S frr-frerr ¥, R050

TEAEAT ¢ U AN AT Eh-Ea YREATEE Oq syedd T eAiuieEees! Ui,
FGRIETAAT TH TRl 1AW T8 SEaTeedal ol TAg- AWUIFer Al gal HoamEer, 2035 #
o qq BT AR N A GRar SR Tusl g

TR=ge-9
YRS

q. WEE T T URE: (q) A SRAE aw ey fe-Raer | 2050 @@ gl

(R) AT AR o I g |
R. o oo ar weRer @Rt A FnAr g9 Sigar.-

(9)
(R)
(2)
()

(%)

(&)

(9)

(%)

(R)

U AT A U, 03Y TEAT TG |

“fHoATEel SRATel AT U el AT ol g U |

AT SreTer STt SaEred fEmT weer ue |

AP WA AL ANA(EHT GaT a1 A 6T Fraer v et oER dehre
g A1 wdgEite T R B w9 wriEr W Gk @t S gee <
et o B aveg vy |

“TUITEAr FRATCT [oRTH (A T a1} T STHT WANT g Teliraes, Agafed, siaariies
T AT GUIEAE® a1 Tl TASTTAAT FHIET g a9 Jomelt |9 dls qv31g 8 |

“Frater qger weTel B (wiHE A wyEesy) o SR il a1 fEmrders i
% o T A YT FAISH Td WHl G 99 A1 B qEA] UG T Al wead
I AT YR T A, TG a9 W qeddrerse e wid g s qEey
|

“giey fRar a1 e weel TEee 91 RRer B Seaed a1 Braewar ahere s
PRl @it U i @t WU o BEE e w @ Yo v g Bte
AT T 96 A1 A w6 1S |

“YAPFET WAl /AT O fhcas a1 Taeeddmdiel o (Wie ar aqded) @ gy
T M, SR, JHard, A0 FET a a1 aer TE e fege e dt <
e afeas! kred e wverg o |

“ATRT Tl AT BIHBIASTE 9= AT a1 GIYH] GO o1 AAAGCETFH TR,
TediH, TEe T AHAH T B T+ Tl I |

(90) “qIdfh srTer RIS REuhT Aty qietar fusT dfiee Sibcams geaedr af

a1 FifEeTEr HR aH & e g O |
Re3E-3

TEAHF JELHEe

TR 11 0 2 e | 2 B2 P i e G R R s L 2 B

(9)

ST/ ¥ IRER G, Toog §IHT AT qEoed! Saee Gaer T T8 T Fafor st
RACL



(90)

(19)

TeALT GAHT 0, A, o, A (e, AEH) T AANYS Ao S T8 e Go
T e g7 Tg | @Y saan e T gaee 9 Aefed o1 sy 1 i woe 51
g |

Go R St aREmr T g A AR quEdeHr B w9 T gt
TR T "ieb T YA SEH! A€l MU g I |

A1 TSR TaeRIST qAT Al qHerdr F U AEESiad cafhhl Geel YA g TR
wr Frefr s 71 g |

e A, R, R O A B e wE fedl amr SR S e o
TANT g G T G TR A o T goe MR g7 9 |

U o el s g aga 9 difEusT |y aur JHiTE T fEre e
IRT qFETT qaxeT (AT /Digital Lock ) E= T fefifaaeer g sgaedn TRuST g3 o |
A TET A1 A PR TEeTH g T ey wwe o1 ok Bk m (e,
FUSH) T fAmTETE S WOHT Al TR Jealiad WSS AEUH FY g |

S Th TAT A R e, B aw W€l T Ty feT T g T8
& T |

YEFTEA SER qobrel At oS A1 wdveiee T Preders [ee-fawr o e
feramTeTe wafa ITe T Ay qeee At AT A Aot FioThl caeeET qe
FI AR F¥AEH] AT Wbl g TG |

AT Tl SATTIRT AT TEfPy oy <R Hrer o1 A Ty caeeer T g
T |

ATl TG q ek T B gEUH T HeAT quien g T oy |

02 2 O i O L R 2 A O s O [

(q)

SAVTET Y, T, AR WS S 5 T G T W W e wher
gy |

oy a1 FFUT a7 A G T e A e g A ¥ AT
ATAR AMBTH AUGTE FHIGHB! WhIGeL a1 e BT (Fleg TH) B oqaedl gIH!
T ATTHH o] SHFEd] HUHN & T |

FAWTET a1 oRHET AR a8 T Qa1 YaHdw qaT Y& TH6T anll qard hiaesT
TALET qUHT ] TG |

ST AT FETH TP A AT T AT TN FTBLT (ST ATeere, Trgers, Segfer
HH, U $7HEL) TAAHT DT qel HUHT &1 T |

) HAT WS T AEAF T G AT AHAECH] AT WUHT T TG |

Sty TEeEr W g i @ie/fe e, WeR, @ qr wiges e e,
FHOTA G T T FTEdT WOH g TG |

AT THAHT THH, AR, AR, TEHT dlel T IS A Gt T e
AELIHA 30 T@ Wb |




L.

©.

e fRFae! BiteR T AR T Ty T
(9) T o1 =g AOHHAT e A ST S e T U AHT T ARl AT
HTIRST =1 B B1eT (e TH) HI TFAN AR §F T |

) AEH e, A7 T, YA by T @l T Q! sadedl Wih! g g |

3) STEAYIHAT AR AR AR TR T AP Sqaedr WO g g |

YY) AMIHING TFCTIAT AR AT AR FFIex T Hrea! soaedr Wbl g g |

¥) AT GRETT T ATEvaRaT AR SEAH QA garl T ATavad WedH Sueh
AT FETH] AT AT YA AR AUHT GRS |

TegTE-3
HAEATIS FYIRE < Har qeeedr e

LI I A L G B G B AU

(3) <o g8 T 9k R SuTel SRR GRUEAT qdi WURT BIEAHT T T GUTE
FHIRE a1 GG GeEE A1 U TE A6 Ay SeelH Qe Weadr i
A ] T |

() AT BHGH! A A AT [T qby o S g1 g |

(3) oy, eEnfe, g T 9y Ay e wge a1 9 fekdreedr e
AIbeHITSTHERT FHLIhe! aedl HUHT & T |

() ! YF(d, A T FA Y& T GHAHT ATIRAT TT FRIGE, BHY! GaT9%H, SAqardy
T A SAh S eqaedl WUHl g7 Iy |

AR AEERAT I T 9 Ay 8 T o Beharar Heika waiRe, wHd g,

AR T AT FHARIT FHARTT FI THINH AHUHT AqGF ARG AT e T 99 |

(
(
(
(

AT TeeEe Ry Jar et yEEe:

(1) JoPreas war BRF fBaer wee e afier ww Siecasesr Jukeraar wr S
[EIUIRREE I

() JuPrees galE BFF Bawr e dnfy T wet e ske st afka
Yerraa fREUTES S1E” W T Wied Ay SRR T ahd W g/
T F/AEEE | Jedd T Rl gy Ty |

(3) e fBeRor i iy JeberaeE Seofaa wufy, oiamrn, /e e T B T e,
Arfeshl Uid 9ER, ATIREe Sl AmaRPRaT TNadeh! Ga=aal %+ Al WU THCH! U
T T T W A H 9T AT Rer oA gt Reeiassdt o w0 ofE
T o |

(¥) TR dfEuHT eyt TeTHr BRE a1 qanmer a1 Mol gdHeds T8 SO
AEATST/TAST UEg | 9 F=aiia Arfeel uREm, W, a B T wEty st
ST e | A AR A A s T e e st i
ol ar Fammer & Ferer wfaffaers SeeEs e w6 |




(9)

()

(?)

YTPHTETHT Joold AHTHT a8 A JaT a1 AUAGT I B G G 9 G gty
FHTET T F RO AT WA G TCHT 6 T 2 T T e e o,
Al e G T TT T Aol AT YEOUH ST W |

At TR RBfY/AE greraA WieE e Buay PR qW, SER, Aeer 9
(TS T M), A, Jaa! fafy T ety wvaty e aee yoaen fofe e g
T |

fErrdieRT aravasar st qur wiEd, T, R A, g7 Fa, Gaeter qur e S
sty Wil T drEeEE O St e T R et dEr ey Wed oy |
vt R fewor et wiad, e I, 9gEEn, T aunTar serhar o sathers gt
feg o< |

Al weerer ity B wet afEn vvar e e srh o we e s st
A, T A, W ., T 36 T e gaaee T e it 3T, SHmEe, 9,
i, SAT TAEER, Hed, AiET T e [, B AW T eede g g |

(q0) AMIfdr TRErer TS aT I T [AWTel Teear TRl Husve 937 T4 St forg oig

9 f&fF Frgae RET Jar grard gaae:

(9)

(R)

AeeHT B BT graramr Icaes a1 Yerfied T 9 Beedr 9 i astar
T g T i Seiar FHUHT Seaee A1 Soriendiel e e B 1 ga e |
ek fershaTer BURTAT 2d qUHT R Hew, A6 T, RN BT, au yeterd B
i ol g e e AsRee AR R Ty |

(3 ) SferepT TUTEARAT ATeThT G ATINEE e T, Baehl, ST, eiael i, amseie,

FACGA ARUHEIHT TN Frorrds qoT Sl AEHl T Uade q9r & T Foreign
Particle 3¢ IRITAT/ACTAT AT Aleam T Uea WUHT ATCATHT FAAqvaT THd A0
FEEY FER A T TE 91 |

e e et af et & e e W T wie T ERE Tt e fsmeear it
DT A, S, B A, 51 HHBI WM A, T HERTEHT ga TR T forermn a7,
ik, AT, SH1S, THI, UM TFaR, FIE ATe (i, §ed T Soaid T 965 |

