re d
W orth ing only.

H ow e ve r, th e  succe ss th at follow e d w as
be yond w h at e ith e r partne r h ad e nvisione d.

‘W e  arrange d for th e  w e b  com pany
[th at h ad de signe d th e  w e bsite ] to arrange  a
pre ss re le ase  to se nd to th e  local pape r and th e
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local radio station in orde r to ge t som e  prom o-
tion,’ R ob e rts said.

‘W h at w e  didn’t re ck on w as th at th e  pre ss
re le ase  trave lle d far and w ide  and w as pick e d
up by a couple  of national publications and
be fore  w e  k ne w  it, w e  h ad q ue stions com ing
in righ t, le ft and ce ntre , all curious about th e
ve nture .’

In its initial stage , th e  w e bsite  w as te ste d
by a se le ct group of custom e rs. ‘Follow ing th e

initial launch , te n ph arm acie s con-
tacte d us. Th e y th ough t it w as a
gre at ide a and e xpre ssing th e ir
de sire  to join us,’ H ow ie  said. ‘W e
took  th e m  up on th e  offe r and by
th e  tim e  th e  Ph arm acy Sh ow
ope ne d in O ctobe r 2007, w e  h ad
our cards re ady.

‘Follow ing th at, around fifty
ph arm acie s contacte d us and w e
re alise d w e  h ad to re de sign th e  site
to cate r to th e  rising de m and.’

In April 2008, m yre pe ats w as
re launch e d and it h as since  h as
grow n to accom m odate  321 ph ar-
m acie s, a far w ay from  just th e  tw o
w h e n th e  ide a w as born.

Th e  day-to-day running of th e
w e bsite  is  sim ple . Th e  se rve r is
m aintaine d by a w e b  de sign com -
pany. Each  individual ph arm acy
w h ich  is a part of m yre pe ats.com
h as its ow n virtual back -office .
O nce  th e y are  acce pte d to be  list-
e d on th e  w e bsite , th e  ph arm acie s
e ach  ge t a uniq ue  use rnam e  and
passw ord. Th e  ph arm acy can th e n
list th e  surge rie s th e y cate r to as w e ll
as th e  post code s th e y cove r, and
de live ry options. A m ajority of th e
ph arm acie s offe r fle xible  de live ry
se rvice s, e ve n to a w ork  addre ss.

Th e re  also e xists a m aste r adm inistration
site , w h ich  R obe rts supe rvise s in th e  e ve nings.
O rde rs place d by patie nts are  store d in a se p-
arate  syste m  in th e  ph arm acy th e y h ave  be e n
orde re d from .

So h ow  do H ow ie  and R obe rts juggle  th e ir
role s in th e ir individual busine sse s and th ose
in th e  w e bsite ?

It h as not se e m e d to affe ct R obe rts th at
m uch .

“
”

With the advent of the internet,  a lot of people

are shopping online and use the internet not

just at home but at work as well. So it only

seemed logical and we figured they would

want to use the internet to order their repeat

prescriptions online rather than driving to the

pharmacy, putting their requests in and

following that up with a visit to the pharmacy

Paul Howie (left) and David Roberts with the Pharmacy Business
Innovation Award 2008
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‘I don’t w ork  in th e  ph arm acy five  days a
w e e k  so I can spe nd m y fre e  tim e  w ork ing on
th e  site .

O nce  a ph arm acy is re giste re d, I don’t ne e d
to do ge t involve d a lot anyw ay. It’s not a lot
of additional w ork  e xce pt th e  random  use r-
nam e  or passw ord SO S call.’

H ow ie , h ow e ve r, ne e ds to spe nd a lot of
e ve nings w ork ing on th e  site .

‘W e ’ve  also h ad to tak e  on a m orning drive r
as th e  de m and for de live rie s h as gone  up q uite
significantly [around te n pe r ce nt of th e ir total
busine ss is done  online ]. Pre viously, w e  only
h ad an afte rnoon de live ry, but now  w e  h ave
a van on th e  road all day.’ It h as b e e n brande d
w ith  th e  w e bsite  nam e  to act as a prom otion
for th e  w e bsite  w h ile  on th e  road.

W h ile  th e  ph arm acie s h ave  not fe lt th e
ne e d for additional storage  space , th e y m ay
look  to e m ploy an adm inistrator for th e  site .
‘W e  are  look ing to e m ploy a part-tim e  adm in-
istrator w h o can th e n provide  back up and sup-
port to th e  re giste re d ph arm acie s. I th ink  it’s
e sse ntial w e  provide  m ainte nance  and m ay-
be  call up th e  ph arm acie s and ch e ck  if e ve ry-
th ing is ok ay.’

According to H ow ie , th e ir online  busine ss
is grow ing by te n to 15 pe r ce nt e ach  m onth .

