NHS Supply Chain Emergency Procedure

Customer Procedure 
Case of emergency during normal working hours 
Monday to Friday between the hours 8.30am and 5.00pm contact your local Supplies Manager who will respond to your emergency in the most appropriate way and in line with local procedures. 

Case of emergency outside of normal working hours 
Outside of normal working hours as indicated above the Customer must obtain the appropriate permission from budget holder, Manager in charge etc. Once permission has been obtained you should contact the local Distribution Centre by telephone not by facsimile (see contact numbers on page 4) 
All such demands will be charged to the local emergency GL code to be apportioned according to local procedures. As of necessity, the emergency procedures are designed to allow authorised personnel to obtain their emergency issues without the encumbrance of normal requisitioning. 

Procedure for case of emergency during normal working hours – Via local Procurement Department.
Before pursuing an emergency delivery from the NHS Logistics Distribution Centre, consider the following: 

1. Are the goods needed urgently? 

2. Could the goods be obtained quickly from another department? 

Procedure to be followed by Supplies Manager/Officers for an emergency during normal working hours 
Investigate the request and ascertain if the goods required can be obtained more quickly from another Ward/Department or Hospital. 

Use the enquiry facility on LOL (Logistics Online) or local legacy system to determine where any delivery of the items required has been made recently. 

Once it is apparent that a delivery is required from the Distribution Centre, obtain the following:- 

1. Authorising Officer’s name 
2. Location name and telephone number 
3. Requisition point 
4. NSV code for each commodity required 
5. Description of product with issue pack size 
6. Quantity required 
7. Delivery if different from normal delivery location 
8. Precisely when the item/s are needed 
The procedure to be followed by customers depends upon the time of day the emergency rises. 
An emergency is defined as a major incident or an unforeseen circumstance where delivery is required the same day or within 5 hours. 
There is no charge for genuine emergencies. 

Contact the Distribution Centre and your usual Customer Service advisor. 

You must clearly state that it is an emergency situation and that you require an urgent delivery from the Distribution Centre. 

Your Customer Service advisor will then ask the questions listed above and read back the answers to you, to confirm the request. 

The Customer Service advisor will confirm the warehouse pick of the goods by telephoning either the customer or the Receipts and Distribution point and give details of the transport to be used and the estimated time of arrival at the delivery location. 

Upon receipt the customer will be asked to sign the delivery note, printing their full name, job title and normal telephone number - a copy of which will be given to the customer. 

An emergency is defined as a major incident or an unforeseen circumstance. This is usually a same day delivery. 

Procedure to be followed by the CUSTOMER for an emergency outside of ‘normal’ hours - security manned site 
Authorisation must be obtained for any emergency request. 

Obtain the following information BEFORE contacting the Distribution Centre:- 

1. Authorising officer’s name 

2. Location name and telephone number 

3. Requisition point and requisition code 

4. NSV code for each commodity required 

5. Description of product with issue pack size 

6. Quantity required 

7. Delivery if different from normal delivery location 

8. Precisely when the item/s are needed 

Contact the Distribution Centre. (Facsimile messages are not acceptable) 

Security Manned Distribution Centres – Alfreton, Maidstone, Normanton, Runcorn, Bury and Bridgwater 

Once the facts have been confirmed, the Security Gatehouse Officer/depot on call officer will ring the number given by the caller to confirm that the call is genuine; having first checked that the telephone number given is in the directory of Hospital numbers. 

Whenever the afternoon shift is in work, contact the Shift Manager or Charge-hand 

Contact Telephone Numbers for Distribution Centres - Out of Hours 

Manned Sites 
Alfreton 01773 724000 

Normanton 01924 328700 

Runcorn 01928 858500 

Maidstone 01622 402600 

Bury 01284 355923 

Bridgwater 01278 464000 

Operations to provide Security with a detailed list of contacts for each Distribution Centre. 