AT iR a7 UREETH HHAT TEHE A T AR KA FA AL T T
T TN A TR g 1y |

AT T, T, AR, SR /T, FeTEeE /o T A ey g
HRID] AN AT TIFH] SATET WD ] T |

TUEARA TR G T TR, SeaEs e Sy qaeers g e | 99a
AT AUH! B |

T AT VAT HIROT AT 9= BTl HANTel a1 Jedrgehel Gl W T a7 SIeabrey
T ety et (Reber) T qeva ffe e A, B aRosr dftee @i gweee
foRel forg e T A1 UERATCTE TR IS AT ATy cAeEr e e uie STy
o |y |




(]) @1 bl Frgel FUA ARAEHT [GFaH] HRATIIT T IRAAT W TRDHI ATHAT T
FURICHS AT AHATH AAF HIH AeAdh] AT HETHT qUH § Teh Samaan T A

TG |

Q0. I FTAM WH TRHT di fpar Fref-g FHE sgeeer:

(1) Gearaeh/ e fofd avetiar arhd afeR wH G e qr e Sor T
T |

() afirepTis JSTedlel JeqEhale AMUHIG T4 (FaX 9% USHT) TIH bl e
Tordl, = T e T |

(3) wiferspiir weettar et Yordl R wear g, s Segar A Ge qur gare
ATe, [ HIEA, TS TRIasw! e gas! g1 g |

(¥) @ q=r HAETH, @9 T e dfEus wesEe dnfdeesr Jord et Yo e
e ARRIEHT T ¥ AEYd® I FEETHT 99 T Oy |

() YoTepeiel e s T AAAeH W ABUHT AAUECH! AUTT & AT A9 Tl
ERRIcS I CE N

(8) %+ T qeFa w1 afieE/ TR WA Ay g @ Yerd et denr
A3 AroFH FEE g T A Yol T g |

TR=ge-Y

ISR T ANG G4l JamT
9. S qHAD ASRIT:
(q) 3T Ssie G= IOl ATTE AT T SOTSERT IR qetel U T | T ATt
TARIT HISRY R T |
() sdmfer TRAUFT Rear a1 WIS I8 TI@ el TACH g g |

9. O FRFaEr Sver:

(q) ot wUeror =T gt B, aehw qur qHiE drEdr, gARn woas Bl 48 W
T WERT T 96 |

(}) FfEE IsfFe G99 Yomell AUATE A T AT GRHTT dedtel UhT W atee I
IferhT SHARd AUERIT TR € |

(3) Iomeare i wuwT A st S T Bfe e T T S g R T
ey | O ik e g we e quAr |9 geetey B T Rl e anfewras safhn
AT =g |

() dmfer o &t ¥ versy A et st s aftam, difded quear, e sae | T
g e Al &S T 9de ¥ B9 THUEEH Al W (@FEre) T O 0y |

(%) F= A1 WUSROT MRA Tl faeqa feor fowmmr T8 Wl g7 Uy T e/ 99
WU QUSHT AT SHH faqog |

5




3. Sl Aiser e grafy sgEedr: |t BkE e Tl Aty Asar s 3
AAF JOTR (FEFO, FIFO, LIFO SeaTdl) Faerva T 9 |

Y. SHiure uEe T A kAT gatT gl Afiere Seeee i saeedr: At q6e T G Bk
TEET ANCTE AR 3 o GF G g I |

() @Rz T foht faaeer wvaf~y ot/ favwee,

() TTHE WOHT, FAE TAHHT, [l S ATCHT, Folferd FAAER. § Aed! S&T5 7€ TRTAT
SrafeT o wfede e,

(3) @, wAfRTs T g st BRF Braor sreram ey T Fowed seerm s
FHISTHFT AT,

(%) FAMTaTe. ST IRUHT AeAmaisd Ao AUt FAOE, ReE 7= T Feew 93 qar
UREAEE YT GEAET,

(W) a8 ¥ qrafers ATgar geary e,

(&) 9k ferrara! Ues Twafy Afier,

(o) ST bl T AT ETHTS e AT I G,

(5) A T9eT a1 PrFamT HTRG FHAET [FER0r T Yoid HHAH! ST H1 [&5a,

TREgR-Y

fafae
K. IR Gl (BrbRNrg) T U IR el sgeean: (9 )9 GEEeg qer
TR FHfAT THATEH!T T T B 9 TobTel eafeud goaradh, Jerdiabdi ¢ B fefera
a1 ARy A1 g9 HEAHAE WEHR TIT g |
() AT Fabam (EEFNEerT) aFFr @ dnfiee g7 W e Tae st
TIEEHT AT T RAITET HTAT AERIAr SIS 9de T W AUHT FaT qeai-od e,
Torfierdt T fmman TR gorey wwy |
() SATofrehT UTEAR A=A e i1 WCAT G HI G dAebrel FANTETS FETe FHaH
W™ T |
(5. WANT AN AW stvd werdal sty we A, gewe wuE, Rl dvder werdw
fergst T el geares, Yoriad, 9 Bk T AN qged gerge A1 9 eean
B | U qRTSHT (ol el g qur Aadiyy e dibedl HIguS ! urel T g
T |

Q. FUA G SHUE AT U TSR a0 PR I TG SR sEee: () A
AT A ARl TRISHEBT A HIHET ST HIH D! TAOA ol =M H el sqaedrast
T AT § W ool WY THIHET FAUHEE AT Tl T g T |
) O a9 Eied TR HU HISR TAT HawoT e HaH TS TAOA o
R RAHT STACAHT A AT R A ook WU SHIHET WHAHEE GHART ATl
TR FF TG |




(3) FA FHAT A¥AE a7 HUA HUSRIT qT (ST ¥ JAIINBTHT AT+ srifsrHenT
fafer s T T

@) I9 Wed THGH FOA AT FAIFOH A G dpdr g @
FO&aueT Uidee T AT9E 3 SHHST ST MagT U9 1 w1y |

(@) e (F) THRH FoET S| EwREe dEdsd SEes, TN aadied a9l
Freqor T Aiedr SHIW HIA AT HH TS TSUAT ATGA Y THISH & =T
FUA ARATEHT AR o7 |

@) @vE (@) FEierH FOE & B Feirae T AEes qu=ad 11 aiesg |

(5) FA HHA FAATH T HIA ASRY qT A AvATH JHIONHOT FFareg foamrer
9 SIIET T 9Fg |

G, B AT JHTADBT A FA T TGS 2 () T WLaren! THISHBT FA TG FTHTADT
a3 ATRN g |

() IR § ARIOHHT FATTADT AAHT TSR] AR Fae T g W srear o At
AT faT wwe Fee &g T |
(3) SUEHT () WM WH Foed IR =g, TIT daqadimd T FOa T&f a9 dear
FRISH HIA AT HTAH TRIEH! TETAT AN FHAel ARATEH] THITA (GBI Gaeg
|

9%, UYMEA T BCHT (9) I9 SR oawamar fFvnTer dere 9 96 |
) 7 R TAINAS] ATgHEe AT Gl A T 3R T qaE |

0. WG T FES: (9) Aty &l B @R 08 @ns Wuar § |
) ﬁqﬁﬁ%ﬁ'ﬂ'{m'ﬂ%ﬂt 009 WWWW@WWWW
qa g |




T 3
(ST 29 JUCHT (3) & T TEAT-4I)

I WTHHT STEITE/FHITA HUSRUT AT TTaRUT STHATH THTU{RTUTeRT ATt faa

oft STITATIh,
afrafer srereer fasmT

foreer ; SpoTeT wTHET ST aTa/EHITeT HUSTUT Ao foravur sreamer wwTuiieRtor T uts |

HeIed,
T T/ Tolfoh et FRTeT T STVTE/FRTeT SUSUT QT foruT ST T T &t
&I TRREhICT FRTCT SIHE STITH /RIS HUSTOT QT FIaeor STV I HUeh! & f-Rieor

SlaE S T AT fHee UE TR B




AT ¥
(ST 2\S3USTHT (3) T | TEIf-erd)
TS TLHR
TATELY AT SHHEAT HATAT
SfTafer saer favmr

THITCT WTHET STYATE/FHIT HUSRUT T TraRuT S1amer ST RIuTeht SATOTS
SHTOT O T fofar:

it (@ 91 9 fashdran! 919 T 3T )
G/ feifshabs at T

E HTHET/ 21 ToTsh et 1ot I STVITE /3HRTeT HUSIUT QT fofeuT 3T+ SHTINSR0Teh
AT ST B/ fefsharen! T-ieor gfdded died @ favmmr e Usr ] woshmr a9

BRI CIER 17« A T | GHE/AE fashare! e/ staeren Tat
A BIHHT ST¥ATE/FHRTA HUSRUT AT FeIaRoT ST¥ATE TTCHT WTh TTSUehict A1 STHTUTTS S&T T
B | ey forfsh foraeor ifeaT, 0 ¢ o T HI A1 ET R0 BHET STVATE/FHRT WSRO qeT farawor
TASTRTeRT STeTeh! STVATH HTIH WUH! THTSTHT sTErd AT FHTITRIIT T TSR AT AT B |

