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[bookmark: _Toc215488596]Introduction
Pharmacy2U was established in the UK in 1999 and has since become the largest digital-only pharmacy in the country. It specialises in the management of NHS repeat prescriptions alongside providing reliable and wellness products that are fully managed under digital platforms. Users have the option of nominating the company through the NHS electronic prescription service (Pharmacy2U, 2025). The company dispenses and delivers medication using automated pharmacies and optimised home platforms. As at 2024, the company was estimated to be serving approximately 1.5 million customers with an average of 3.65 million NHS prescriptions monthly. This translated to revenues of about £200 million yearly. Even though the company has had a robust model that has enabled it to serve millions of patients and customers, it has had instances of chaos with losses, like in the 2023 financial year where losses of £5.6 million were recorded despite reporting revenues worth £17 million (Pharmacy Magazine, 2024). To supplement its medications line of business, the company has been involved in complementary services like the provision of online private GPs or online doctors and repeat medications, which has helped diversify the revenue streams for progressive growth and sustainability (Pharmacy2U, 2023). The vision of the company is to be patient-centric in the digital era while leveraging such technologies to shift care to homes and communities. The automated systems and robotic dispensing allow the streamlining of prescription management while promoting adherence to set regulations and guidelines. In addition, the company emphasises the capacity of technology to take the pain out of patient experiences with recent developments allowing the integration of health applications that incorporate GP, NHS, vet services, and different wellness services (Pharmacy2U, 2025). In this report, a critical analysis of Pharmacy2U is conducted with a focus on current innovations, activities, and customer journey. The report also proposes a new digital transformation situation that aims to close the key gaps identified for sustainability and the growth of future revenues.
[bookmark: _Toc215488597]Key consumer and industry trends
Looking at industry and consumer trends, the digitisation of pharmacy and healthcare services has been a major driving force in the UK and beyond. The UK e-pharmacy market has since increased in value and was estimated to be worth more than £1 billion in 2024 (TechSci Research, 2025). This value was projected to continue with an annual average growth of 4.7% up to the year 2030 owing to the enhanced adaptation of online-based platforms for different products and services, including healthcare-related issues. Consumers have shown an increasing preference for the convenience that ordering online brings. This has been proven with most household items (Pharmacy2U, 2025). In this regard, the same concept has been replicated in the pharmaceutical sector, with medication being ordered online and delivered to buyers’ preferred locations. With an ageing population in the UK, more than 10 million residents are estimated to be over 65 years of age (McCurtin et al., 2015). This is further intensified by a rising prevalence in chronic diseases and mobility challenges, which have all necessitated the need for convenient and reliable medication delivery systems like those offered by Pharmacy2U. In addition to this, busy lifestyles make the full-time ordering systems attractive, especially in areas that may be underserved or lack the necessary infrastructure to deliver the desired healthcare and medication services required (Digital Health, 2024). This has been seen as a major e-health service enabling home delivery capacity while cementing the online pharmacy as a reference for both existing and new customers.
In addition to this, the UK healthcare sector is also pushing for digital primary healthcare as it seeks to align with modern trends, moving from analogue to digital services focusing on curative and preventive healthcare (Paloumpi et al., 2024). This is further supported by the continued adaptation of digital health practices like the NHS application that has since recorded more than 70% adaptation by UK adults. Despite earlier concerns that were raised by different stakeholders, the government has since shown its support for the system with the adoption of telehealth services. Pharmacy2U has partnerships like the NHS Electronic Prescription Service (EPS) which has eliminated wasteful processes and legacy systems resulting in time and cost savings (Peckham, 2023). For instance, new schemes like the Pharmacy First encourage community and digital pharmacies to manage common conditions, which has allowed the easing of workloads for healthcare facilities and practitioners. In the backdrop of all these changes and digital expansions, the need for a holistic digital experience from consumers has also been a pushing factor, with multichannel services available on online portals and mobile applications (Glover et al., 2025). The platforms have also been subject to regulatory frameworks like the general pharmaceutical guidelines in a bid to address consumer concerns in relation to safety and legitimacy. This has been crucial in building consumer trust, even though challenges are still present with regards to competition from high street chains, the need for robust infrastructure, reliability, and consumer trust-related issues.
[bookmark: _Toc215488598]Part 1: An analysis of the organisation’s approach to innovation
[bookmark: _Toc215488599]Innovation ambition matrix
The innovation matrix considers the newness of a product against the newness of a market. This allows for the distinction between three major forms of innovation types which can either be core, adjacent, or disruptive (Pichler, 2025). Core innovations seek to enhance existing products for established markets, adjacent innovations seek to offer existing products to new markets, while disruptive (transformational) innovations focus on new products made for new markets.
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Based on the  Innovation Matrix, Pharmacy2U’s horizon 1 core is apparent as a part of the adjacent innovations. In automating dispensing systems like observed in the Leicester facility opened in 2020,  the firm greatly enhanced the cost structure and improved output in the core, repeat-prescription and delivery service. For example, the 2021-22 accounts show gross profit margin rising to 33.4 % (from 28.4 %) due to efficiency (Pharmacy2U, 2025). The core business model is complemented by patient onboarding, digital accounts, online orders, reminders, and home delivery. These innovations lower cost-to-serve and increase service value while supporting millions to get their services in a timely and efficient manner. 
In the second horizon, the adjacent innovations, domain of the matrix, Pharmacy2U  has moved  the market's related services. The company now offers online clinical services including tele-medicine, virtual consultations, and “Pharmacy First” services, and are also integrating logistics/ESG (Environmental, Social and Governance) innovations like EV-fleet delivery (Pharmacy2U, 2025). These current practices extend the offering from merely repeat dispensing and clinical service delivery to wellness services that are progressively and gaining traction in the Uk as part of global preferences and trends. For example, the company's ESG statement focuses on providing low-carbon and forward-looking technology to sustainably delivery award-winning solutions to the management of medication in the UK.
For the disruptive innovations  in horizon 3, there is potential for disruption but it is less clear from public outlook. Opportunities for transformation may include constructing a comprehensive digital health-ecosystem by integrating predictive GP data, adherence analytics, IoT/connected medication adherence devices, health monitoring services, and home care platforms. Pharmacy2U is well positioned to pursue this because of its infrastructure and digital channel, but is currently concentrating on efficiency and adjacent services instead of transforming the business model. The trust developed over the years also makes it easy for the company to scale its operations on this tier while conquering markets in the UK and beyond. 
	Horizon
	Description
	Current examples in Pharmacy2U
	Opportunity