‘A lot of th e  incre ase  in busine ss is th rough
our e xisting custom e rs w h o w e  h ave  e ncour-
age d to use  th e  site . It not only incre ase s th e
sale s but also prote cts our busine ss. Additionally,
it h e lps us e xpand our scope . Pre viously around
9 5 pe r ce nt of our busine ss w as from  just one
surge ry. Now  w e  cate r for e ve ry surge ry in tow n.
At one  tim e  w e  w e re  doing te n ite m s a m onth ,
now  w e  are  doing 50 to 100 ite m s in som e
surge rie s.

‘W e  h ave  also be ne fite d from  our m ark e ting
plan - in th e  form  of th e  brande d van, as w e ll
as w ord of m outh  and th e  e xposure  at th e  Ph ar-
m acy Sh ow . W e  put in a lot of tim e  and e ffort
to m ak e  it an attractive  proposition for com -
m unity ph arm acie s.’

So h ow  are  th e  tw o ph arm acie s gaining
from  th e  ve nture ?

site 's de sign and use r inte rface , H ow ie  h ope s
oth e r inde pe nde nt ph arm acists w ill join th e m
and th us h e lp prote ct th e ir busine sse s.

‘W e  w ould obviously lik e  to incre ase  our
curre nt use r-base . W h e n EPS is rolle d in re li-
ably and it goe s live , all th e  big m ultiple s are  going
to a b ig h ub sort of dispe nsarie s. In e ffe ct, pre -
scriptions can go e le ctronically to any big robot
anyw h e re  in th e  country and patie nts w ill be
able  to orde r by ph one . O ur w orry is th at w e
w ill lose  a lot of pre scriptions th at w ay and I
h ope  oth e r ph arm acie s w ill se e  th e  th re at and
sign up w ith  us.

‘If a lot of us ge t involve d th e n it w ill not
only prote ct th e  busine ss but w ill also cre ate
a strong brand in itse lf th at pe ople  w ill com e
to trust. Th at w ill also h e lp in prote cting w h at
h appe ns in th e  future .’

For som e one  w h o did not h ave  a h uge  in-
te re st in ph arm acy at a young age , w inning th e
aw ard w as a h uge  ach ie ve m e nt for H ow ie . ‘I
did not h ave  a b ig inte re st in ph arm acy e ve n
th ough  I studie d scie nce -re late d subje cts in
sch ool. I d idn’t fancy doing m e dicine , b ut
re ading around th ose  subje cts, ph arm acy
se e m e d quite  a broad spe ctrum  and cove re d th e
are as I w as inte re ste d in. Be side s, th e re  se e m e d
to be  a lot of e m ploym e nt opportunitie s.

‘W inning th e  aw ard w as just fantastic, m ore
so be cause  th e  proje ct w e  w on th e  aw ard for
w as done  in our spare  tim e . It w as gre at to ge t
th e  re cognition and appre ciation as w e ll as
fe e dback .w e  re ce ive d. And m e e ting pe ople  th at
e ve ning, it got us h uge  publicity.

R e gular praise  and appre ciation also com e s
from  custom e rs upon noticing th e  aw ard in th e
ph arm acie s. And alth ough  th e  future  se e m s
unce rtain for H ow ie  and R obe rts, one  is look ing
at a diffe re nt profe ssion and th e  oth e r is b e ing
m ove d to a busine ss h e  is oblivious about, th e
aw ard-w inning cre ation h as give n a solid plat-
form  to patie nts and ph arm acists.

Homepage of the repeat prescription website that the duo created

Staff at Limetree Pharmacy

‘W e ll, curre ntly th e re  is a sign-up ch arge
of £ 100 plus VAT for ph arm acie s,’ R obe rts said.
‘O riginally w e  planne d to ch arge  10p an ite m
sold via th e  w e bsite , but along cam e  Cate go-
ry M and th at ide a h ad to be  abandone d. W e
are  now  trying to ge ne rate  re ve nue  th rough
adve rtising and h ave  lim ite d adve rts curre nt-
ly on th e  site .’

H ow ie  h ope s to incre ase  adve rtising spe nd
on th e  w e bsite  in th e  ne ar future . ‘Th e re  are
adve rtise m e nts on th e  ph arm acists-only are a
righ t now  and w e  h ope  som e day th at som e -
body w ill w ant to adve rtise  som e  O TC prod-
ucts on th e  patie nts' page .’

O nce  th e  anticipate d incre ase  in traffic on
th e  site  tak e s place , R obe rts plans to ge t h e alth
inform ation organisations involve d. Th e  aim
is to provide  com ple m e ntary inform ation to
visitors, in addition to th e  e xisting se rvice s.

W h ile  se e k ing im prove m e nts in th e  w e b -
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