TEAGT & o, FHRATAIR BT



AT 9

(THT 9 T JUGHT (§) T grafeed)
T RIHG JRAE FAONHDHT AR ATEATIH TAAEE

Contents
Contents |
I PREMISES, FURNITURE, FIXTURES, AND EQUIPMENT 2
1.1 Premises 2
1.2 Furniture, Fixtures, and EQUIPIMENT.......c.ccorerecicinerneneeicinessessesseseeessessessessesesessessessessesssacssessessesssaces y)
2 PERSONNEL ...ttt s s s s s s bbb s s sa s s s b e bbb e e s asbesasbesasbesasbesasbesassesassnas 3
3 QUALITY POLICY...csesirestssestssstsss s tssestssssssssssssssssssssessssessssessssessssessssessssassssessssessssessssessssessssassssassssoses 3
4 SERVICE STRATEGY .....cirerireriresiresiressissssssssssssssssssssssssssssssssssssssssssssssssssessssessssessssessssssssssssssessssesssssssssesssssssns 3
5 TRAININGE ...ttt s s sssssssssssssssssssssssssssssessssesasssssssessssassssesassessssessssessssessssassssassssasassassess 4
6  CLIENT COMPLAINTS AND PRODUCT RECALLS.........ocovrrrrinrrrensirensnsessesissnsessssesssssssssenns 5
6.1 Client complaints..........ccocovuviivvenennes 5
6.2 Product recalls and returns 5
7 DOCUMENTATION 5
8 VENDOR SELECTION AND PROCUREMENT ........ccoviriiiriririsinisenesssissssessssssssssssssssssssssssssssssssssssssssssssens 6
8.1 GENETA .ttt ettt st sttt ettt R At et s et ee s e st et nnaseaes 6
8.2 VENAOL SEIECLION ...ttt ts sttt as st ssss st e s s s s st ssssssesesssss s st sassssasssnssssssassens 6
8.3 PrOCUIEIMENT......eveeeeeceeie ettt sttt s st ss s st sessss st easesssese st sssssesetssassssatesassnsnsassssssssnsnssssnsns 8
9 STORAGE MANAGEMENT ...ttt sss st tssss s ssssss e ss st as s as e sas e sas e sas e sas e sassasassesassasasssas 8
10 PRESCRIPTION HANDLING, FILLING, AND DISPENSING. .......cccccoemrerrrrrtrestrestnsstesessssssssasssssssssassesans 9
0.1 Prescription NANAIING ..ottt sttt ettt sttt ettt 9
10.2 Correctness of prescribed MEdICINES ........ccccvcureureureeeneererriiniireeeeesersessesseseessessessessessesessesssssessessessssesnes 9
10.3  Filling/diSpensSing PreSCriPLiONS ......ccc.cecureecureecrrencurencmrenenrecrnecsseesseessesessesessesessencssescssenessenessescssensssescssens 10
Il  CLIENT INFORMATION AND COUNSELLING. ..ottt tesssesessesans 10
FLD CHENT INfOrMALION ...ttt ettt sttt s sttt st stssse b st stss s ssstssassssstsssssesesssssassssssnsans 10
1.2 Counselling I
12 MEDICATION RECORDS & CLIENT FOLLOW-UP I
12.1  Medication records I
12.2  Client follow-up and referral 12
13 HEALTH PROMOTION AND RESPONSE TO SYMPTOMS 12
14 PHARMACOVIGILANCE 13
I5 INTERNAL QUALITY AUDIT 13
16 DEFINITIONS ...ttt sesesstsssessssassssesssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssses 14




| PREMISES, FURNITURE, FIXTURES, AND EQUIPMENT
.l Premises

1.2.
1.3.

1.4.

I.5.
1.6.

1.8.
1.9.

I.10.

The pharmacy location should be easy for the public to identify. A neat and clean exterior and
interior environment should be maintained.

The word “pharmacy” should be part of the pharmacy name and it should be clearly visible.
The background, design, content, and colors of the signboard (Nepali and English) shall be as
prescribed by the department.

The pharmacy registration certificates must be displayed in a prominent place in the pharmacy
that is visible to customers.

The pharmacy should be accessible to differently abled people.

The pharmacy environment should be clean with minimum dust and should be maintained as
per the cleaning schedules outlined in the standard operating procedures (SOPs). Cleaning
records should be maintained.

The pharmacy should be free from rodents and insects, and pest control measures should be
taken as per the defined schedule.

Dispensing should be provided from an area separate from other activities.

Based on the personnel, activities, and volume of products, there should be enough space for
holding shelves for medicines and adequate movement of personnel.

There should be a separate area for counselling with counselling resources. Client/patient can
talk freely with the pharmacists/pharmacy assistants/professionalist s/pharmacy
assistants/professionalist /byawasaayi and maintain privacy.

The pharmacy should have communication technology (i.e., telephone, internet) and
uninterrupted electricity, especially for the refrigerator.

The pharmacy must provide toilets, a hand-washing facility, and access to drinking water for
the staff and for clients.

Waste collection baskets/boxes should be available for personnel and for clients.

There must be sufficient space for clients to stand comfortably at the dispensing counter and
for some to sit comfortably while they wait.

1.2 Furniture, Fixtures, and Equipment

1.2.1

1.2.2

1.2.3

1.2.4

The pharmacy should have sufficient, appropriately designed, and labelled shelving to store
medicines of various shape and sizes and in various dosage forms in a systematic manner (e.g.,
therapeutic categorization, alphabetical order, dosage form) and protected from moisture,
dust, and direct sunlight.

The pharmacy should have lockable cupboards for storing of narcotics, psychotropics and
poisonous medicines.

A separate rack/cabinet should be available for records, files and documents.

Adequate provisions should be available for storing various medicines at prescribed
temperatures. The pharmacy should be equipped with refrigerated storage (available for
medicines requiring storage at cold temperatures (i.e., 2-8°C) and freezing temperature where
required).



1.2.5 The pharmacy shall have computers for medicines information and counselling, inventory

management, billing, adverse drug reaction reporting, communication purposes, and record

keeping.

1.2.6  The pharmacy should have arrangement for fire safety.

PERSONNEL

2.1.1 A pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist /asst.
pharmacists/pharmacy  assistants/professionalist ~ s/pharmacy assistants/professionalist
/byawasaayi should supervise overall pharmacy management and have final responsibility for
all the professional activities and operations.

2.1.2 Based on the service hours and workload, adequate numbers of pharmacists/pharmacy
assistants/professionalists and other personnel should be available.

2.1.3 Pharmacy personnel should follow good documentation practice.

2.1.4  All pharmacy personnel must wear a neat apron/coat and name tag as prescribed by Nepal
Pharmacy Council (NPC).

2.1.5 All personnel should be periodically medically examined and adequately immunized recorded.

2.1.6  All personnel should have clearly assigned job descriptions and responsibilities.

QUALITY POLICY

3.1 The pharmacy should formulate quality policy, quality manual, and SOPs.

3.1.2  The policy should be publicly available and include a commitment to satisfy statutory
requirements and to continuously improve the quality management system.

3.1.3  The quality manual and SOPs should be accessible to the pharmacy personnel for their easy
reference.

3.1.4  The pharmacy should have well-defined and documented systems and formats for all key
operations carried out in the pharmacy.

3.1.5 All pharmacy personnel should be aware of pharmacy’s quality policy and should understand

their role in delivering health care to patients.

SERVICE STRATEGY

4.1.1
4.1.2
4.1.3
4.14

The service strategy should state in detail the necessary steps to carry out for providing each
service offered and list the details of the activities, routines, authority delegations, work
procedures, and instructions that are necessary for provision of the services in day-to-day
operations of the pharmacy.

The pharmacy should have a well-documented service policy and policy implementation
strategy based on its customer service goals.

The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist
should be easily accessible to the public to provide information and counselling promptly in
the service operating hours which should be mentioned in the service strategy.

The service strategy should state issues like home delivery of medicines and the nature and
level of attention to be given to patient groups (e.g., elderly, disabled).

3



4.1.5

The strategy should also include a provision for using a “Prescription Filled” stamp to prevent
refilling the prescription without prescriber’s recommendation.

4.1.6 If the pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist
suspects that delivery of medicine from the pharmacy was inadequate, he/she should take
immediate measures to minimize the risk of danger to the patient(s).

TRAINING

5.1.1 All staff members including newly recruited staff should be trained as per the staff training
SOP of the pharmacy.

5.1.2  Training SOP should include provision for induction and continuous professional education.

5.1.3  There should be adequate resources (books, current periodicals, software, etc.) in the
pharmacy for staff to update their knowledge and skills as a fundamental requirement of the
training process.

5.1.4  The program should ensure that all pharmacy personnel are kept abreast of the
developments in their fields. Upgrading communication and interpersonal skills should form
the core of the training program, so that pharmacy personnel can collaborate with other
health care providers on one end and can form relationships with clients on the other.

5.1.5  The pharmacy professional must ensure that they have adequate training, knowledge, and
skills to provide the designated services.

5.1.6  All staff should be trained on personal hygiene as well as the level of hygiene to maintain
when storing and handling medicines.

5.1.7  Training should include different aspects relevant to pharmacy practice, legal provisions,
communication and inter-personal skills, documentation, etc.

5.1.8  Training processes should be recorded and reviewed periodically.

5.1.9  Management and the pharmacists/pharmacy assistants/professionalist s/pharmacy

assistants/professionalist shall be responsible for continuously training pharmacy personnel
to ensure maximum benefits to the community.



6 CLIENT COMPLAINTS AND PRODUCT RECALLS
6.1 Client complaints

6.2

The pharmacy should have a procedure to receive and review complaints and evaluate them
to find the underlying causes.

The complaint procedure should be publicly available.

The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist
must immediately address all complaints—oral or written—and take action to amend the
situation. Complaints should be documented in the complaint register, and reported to the
Department if applicable.

Appropriate steps should be taken to amend SOPs or other guidelines to prevent the
recurrence of the same or similar events.

Product recalls and returns

6.1.1
6.1.2
6.1.3
6.1.4
6.2.1

The pharmacy should have a well-documented product recall procedure in place, where
information on dispensed prescription medicines can be traced to the client.

6.2.2  The pharmacy should actively participate in a nationwide recall process for any substandard
medicines. All such recalls should be initiated upon receiving official information from the
Department or the supplier/manufacturer.