	Horizon 1 (Core)
	Improvements to existing business model sustaining and optimising what the company currently does.
	Automation of dispensing facility to reduce cost per prescription.
Digital repeat-prescription service, home delivery rather than high-street pick-up. 
Strong customer service & experience focus (winning the KPMG CX award) 
	Further optimisation of logistics and delivery times like same day for repeat prescriptions) 
Improving app or portal usability for existing patients

	Horizon 2 (Adjacent)
	Expanding into related markets or new services using existing capabilities.
	Online doctor services (telemedicine) and health & wellbeing shop added to the offering. 
Weight-loss drug price promotions like consumer health opportunity.
	Partnering with supermarkets or broader retail chains to embed pharmacy services (e.g., in-store collection + home delivery) 
Offering advanced pharmacy services  like vaccinations, home health monitoring, chronic condition remote support

	Horizon 3 (Transformational) 
	Bold, disruptive innovations that could reshape the industry or company’s role.
	The vision of being world-leading patient-centric digital healthcare provider as stated in its ESG statement. 
	A platform-model where Pharmacy2U becomes a health-ecosystem hub  e.g., telehealth, wearable integration, AI-driven medication management, predictive analytics for adherence
Fully automated end-to-end pharmacy experience: digital consultation e-prescription home delivery via drones or lockers 
Expanding internationally or into adjacent healthcare markets  like remote monitoring services, chronic disease management beyond just dispensing


Using the matrix, it is clear that the company has performed well in both improving and scaling the core model (Horizon 1) and has initiated expansion to adjacent services (Horizon 2), but unlike the other horizons, has yet to maximize the transformational horizon (Horizon 3). This insight implies that the company has yet to capitalize on key pieces of innovation which are bound to yield considerable change in the future that can potentially result in disruptive innovations beyond the current industry scope. 
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The customer journey map is a representation of the customer’s entire experience with an organisation, from their initial contact to the last point of purchase and post-purchase. It shows the steps that a customer takes, taking into consideration their thoughts, feelings, touchpoints, pain points and respective actions (Ludwiczak, 2021) The key components of the journey include customer actions, touchpoints, thoughts, timeline and pain points. In the case of Pharmacy2U, this can be from the point a customer makes initial contact to when they receive support for their prescription deliveries.
Pharmacy2u Customer journey mapping