6.2.3  The start, progress, and completion of the recall process should be well documented.

624 If any medicine looks suspicious or falsified, the pharmacists/pharmacy
assistants/professionalist s/pharmacy assistants/professionalist should take immediate steps
to stop selling the medicine and notify the relevant parties and the Department.

DOCUMENTATION

7.1.1 The overall responsibility for documentation rests with an authorized pharmacy personnel.
All necessary statutory documents (pharmacy registration certificate, name registration
certificate, permanent account number(PAN), etc.) for operating a pharmacy must be
adequately maintained, displayed, and easily accessible.

7.1.2  Operational documents such as purchase invoices, sales invoices, and other statutory
documents should be maintained and archived for at least 3 years.

7.1.3 Documents that form a part of the pharmacy’s quality management system should be
adequately controlled and maintained.

7.1.4  Apart from the regulatory documents, the following system documents should be in place:

*  Quality policy and manual

* Health promotional policy

= Dispensing records

= Records of drugs specified by the Department
= Complaint-handling

* Training records

= Standard treatment guidelines

= Cleaning and maintenance processes

= Stock management (stock cards or ledger books) and storage systems
= Records of expired medicines and supplies

* Records of temperature monitoring

= Return and recall policy and procedures

5



= Internal quality audit and inspection reports

= Personnel and job descriptions

= Sales of poisons, narcotics, and psychotropics

= Related to wholesalers and medicines procurement

There should be SOPs for the following pharmaceutical care processes:

= Document control system

= Prescription handling

= Dispensing

= Labelling

= Patient counselling

* Medication records

*  Drug information

= Vendor selection

= Receipt of goods

= Storage of goods

= Handling of narcotic, psychotropic, and poisonous drugs
= Stock/inventory management

= Handling of expired/rejected/broken goods

= Rodent and pest control

= Complaint handling

= Recall

= Return

* Cleaning and maintenance procedures and records
* Dress code

* Training

= Internal quality audit and management review meeting procedure
= Extemporaneous compounding

8 VENDOR SELECTION AND PROCUREMENT

8.1 General
8.1.1
8.1.2

The pharmacy should develop and maintain an effective procurement and inventory
management process that ensures quality of products.

The pharmacy must ensure the authenticity of the invoice/bill the suppliers generate. As
much as possible, the pharmacists/pharmacy assistants/professionalist s/pharmacy
assistants/professionalist should ensure that medicines and health technology products are
available in the pharmacy in sufficient quantities.

8.2 Vendor selection

8.2.1

822

The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist
should ensure that the selected wholesaler has a valid license and the medicines sold are
registered as per the prevailing law so to ensure that the pharmacy sell only authorized/
registered products. The authorized bill/invoice can be considered as a basis for this
provision.

The pharmacy should maintain and have available a list of wholesalers for medicines procured.

6



8.2.3 The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist
should be confident in the adequacy of the wholesaler’s supply chain to ensure that all
medicines have been handled under appropriate storage and transit conditions.



8.3 Procurement

83.1

832

8.3.3

8.3.4

Only medicines registered with the Department shall be procured and only from registered
and licensed wholesalers.

The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist
should inform the regulatory authorities if he/she believes the supplier has carried out
dubious activities and/or if error or malpractice occurs.

All products received from wholesalers should be tallied against their invoice and checked
for correctness of dosage form, label, quantity, price, batch number, and expiry date and
visually inspected for quality.

The wholesaler should be informed as soon as possible about errors and their nature,
repetition of errors, and how and by when the pharmacy expects the wholesaler to rectify
the error. All errors made by the wholesalers should be documented and reviewed
periodically to prevent their recurrence and be acknowledged by an authorized wholesaler
representative.

9 STORAGE MANAGEMENT

9.1.1
9.1.2
9.1.3
9.1.4
9.1.5
9.1.6
9.1.7
9.1.8
9.1.9
9.1.10
9.1.11

All medicines coming into the pharmacy should initially be quarantined, preferably in a
separate area, before they are checked for correctness of quantity, batch number, expiry,
integrity, etc. After the necessary checks, they should be transferred to their respective
storage locations.
All medicines should be stored at stipulated temperatures and protected from direct sunlight,
dust, and humidity. Temperatures in the various areas including the refrigerator should be
monitored and recorded daily and records should be preserved for two years. Medicines
should be stored on the shelves of the refrigerator and not in the door.
A systematic method of storage should be defined and adopted for different dosage forms of
medical products.
Narcotic, psychotropic, and poisonous drugs shall be kept under lock and key, separate
from other medical products. Only the pharmacy personnel should keep the key. The
dispensing and inventory record of such drugs should be maintained in the format
prescribed by the department.
The medicine packets/bottles and shelves should be kept clean and dust free at all times by
following cleaning schedules and SOPs.

Medicines and health technology products should be kept out of reach of the clients.

Shelves should be checked routinely to remove medicines with approaching expiry dates. In-
house threshold periods before expiry should be set and followed to retrieve those
medicines from the shelves.

Expired medicines and health technology products should be stored separately and securely
with the label "Expired Goods - Not for Sale". Care should be taken that such goods are not
dispensed.

Clients should not receive medicines that expire during the prescribed treatment duration.
The pharmacy should follow a scientific inventory management (FEFO/FIFO) to minimize
medicines expiry.

Expired and damaged medicines should be returned to the wholesaler or destroyed as per
in-house procedures.



9.1.12  The pharmacy should not store any items that are unrelated to the medicines and health
technology products.

10 PRESCRIPTION HANDLING, FILLING, AND DISPENSING
10.1  Prescription handling
10.1.1 The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist
should create a climate so that clients feel comfortable to talk to the dispenser.
Communication should encourage the client to convey his / her needs by producing a
prescription or by asking for other medicines or advice.
10.1.2  Upon receiving the prescription, the pharmacists/pharmacy assistants/professionalist
s/pharmacy assistants/professionalist or person instructed by the pharmacists/pharmacy
assistants/professionalist s/pharmacy assistants/professionalist should confirm the client’s
identity and whether the client is the patient or is there on someone’s behalf.
10.1.3 The client may be politely requested to wait while the pharmacists/pharmacy
assistants/professionalist s/pharmacy assistants/professionalist evaluates the prescription for
the therapeutic aspects, validity, completeness, and appropriateness/correctness of the
prescription, which may require questions to the client or the prescriber.
10.1.4  Any incompleteness, ambiguities, shortcomings, or anomalies in the prescription should be
brought to the prescriber’s notice.
10.1.5 The prescription should be considered incomplete if any of the following information is
missing:
= Name of the prescriber, his/her address, and council registration number
= Name, address, age, gender of the patient
= Name(s) of the medicine(s), strength, route of administration, dosage form, frequency,
and duration

= |Instructions to the client/pharmacists/pharmacy assistants/professionalist s/pharmacy
assistants/professionalist

= Refill information if any

= Prescribers' signature and date

10.2  Correctness of prescribed medicines
10.2.1 The prescription should be checked for the following information:

= Dosage regimen: Whether the dosage prescribed is within the standard minimum or
maximum dosage range

= Multiple medication: Same medicine or different medicine with same
pharmacotherapeutic effect concurrently prescribed by the same prescriber or by two
or more prescribers to the same patient.

= Interactions between the prescribed medicines with other medicines the client is taking
such as over-the-counter medicines; medicines from past prescriptions (record of which
may be in the patient's medication records); vitamins; tonics; or any other herbal
medicines. Any medicine interactions likely to render the therapy ineffective or cause
undesirable effects to the patient should be brought to notice of the prescriber and the
client.

= Contraindications: Age, gender, disease(s), conditions, or other patient characteristics
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that may cause prescribed medicines to be contraindicated.

= History of overuse, under use, or misuse of medicines by the patient.

= Any of the above as well as handwriting legibility problems should be brought to the
prescriber’s notice. Any changes the prescriber makes should be recorded on the
prescription, with the words “Changes made in consultation with the prescriber (name)
at (time) on (date)” and should be signed and stamped by the pharmacists/pharmacy
assistants/professionalist s/pharmacy assistants/professionalist .

10.3  Filling/dispensing prescriptions

10.3.1

10.3.2

10.3.3

10.3.4

10.3.5

10.3.6

10.3.7

10.3.8

The pharmacy is responsible for dispensing prescription-only medicines only when the client
presents a valid prescription.

The dispensing should be on first-come-first-serve basis; however, priority should be given
to the severely ill, elderly, women, and differently abled clients.

The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist
should ensure correctness of the dispensed medicines, dosage form, strength, dose, quantity,
and dose regime against the prescription, verify the patient’s name, and generate an invoice.

Medicines should be packed neatly so that their integrity is maintained (i.e., in an appropriate
dispensing envelop) and labelled appropriately as per the labelling requirements. The
envelope should include the name of the patient, medicine and quantity dispensed, how often
to take the medicine, and any special directions for administration.

Appropriate information must be given to the client. If detailed counselling is not required,
the client should be advised on administration and other appropriate information and advice
(storage, refill, possible side effects, etc.).

It must be ensured that the information and advice given is correct, clear, explicit, up-to-
date, and understandable to the client. The client should be asked if the information was
clear and if she/he has further questions.

Prescriptions with controlled substances (narcotics and psychotropics) should be stamped
“Prescription filled” and duly signed by the pharmacists/pharmacy assistants/professionalist
s/pharmacy assistants/professionalist or retained after dispensing the medicines.

The pharmacy must generate an invoice/bill for medicines sold or dispensed patient
information, medicine name, dosage form, strength, quantity dispensed, batch number, expiry
date, price, dispenser’s name, and signature.

Il CLIENT INFORMATION AND COUNSELLING

1.1 Client information

11.1.2
.13

I.1.4

Pharmacy personnel must help the client to make well-informed decisions about the proper
use of medicines and other health technology products and about self-care.

Pharmacy personnel should offer clients sufficient opportunities for personal consultation.

Pharmacy personnel should provide oral and written information to the client about their
illnesses, medicines, and other health technology products.

All dispensed medicines should be appropriately labelled, which clearly states:

= Name of the patient
= Medicine’s name, strength, batch number, and expiry date
= Dosage and usage instructions for the patient

10



1.2

= Storage instructions if special storage is required
= Date dispensed
= Name and address of the pharmacy

I1.1.5 Dosage and usage information must also be given verbally to the clients (e.g., use of
dispersible tablets, chewable tablets, inhalers) along with demonstrations and pictograms
wherever required.

Counselling

I1.2.1 The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist
must work out a strategy to provide counselling regarding the use of medicines and health
technology products to improve the patient's quality of life. While dispensing, the client
should be told:
= How to take the medications
=  For how long
=  When to take the medicines and whether to take them before, during, or after meals,

etc.
*  What foods / beverages / tasks to avoid during the therapy
= What side effects to expect and how to manage them
=  What to do if one or more doses get skipped
= Réfill information wherever applicable
= Any other precautions

11.2.2  Discretion should be exercised while discussing the nature of the illness, its cause, prognosis
(course of the disease), and the expected outcomes of the therapy.

11.2.3  Client counselling should be done in the counselling area where others cannot overhear the
conversation and privacy can be maintained.

11.2.4 Pharmacy personnel should decide whether the client needs counselling. Some conditions

that may require counselling include:

= Patient with chronic illness especially a new case

= Patient on multiple medications

= Prescription with complex dosing schedule.

= Prescription requiring a special device or special technique for administration

= Patient requiring modification in lifestyle or dietary habit

= Pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist
concern about adherence to the therapy

= Prescription with medicines with high risk of adverse events and/or obvious side effects

= Patient wanting privacy about his/her illness

12 MEDICATION RECORDS & CLIENT FOLLOW-UP

12.1

Medication records

All data and information related to the patients should be stored and maintained in such a way that
keeps them confidential and is accessible only to authorized persons. Such data may be shared with
other health care professionals, usually at the specific request of the patient or when it is in the

patient’s best interest.



12.2

13

The pharmacy might have a patient medication record system which allows for easy retrieval of
patients' health and medication history when appropriate, especially patients with chronic illness or
patients requiring regular follow-up.

12.1.1  The medication record may cover the following information:

= Patient personal details including lifestyle, smoking, alcohol, history of allergy
= Past medication history and illnesses

= Current laboratory and imaging investigation profiles

= Current illness and medication regimen

= Adverse events or side effects

= Counselling records

= Follow-up requirements

= Others as relevant

12.1.2 The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist
should ensure that the patient’s confidentiality is maintained and that their information is not
accessible to people who do not need it.

Client follow-up and referral

12.2.1  Pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist s
should be able to identify and trace clients who have been dispensed prescription medicines
using any means of communication.

12.2.2  If the client reports a serious condition, the pharmacists/pharmacy assistants/professionalist
s/pharmacy assistants/professionalist ~ should provide a referral slip along with a
pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist note
to the appropriate clinician.

12.2.3  Possible reasons why the patient may not adhere to treatment should be evaluated and the
client counselled accordingly.

122.4  Whenever a pharmacists/pharmacy assistants/professionalist s/pharmacy
assistants/professionalist has doubts or believes that it would be in the patient’s best interest,
he/ she must advise the patient to see a doctor or health care provider as soon as possible.

HEALTH PROMOTION AND RESPONSE TO SYMPTOMS

13.1.1  The pharmacy should have a clearly stated health promotion policy with
pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist s
contributing to the activities.

13.1.2 The pharmacy personnel must keep himself/herself aware of national policies and programs
related to health promotion. The pharmacy should proactively participate in health promotion
campaigns and programs at the local as well as national level.

13.1.3 The pharmacy should give advice and assistance on selected topics such as prevention of
noncommunicable diseases (e.g., diabetes), hypertension, arthritis, AIDS, breastfeeding, use of
medical devices, rational use of medicines, family planning and reproductive health,
immunization, antimicrobial resistance, and lifestyle modification: changing dietary habits,
smoking cessation, decreasing alcohol consumption, etc.

13.1.4 Personnel involved in such campaigns should be educated through continuing education
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14

programs and regular interactions with other health care providers and should have
communication skills.

13.1.5 The pharmacy personnel should be responsible for responding to clients’ minor ailments and
be able to advise based on the evidence. The pharmacy personnel may suggest non-prescription
medicines for such symptoms.

13.1.6 The pharmacy might provide basic onsite rapid testing services such as sugar, HIV, blood
pressure,  respiratory  capacity, = pregnancy, etc. The  pharmacists/pharmacy
assistants/professionalist s/pharmacy assistants/professionalist must have undergone training
for such activities.

PHARMACOVIGILANCE

14.1.1 The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist
should be alert to the occurrence of adverse drug events (expected and unexpected) during
active conversation with the client and record them in the patient’s medication record.

14.1.2 The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist
should give suitable instructions to the client to reduce the potential for future adverse
effects such as advising the client how to take the medicine correctly, what other medicines
or foods to avoid, any activities that the patient should avoid (e.g., not going out in the sun,
not driving, etc.), or consulting the prescriber.

14.1.3 The pharmacy should contribute to the national pharmacovigilance program, and report and
record the occurrence of an adverse drug event to the Department or regional
pharmacovigilance centres and to the manufacturer.

I5 Self-inspection

I5.1The pharmacy should establish an inspection team to conduct and record self-inspection
not less than two times a year.
I15.1.1  The team may be made up of pharmacy staff or outsiders. However, personnel deployed for
internal audit should be adequately trained for the purpose.

152 CAPA(s) should be taken based on the findings, and their effectiveness reviewed to improve lapses

in different areas.

15.2.1  All audit procedures should be suitably documented. The audit reports should be used to
analyse weaknesses and deficiencies so that corrective measures can be taken.



16 GLOSSARY

Corrective and preventative actions (CAPAs)

The response to address complaints, product rejections, non-conformity, recalls, deviations, audits,
regulatory inspections, and findings and trends from process performance and product quality monitoring.
Good Pharmacy Practice (GPP) is the practice of pharmacy that responds to the needs of the
people who use the services to provide optimal, evidence-based care. To support this practice, it is
essential that Nepal has established the national framework of quality standards and guidelines for GPP.
Pharmaceutical care is the responsible provision of pharmaco-therapy for the purpose of achieving
definite outcomes that improve or maintain a patient's quality of life. It is a collaborative process that
aims to prevent or identify and solve medicinal product and health related problems.

Prescriber is a person in health care who is permitted by law to order drugs that legally require a
prescription; includes physicians, physician assistants, dentists. The prescriber is not always a medical
doctor but can also be a paramedical worker, such as a primary health care practitioner.

Product recall

A process for withdrawing or removing a medical product from the distribution chain because of defects
in the product, complaints of serious adverse reactions to the product and/or concerns that the product
is or may be falsified. The recall might be initiated by the manufacturer, importer, wholesaler, wholesaler,
or a responsible agency.

Quality policy is a general declaration of the intent of the pharmacy about the level of quality of service
and products offered to the public.

Quarantine

Isolation of medical products, physically or by other means, while a decision is awaited on their release,
rejection, or reprocessing.

Self-inspection

An internal procedure to evaluate the entity’s compliance with GSDP and other good pharmaceutical-
related practices to detect any shortcomings and to recommend and implement CAPA:s.

Service strategy is a statement of the nature of services provided in the pharmacy and the standards
laid down for provision of those services.

Standard operating procedure (SOP)

An authorized written procedure giving instructions for performing general operations that are not
necessarily specific to a given product (e.g., equipment operation, maintenance and cleaning, validation,
cleaning of premises, environmental control, sampling, and inspection).
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Abbreviations and Acronyms

CAPA
DDA
FEFO
GSDP
LIFO
QMS
SOP

corrective action and preventative action
Department of Drug Administration

first expiry first out

Good Storage and Distribution Practices
last in first out

Quality management system

standard operating procedure



I. Premises, Furniture, and Fixtures

I.15.

I.18.

I.19.

1.20.

1.21.

1.22.
1.23.

1.24.

1.25.
1.26.

1.27.

1.28.

1.29.

1.30.

1.31.

1.32.

The premises should have a clearly visible signboard with at least the wholesale firm’s name,
registration number, and contact information legible in both Nepali and English. The
background, design, content, and colors of the signboard (Nepali and English) shall be as
prescribed by the department.

The premises should be in an area unaffected by pollution from waste, garbage, etc.

Premises and storage facilities should be clean and free from litter and dust. Cleaning equipment
and cleaning agents should not be possible sources of contamination.

Appropriate measures should be taken to control access of rodents, birds, insects, and other
animals.

There should be ample access for vehicles to reach the wholesaler’s site and enough space in
the premises for receiving and dispatching goods.

The premises and facilities should be designed or adapted to ensure that required storage
conditions are maintained.

The premises and building should be suitably secure, structurally sound, and of sufficient
capacity to allow safe storage and handling of medical products.

The grounds should have ample security to prevent entry of unauthorized personnel.

Storage areas should have adequate lighting to enable all operations to be carried out accurately
and safely.

The premises should have an adequate separate area for receipt, quarantine, storage, and
dispatch of goods.

There should be a dedicated area/room for document verification and in-house quality control.
The wholesaler must have a stable and secure system of communication and uninterrupted
electricity with power backup, especially for a refrigerator or cold room.

There should be a separate and secure area/room to store highly sensitive products such as
cytotoxic, poisonous drugs, and narcotics and psychotropics.

A labeled, dedicated room/area should be available for the storage of expired, damaged, and
rejected/recalled goods.

There should be an appropriate refreshment facility for staff that is separate from storage areas.
Food, drink, smoke, or medical products for personal use should be strictly prohibited in the
storage areas.

The premises should be of sufficient size to allow for the cleaning of incoming medical products
such as dust and dirt accumulated during storage.

The wholesaler should have enough shelves/platforms appropriately designed to store various
dosage forms.

Appropriate and adequate furniture must be available for quality control, document
verification, and documentation. The furniture must preferably be of stainless steel, or if made
of other materials, they should not be broken, chipped, or damaged in any way to affect the
products and personnel.



2. Personnel

2.1.

2.2

2.3.

2.4.

2.5.

2.6.

27.

2.8.

2.9.

There should be an adequate number of personnel to perform the wholesaler’s functions based
on the workload.

Personnel should have appropriate educational qualifications, experience, and training relative
to the activities undertaken.

The wholesaler should be supervised by a pharmacists/pharmacy assistants/professionalist
s/pharmacy assistants/professionalist present in person, as recognized by the Act, who will
have the final responsibility for all professional activities and operations.

A qualified pharmacists/pharmacy assistants/professionalist s/pharmacy
assistants/professionalist should carry out key quality-related activities such as document
preparation, record maintenance, self-inspection, etc. All activities should be carried out as per
the guidelines and procedures.

All personnel should have a defined level of autonomy and authority which should be clearly
written in a QMS document, and all critical actions and decisions should be recorded.

An organizational structure should be in place, and each staff person should have a clear job
description and clearly assigned responsibilities based on QMS.

There should be a system to conduct employee health check-ups at the beginning of
employment to assure there are no underlying chronic health problems, and then on a routine
basis.

Appropriate personnel safety and hygiene practices relevant to the distribution activity should
be established and practiced.

Codes of conduct should be prepared and implemented to prevent and address cases of
product misappropriation, tampering, diversion, or falsification by any personnel.

3. Equipment

3.1.

3.2

3.3.

3.4.
3.5.
3.6.
3.7.

Equipment including electronic/computer systems should be suitable and adequate for its
intended use. All equipment should be appropriately designed, located, installed, and
maintained.

Appropriate and adequate refrigerators or cold rooms should be available for the drugs to be
stored.

There should be an appropriate instrument to monitor temperature and humidity in the
storage area.

Billing equipment should ensure traceability and confidence in the supply chain and products.
Appropriate equipment for moving, storing, releasing, and packaging goods should be available.
Adequate firefighting equipment should be installed and maintained.

Calibration/validation of equipment and instruments, as required, should be carried out as per
SOPs in a timely manner and recorded.

4. Quality Policy

4.1.
4.2.

43.

The wholesaler should formulate quality policy, quality manual, and SOPs.

The policy should be publicly available and include a commitment to satisfy statutory
requirements and to continuously improve the quality management system.

The quality manual and SOPs should be accessible to the wholesaler personnel for their easy
reference.



44.

4.5.

4.6.

4.7.
4.8.

The wholesaler should have well-defined and documented systems and formats for all key
operations carried out in the pharmacy.
All personnel should be aware of the quality policy and should understand their roles in storage
and distribution practices.
The manager should ensure that the quality policy and quality goals are understood,
implemented, and maintained throughout the operations.
All the activities mentioned in the quality manual should be well-documented.
There should be a system for periodic management review, and minutes and related documents
from such meetings should be available.

Service Strategy

5.1.

5.2

5.3.

5.4.

The service strategy should state in detail the necessary steps to carry out for providing each
service offered and list the details of the activities, routines, authority delegations, work
procedures, and instructions that are necessary for provision of the services in day-to-day
operations of the pharmacy.
The wholesaler should have a well-documented service policy and policy implementation strategy
based on its customer service goals.
The wholesaler should have a service strategy to ensure that unregistered products are not sold
and distributed.
The service strategy should include information for the customers to contact the company
regarding the services.

Training

6.1.
6.2.
6.3.

6.4.
6.5.

6.6.

6.7.

6.8.

6.9.

6.10.
6.11.

All staff members including newly recruited staff should be trained as per the training SOP.
Training SOP should include provision for induction and continuous professional education.
There should be adequate resources (books, current periodicals, software, etc.) for staff to
update their knowledge and skills as a fundamental requirement of the training process.
The program should ensure that all personnel are kept abreast of the developments in their fields.
The wholesaler must ensure that all personnel have adequate training, knowledge, and skills to
provide the designated services.
All staff should be trained on occupational safety and personal hygiene as well as the level of
hygiene to maintain when storing and handling medicines.
Training should include different aspects relevant to storage and distribution, legal provisions,
communication and inter-personal skills, documentation, etc.
Training processes should be recorded and reviewed periodically for the effectiveness of the
trainings.
Management and the  pharmacists/pharmacy  assistants/professionalist ~ s/pharmacy
assistants/professionalist shall be responsible for continuously training pharmacy personnel to
ensure maximum benefits to the community.
Records of all training sessions, attendance, and assessments should be kept.

Personnel should be trained to handle poisonous and hazardous materials.



7. Qualification of Suppliers

7.1.  Prior to making any agreement, the wholesaler should verify the validity of the
supplier/manufacturer and make sure that the items to be distributed are registered and
renewed by the Department.

7.2.  The wholesaler should get authorization letter from the manufacturer or importer to present
to the Department during registration and renewal of certificates/licenses.

7.3.  The wholesaler, with the involvement of or guidance from the Department, should make sure
that the supplier (importer/manufacturer) has an adequate facility and the infrastructure to
handle medical products. Qualification should be performed according to SOPs.

7.4.  The selection, including qualification and approval of suppliers, should be defined in SOPs and
the results documented and periodically evaluated.

7.5. The contract should specify which documents the importer/manufacturer are required to
provide with the consignment and the transportation conditions.

8. Receipt of Medicines

8.1. The receiving function should include making sure that the arriving consignment is from
approved suppliers and were not visibly damaged during transport.

8.2. Each consignment should be carefully checked for possible contamination, tampering, or
damage according to SOPs. Any suspect containers, or if necessary, the entire delivery, should
be quarantined for further investigation.

8.3.  Errors made by the suppliers should be brought to notice as soon as possible, rectified, and
recorded.

8.4. Measures should be taken to ensure that rejected medicines are not distributed. They should
be segregated and securely stored while awaiting destruction or return to the supplier.

8.5. Medicines and health technology products requiring special storage or security measures
should be prioritized for immediate transfer to appropriate storage facilities after the
appropriate checks have been conducted.

8.6.  The consignment should be checked for container uniformity and subdivided according to the
supplier’s batch number if the delivery comprises more than one batch. Each batch should be
dealt with separately.

8.7. Materials and products requiring transport and storage under controlled temperature and
relative humidity conditions should be handled as a priority. Where applicable, cold-chain
materials and products should be handled according to manufacturer specified conditions.

8.8.  Proper protocols, systems, and space should be available to segregate outgoing and incoming
products to avoid mix-up.

9. Review and Quarantine

9.1.  The receiver should make sure that everything is verified as per the SOP and checklist.

9.2. All products received from suppliers should be compared to their invoice and checked for
correctness of identity, quality, quantity, price, batch number, expiry date, and registration and
renewal status at the Department.

93. The checklist should be reviewed by the responsible pharmacists/pharmacy

assistants/professionalist s/pharmacy assistants/professionalist or designated personnel with
authority to approve.
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9.4.
9.5.

Products should not be transferred to saleable stock until an authorized release is obtained.
Quarantined products should be clearly labeled and segregated to avoid mix-up.

10. Quality Control

10.1.
10.2.
10.3.

10.4.

10.5.

The labelling and packaging specifications of quarantined goods should be evaluated/verified
according to the SOPs.

There should be a document that defines the condition requiring quality testing and/or further
verification for products such as quarantined.

All documents related to quality testing and verification should be complete and signed.

If the wholesaler notes deviation from the specification or suspects the quality, the wholesaler
should hold the goods according to SOP and inform the supplier/manufacturer and the
Department.

A system to maintain retention samples of suspected products should be in place with proper
SOPs, facilities, and documentation.

| |.Storage/Warehouse and Inventory

1.2,

.3

I'1.4.
I'1.5.

I1.6.

1.7

I1.8.

1.9.

11.10.

.12

A system should define the storage conditions and location of various dosage forms, and the
warehousing method should be defined by the system.

The storage conditions for medicines should follow their labeling and the information provided
by the manufacturer.

Medicines should be stored separately from other products to ensure the required storage
conditions.

Warehousing operations must maintain security of stock.

Monitoring is required to protect products from the harmful effects of light, temperature,
moisture, and other external factors.

Periodic stock reconciliation should be performed by comparing the actual and recorded
quantities. All significant stock discrepancies should be investigated to check for inadvertent
mix-ups and wrong issuances.

Records of stock levels for all medical products in the store should be maintained, in either
paper or electronic format. These records should be updated after each operation.

Stock should be rotated according to the FIFO/FEFO principle. Any exceptions should be
documented.

Medicines that are nearing their expiry date/end of shelf life should be withdrawn from the
saleable stock at least three months prior either physically or through equivalent electronic
segregation. But this clause will not be applicable during emergencies and shortage.

Expired or damaged drugs must be returned or disposed following SOPs within an agreed upon
time with the manufacturer or as mentioned by law.

The products should be handled and stored in a manner that prevents spillage, damage,
contamination, and mix-ups. There should not be unlabeled cartons.

Radioactive materials and hazardous products—as well as products presenting special risks of
abuse, fire, or explosion (e.g., combustible, or flammable liquids and solids and pressurized
gases)—should be stored in a dedicated area(s) that is subject to additional safety and security
measures.
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11.13.

11.14.

Drugs classified as narcotic, psychotropic, or poisonous should be stored in a locked cupboard
under the supervision of a pharmacists/pharmacy assistants/professionalist s/pharmacy
assistants/professionalist or designated personnel.

Damaged containers should be brought to the attention of the person responsible for quality.

12.Billing and Supply

12.1.

12.2.

12.3.

12.4.

12.5.
12.6.

12.7.

12.8.

12.9.

12.10.

12.11.

The medicines shall be supplied only to pharmacies that have been registered or authorized by

the Department, and government institutions and other institutions registered under the

prevailing laws.

The wholesaler should not sell medicines directly to the patient.

Medicines with an expiration date of less than three months should not be sold, except in the

case of emergencies and shortage.

The billing system should include a warning about short-expiry medicines.

All records of bills and supplies must be maintained as per the law.

A sales invoice must be issued with the distributed drug with the following information:

e Name and address of wholesaler and pharmacy/organization with DDA registration
number and PAN number

e Name, strength, dosage form, quantity, amount, batch number, manufacturing date, and
expiry date of medicine

e Special instructions for storage and handling (if required)

All received and sold/distributed products should have traceable records in the wholesaler

system.

Delivery from the wholesaler should follow the designated/routine or alternate schedule and

plan.

Packing and transportation should not adversely impact the quality of medicines or the ability

to identify the drug.

The wholesaler should have an arrangement to supply customers quickly in case of an

emergency need.

Medicines returned to the wholesaler for reasons other than quality such as packaging

problems must not be sold until the pharmacists/pharmacy assistants/professionalist

s/pharmacy assistants/professionalist provides written approval stating that the quality of the

drug was not compromised when not under the wholesaler’s custody.

13.Importation

13.1.

13.2.

13.3.

13.4.

13.5.
13.6.

The importer should make sure that all the importation licenses for the medicine are in place
and proper agreement is made with the exporter.

The importer should obtain all required quality control documents guaranteeing the safety,
quality, and efficacy of the medicines.

The importer should ensure that products come only from authorized entities in accordance
with the applicable legal and administrative provisions of the country concerned.

The storage of products at the port of entry should follow storage guidelines and should be
for as short a time as possible.

The products should be imported only through the designated custom point/port.

The importer should develop and maintain an effective procurement and inventory
management system that ensures good-quality products and avoids medicine shortages.
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14. Contract Activities

14.1.

14.2.

14.3.

The contractor must be qualified by the wholesaler. Records of such qualification processes
should be maintained.

Any activity at the wholesaler that is outsourced should be correctly defined, agreed, and
controlled to avoid misunderstandings that could affect product integrity.

The contract between the purchaser and the contractor should be written and signed by both
the contract giver and the contract acceptor.

5. Transportation

15.1.
15.2.
15.3.
15.4.

I5.5.
15.6.

15.7.

The wholesaler should ensure that the vehicle used for transportation is appropriate to
maintain product quality.

A system to track the vehicle, personnel, and products should be in place during transit.

The packing in the vehicles should follow last in first out (LIFO) system.

The packing in the vehicles should avoid over-stacking and have appropriate measures to avoid
damage during transit.

There should be SOPs to inspect, clean, and qualify non-dedicated vehicles for transport.

The wholesalers/wholesalers should make sure that the shipment containers are appropriate,
and the labeling requirements are met.

There should be written guidelines for handling goods in transit that the transporter must
comply with.

16. Falsified Pharmaceutical Products

16.1.

16.2.

16.3.

16.4.

16.5.

The quality system should include procedures to identify and handle medical products that are
suspected to be falsified.

A system should be in place for prompt recall and reporting to the Department and the holder
of marketing authorization/manufacturer for the original product when suspected falsified
products are identified.

Suspect products should be stored in a secure, segregated area and clearly identified to prevent
further distribution or sale. Access should be controlled.

Upon confirmation of the product being falsified, a formal decision should be taken by the
Department on its disposal, ensuring that it does not re-enter the market, and the decision
recorded.

Records should be maintained reflecting the investigations and action taken regarding falsified
products, such as disposal. Such products should not re-enter the market.

17. Complaints, Recalls, and Return

17.1.

17.2.

17.3.

17.4.

The wholesaler should have a SOP to receive complaints about quality and inform its
customers.

When products are rejected by the customers such as pharmacies and institutions, authorized
procedures should be followed, including safe transport.

Complaints received through any means (i.e., oral, written) must be immediately recorded,
investigated, addressed appropriately, and documented.

The wholesaler should have a well-documented recall procedure in place.
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17.5.

17.6.

17.7.

17.8.

17.9.

17.10.

17.11.

17.12.

17.13.

17.14.

Recalls should be made only after all the proper protocols have been implemented during
investigation.

Records of information including quantity of broken, expired, returned, and destroyed
medicines should be maintained.

A distinction should be made between complaints about product or its packaging and those
relating to distribution.

The wholesaler should be available and responsible for receiving information on any complaints
about the quality of supplied products.

If the wholesaler receives any information regarding the quality of supplied goods, the
wholesaler should proactively recall the goods immediately after proper procedures and inform
Department on such recalls if applicable after proper procedures are applied.

The recall initiation, progress, and completion should be well-documented. Other batches of
the recalled drug should also be verified.

Recalled items should be stored in a specific location and measures should be in place to avoid
access and distribution until a decision has been made. The effectiveness of recalls should be
evaluated.

Products returned should be destroyed unless their quality has been critically assessed in
accordance with a written and authorized procedure and deemed satisfactory.

Destruction and disposal of products should be done in accordance with international, national,
and local requirements and with due consideration to protect the environment.

The wholesaler should provide compensation to its customers as per the law in case of recalls
due to expiration and damages, or any harm to the consumers.

1 8. Documentation

18.1.

18.2.

18.3.

18.4.

18.5.

18.6.

18.7.

Documents should be clear, in precise formats, and organized so that it is easy to complete,
review, and check. The title, scope, objective, and purpose of each document should be clear.
Documents related to licenses, registration, agreements, purchase, and sales invoices, import
licenses, and other statutory documents related to the products should be maintained and
archived for 3 years.
There should be adequate control and maintenance of documents that are part of the quality
system. A periodic review of documents should be carried out.
All documents should be completed, signed, and dated as required by authorized person(s) and
should not be changed without the necessary authorization.
All records should be stored and retained in a way that prevents unauthorized access,
modification, damage, deterioration and/or loss during the record’s life cycle.

Documents related to post-marketing surveillance and pharmacovigilance should be maintained
by the wholesalers regarding their dispatched products. They should report any quality and
safety issues to the Department.
Apart from the above documents, the following system documents should be developed,
approved, and maintained:

e Quality manual and quality policy

e  Physical verification and results

e Personnel and their job descriptions

e Personnel trainings and training evaluation

e Vender selection process and vendor details

e Procurement and inventory management
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e Sales and distribution of poisonous drugs, narcotics, and psychotropics
e Calibration and validation of equipment including refrigerator/cold room
e Pharmaceutical product disposal and destruction

e Cleaning and maintenance processes

e Pest control program

¢ Goods receiving, storage, and dispatch systems

e Filling, packaging, and dispatching orders

e Complaints, recalls, and returns

o Self-inspection or audit practices

e SOPs for the above practices wherever required

e Others as necessary

19. Self-inspections

19.1.

19.2.

19.3.

19.4.

19.5.
19.6.

19.7.

Self-inspections should be conducted to monitor implementation and compliance with GSDP
principles and to propose CAPAs.

The self-inspection program should cover all aspects of and compliance with regulations,
guidelines, and procedures within a defined time frame.

The wholesaler should formulate a competent inspection team which is free of bias and whose
members have appropriate knowledge and experience.

The team may include the wholesaler manager along with a pharmacists/pharmacy
assistants/professionalist s/pharmacy assistants/professionalist or person from outside the
organization. However, personnel deployed for internal audits should be adequately trained by
recognized trainers or organizations.

Inspections should be conducted according to a pre-planned schedule.

CAPA(s) should be taken based on the findings, and their effectiveness reviewed to improve
lapses in different areas.

All audit procedures should be suitably documented. The audit reports should be used to
analyze weaknesses and deficiencies in the system that can be addressed.
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GLOSSARY

Batch
A defined quantity of pharmaceutical products processed in a single process or series of processes that
make them homogeneous.

Batch number
A distinctive combination of numbers and/or letters that uniquely identifies a batch of product printed on
labels, in batch records, and in corresponding certificates of analysis.

Consignment

A quantity of medical products supplied at one time in response to a particular request or order. A
consignment may comprise one or more packages or containers and may include pharmaceutical products
belonging to more than one batch.

Container

The receptacle used to package a medical product. There are primary, secondary, and transportation
containers such as shipment containers. Primary containers are in direct contact with the product.
Secondary containers are not intended to be in direct contact with the product.

Contract
A business agreement for the supply of goods or performance of work at a specified price; quality elements
may be included in the contract or in a separate contract.

Corrective and preventative actions (CAPAs)
The response to address complaints, product rejections, non-conformity, recalls, deviations, audits,
regulatory inspections, and findings and trends from process performance and product quality monitoring.

Distribution
The procuring, purchasing, holding, storing, selling, supplying, importing, exporting, or movement of
medical products, except for dispensing medical products directly to a patient or his or her agent.

Expiry date

The date given on the individual container (usually on the label) of a medical product, up to and including
the date that the product is expected to remain within specifications if stored correctly. It is established
for each batch by adding the shelf life to the date of manufacture.

Falsified product

A product that has been deliberately and/or fraudulently misrepresented as to its identity, composition,
or source. Such deliberate/fraudulent misrepresentation refers to any substitution, adulteration, or
reproduction of an authorized product or the manufacture of a product that is not an authorized product.

“Identity” shall refer to the name, labeling, or packaging or to documents that support the authenticity of
an authorized product. “Composition” shall refer to any ingredient or component of the product in
accordance with applicable specifications authorized/recognized by the national regulatory authority.
“Source” shall refer to the identification including name and address of the marketing authorization holder,
manufacturer, importer, exporter, wholesaler, or retailer, as applicable.
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First expiry/first out (FEFO)
A distribution procedure where stock with the earliest expiry date is distributed and/or used before an
identical stock item with a later expiry date is distributed and/or used.

Good distribution practices

Activities that maintain the quality of a pharmaceutical product by controlling the numerous steps during
the distribution process as well as secure the distribution system from counterfeit, unapproved, illegally
imported, stolen, substandard, adulterated, and/or misbranded pharmaceutical products.

Good storage practices
Activities that maintain the quality of medical products by controlling storage conditions through the
distribution process.

Importation
The act of bringing or causing any goods to be brought into a customs territory (national territory,
excluding any free zone).

Labeling

Providing information on medical product packaging including the following, as appropriate: name of the
product, active ingredient(s), type and amount, batch number, expiry date, special storage conditions or
handling precautions, directions for use, warnings and precautions, and names and addresses of the
manufacturer and/or supplier.

Product recall

A process for withdrawing or removing a medical product from the distribution chain because of defects
in the product, complaints of serious adverse reactions to the product and/or concerns that the product
is or may be falsified. The recall might be initiated by the manufacturer, importer, wholesaler, wholesaler,
or a responsible agency.

Quality assurance

A wide-ranging concept covering all matters that individually or collectively influence the quality of a
product. It is a comprehensive system ensuring that medical products are of the quality required for their
intended use.

Quality policy
A pharmaceutical service and product-related entity’s declaration about the level of service and product
quality offered to the public.

Quality system

An appropriate infrastructure, encompassing the organizational structure, procedures, processes,
resources, and systematic actions necessary to ensure confidence that a product (or services) will satisfy
given quality requirements.

Quarantine

Isolation of medical products, physically or by other means, while a decision is awaited on their release,
rejection, or reprocessing.
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Self-inspection
An internal procedure to evaluate the entity’s compliance with GSDP and other good pharmaceutical-
related practices to detect any shortcomings and to recommend and implement CAPA:s.

Service strategy
A pharmaceutical service and product-related entity’s statement of the nature of services provided and
the standards to provide those services.

Shelf life

The period during which a medical product, if stored correctly, is expected to comply with the
specifications determined by stability studies on several batches of the product. The shelf life is used to
establish the expiry date of each batch.

Standard operating procedure (SOP)

An authorized written procedure giving instructions for performing general operations that are not
necessarily specific to a given product (e.g., equipment operation, maintenance and cleaning, validation,
cleaning of premises, environmental control, sampling, and inspection).

Storage
The storing of medical products up to the point of use.

Substandard products

“Substandard” medical products (also called “out of specification”) are authorized by national medicines
regulatory authorities but fail to meet either national or international quality standards or specifications
or both.

Transit

The period during which medical products are being carried, conveyed, or transported to reach their
destination.
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	9.1.8 Expired medicines and health technology products should be stored separately and securely with the label "Expired Goods - Not for Sale". Care should be taken that such goods are not dispensed.
	9.1.9 Clients should not receive medicines that expire during the prescribed treatment duration.
	9.1.10 The pharmacy should follow a scientific inventory management (FEFO/FIFO) to minimize medicines expiry.
	9.1.11 Expired and damaged medicines should be returned to the wholesaler or destroyed as per in-house procedures.
	9.1.12 The pharmacy should not store any items that are unrelated to the medicines and health technology products.

	10  PRESCRIPTION HANDLING, FILLING, AND DISPENSING
	10.1 Prescription handling
	10.1.1 The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist  should create a climate so that clients feel comfortable to talk to the dispenser. Communication should encourage the client to convey his / her needs by...
	10.1.2 Upon receiving the prescription, the pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist  or person instructed by the pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist  shoul...
	10.1.3 The client may be politely requested to wait while the pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist  evaluates the prescription for the therapeutic aspects, validity, completeness, and appropriateness/co...
	10.1.4 Any incompleteness, ambiguities, shortcomings, or anomalies in the prescription should be brought to the prescriber’s notice.
	10.1.5 The prescription should be considered incomplete if any of the following information is missing:

	10.2 Correctness of prescribed medicines
	10.3 Filling/dispensing prescriptions
	10.3.1 The pharmacy is responsible for dispensing prescription-only medicines only when the client presents a valid prescription.
	10.3.2 The dispensing should be on first-come-first-serve basis; however, priority should be given to the severely ill, elderly, women, and differently abled clients.
	10.3.3 The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist  should ensure correctness of the dispensed medicines, dosage form, strength, dose, quantity, and dose regime against the prescription, verify the patient...
	10.3.4 Medicines should be packed neatly so that their integrity is maintained (i.e., in an appropriate dispensing envelop) and labelled appropriately as per the labelling requirements. The envelope should include the name of the patient, medicine and...
	10.3.5 Appropriate information must be given to the client. If detailed counselling is not required, the client should be advised on administration and other appropriate information and advice (storage, refill, possible side effects, etc.).
	10.3.6 It must be ensured that the information and advice given is correct, clear, explicit, up-to-date, and understandable to the client. The client should be asked if the information was clear and if she/he has further questions.
	10.3.7 Prescriptions with controlled substances (narcotics and psychotropics) should be stamped “Prescription filled” and duly signed by the pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist  or retained after dispe...
	10.3.8 The pharmacy must generate an invoice/bill for medicines sold or dispensed patient information, medicine name, dosage form, strength, quantity dispensed, batch number, expiry date, price, dispenser’s name, and signature.


	11 CLIENT INFORMATION AND COUNSELLING
	11.1 Client information
	11.1.1 Pharmacy personnel must help the client to make well-informed decisions about the proper use of medicines and other health technology products and about self-care.
	11.1.2 Pharmacy personnel should offer clients sufficient opportunities for personal consultation.
	11.1.3 Pharmacy personnel should provide oral and written information to the client about their illnesses, medicines, and other health technology products.
	11.1.4 All dispensed medicines should be appropriately labelled, which clearly states:
	11.1.5 Dosage and usage information must also be given verbally to the clients (e.g., use of dispersible tablets, chewable tablets, inhalers) along with demonstrations and pictograms wherever required.

	11.2 Counselling
	11.2.1 The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist  must work out a strategy to provide counselling regarding the use of medicines and health technology products to improve the patient's quality of life. W...
	11.2.2 Discretion should be exercised while discussing the nature of the illness, its cause, prognosis (course of the disease), and the expected outcomes of the therapy.
	11.2.3 Client counselling should be done in the counselling area where others cannot overhear the conversation and privacy can be maintained.
	11.2.4 Pharmacy personnel should decide whether the client needs counselling. Some conditions that may require counselling include:


	12 MEDICATION RECORDS & CLIENT FOLLOW-UP
	12.1 Medication records
	12.1.1 The medication record may cover the following information:
	12.1.2 The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist  should ensure that the patient’s confidentiality is maintained and that their information is not accessible to people who do not need it.

	12.2 Client follow-up and referral
	12.2.1 Pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist s should be able to identify and trace clients who have been dispensed prescription medicines using any means of communication.
	12.2.2 If the client reports a serious condition, the pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist  should provide a referral slip along with a pharmacists/pharmacy assistants/professionalist s/pharmacy assista...
	12.2.3 Possible reasons why the patient may not adhere to treatment should be evaluated and the client counselled accordingly.
	12.2.4 Whenever a pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist  has doubts or believes that it would be in the patient’s best interest, he/ she must advise the patient to see a doctor or health care provider as...


	13 HEALTH PROMOTION AND RESPONSE TO SYMPTOMS
	13.1.1 The pharmacy should have a clearly stated health promotion policy with pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist s contributing to the activities.
	13.1.2 The pharmacy personnel must keep himself/herself aware of national policies and programs related to health promotion. The pharmacy should proactively participate in health promotion campaigns and programs at the local as well as national level.
	13.1.3 The pharmacy should give advice and assistance on selected topics such as prevention of noncommunicable diseases (e.g., diabetes), hypertension, arthritis, AIDS, breastfeeding, use of medical devices, rational use of medicines, family planning ...
	13.1.4 Personnel involved in such campaigns should be educated through continuing education programs and regular interactions with other health care providers and should have communication skills.
	13.1.5 The pharmacy personnel  should be responsible for responding to clients’ minor ailments and be able to advise based on the evidence. The pharmacy personnel may suggest non-prescription medicines for such symptoms.
	13.1.6 The pharmacy might provide basic onsite rapid testing services such as sugar, HIV, blood pressure, respiratory capacity, pregnancy, etc. The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist  must have underg...

	14 PHARMACOVIGILANCE
	14.1.1 The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist  should be alert to the occurrence of adverse drug events (expected and unexpected) during active conversation with the client and record them in the pati...
	14.1.2 The pharmacists/pharmacy assistants/professionalist s/pharmacy assistants/professionalist  should give suitable instructions to the client to reduce the potential for future adverse effects such as advising the client how to take the medicine c...
	14.1.3 The pharmacy should contribute to the national pharmacovigilance program, and report and record the occurrence of an adverse drug event to the Department or regional pharmacovigilance centres and to the manufacturer.
	15.1.1 The team may be made up of pharmacy staff or outsiders. However, personnel deployed for internal audit should be adequately trained for the purpose.
	15.2.1 All audit procedures should be suitably documented. The audit reports should be used to analyse weaknesses and deficiencies so that corrective measures can be taken.
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