Awareness & Consideration  
For a new Pharmacy2u customer or a customer seeking to obtain repeat prescriptions, the initial contact with Pharmacy2U occurs as a result of marketing communication, word-of-mouth, search engines, or a GP recommendation. As a first contact, the major proposition is evident: an e-pharmacy with NHS repeat prescription services and home delivery options. The customer gains the promise of convenience and time saved, in that there is no need to physically visit a pharmacy, no need to queue, or travel (UK Parliament, 2025). Customers may be unfamiliar with the process and concerns about the process online prescriptions or pharmacy nomination process,  or the reputation of the vendor compared to a traditional pharmacy. The vendor trust is built fundamentally through signals: client reviews, along with placing and sponsor of the professional testimonials.  
Registration, Nomination and Setup  
Following the opt-in step, the customer logs into the Pharmacy2U website or app, completes the nomination of Pharmacy2U as a preferred dispenser and prescription provider, provides personal and NHS information, and defines the delivery schedule. This is important, as a customer is now actively engaged and interaction with the system for the first time, and will make a decision whether to spend more time in the application. Completion of the setup is a significant achievement because, in the case of subsequent repeat prescriptions, such prescriptions are now automatically managed (de Mooij, M, 2022). This reduces the customer’s effort in obtaining a more seamless experience. On the other hand, the user may experience some pain, such as data entry, time taken in verifying the nomination with the GP, the customer having to provide additional information, and for some, discomfort with a digital, less human process. 
Prescription Management and  Dispatch
When the nomination and setup phases are completed, the customer experience moves to the operational core of the service for prescription management and dispatch. The system keeps the customer informed with automated reminders and home delivery, then automatically dispenses the medication and initiates the next repeat prescription. The completion of this stage or phase which is automated offers a distinct advantage of convenience and accuracy. In manual contracts, customers have to do more work to answer the questions offered in the follow-up questionnaires (Sukriti et al., 2023).  Pharmacy2U has focused on managing and optimising its infrastructure to ensure a high level of availability during high demand periods. 
Delivery and Receipt
Once dispatched, the customer waits to receive the ordered medication. At this point, the customer receives the important and significant benefit of having the prescribed medication sent directly to the home or their preferred collection point, thus avoiding the physical trip to the pharmacy. This convenience is important to patients, especially those who may have a physical disability or chronic illness. There are, however, some customer pain points which arise due to the inability to track and retake delivery, poor delivery scheduling, or bad packaging (Sukriti et al., 2023). Third party collaboration can result in failed deliveries and delays which can increase the pain points associated with the Pharmacy2U when getting prescription medication.
Support, Retention, and Follow Up
Pharmacy2U has a proactive approach to maintaining customers even after the delivery of medicines as they use reminders, simplify routine prescription orders, and provide easy access to online wellness products. This approach helps in achieving benefits that provide customers with the necessary support enough to last them until the next delivery of their prescription medications. For example, about side effects dose, or possible drug interactions, the user may have some questions or issues. If the user views the systems as less personalised or valuable compared to a local pharmacy, this can lead to potential friction ( Parmacy2U, 2024). If switching to another service is easy or the app is not compelling  to users, this may result in low uptake and future use of the services provided. Pharmacy2U counteracts this friction by focusing on trust and customer feedback 
Digital innovation opportunities from current customer journey 
Based on the current customer journey several opportunities arise for digital innovation at Pharmacy2U. Apart from friction in repetition of prescriptions for a customer, the value proposition of Pharmacy2U is robust as seen through the uptake. Once a setup is complete, and the need to go to a physical pharmacy removed, the overall convenience and time savings are significant. However, friction points still concern onboarding, the lack of real-time visibility throughout the sequence, the personal delivery contacts, and the feeling of lack of human interaction. From a digital innovation perspective, there are significant opportunities at each stage (Tantray  et al., 2024). An interactive onboarding, mobile-friendly interface, real-time order and delivery tracking, automated virtual support or follow-up pharmacist integrations, and scheduled automated adherence reminders all pose opportunities for enhanced service delivery. Data-driven insights can be used to personalise and predict the user experience to identify friction points and pain points that can progressively  enhance ethe Phramacy2U brand 
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Based on the current system at Pharmacy2U, the primary challenge stems from the focus on prescription medication without a proper monitoring and preventive care integrated into the system. This applies to both pre- and post-medication disposition. The proposed initiative is developing a smart care system which would be a digital extension to the platform, integrating home health monitoring with predictive analysis and enhanced patient–practitioner interactions. This would involve the following.
For the new digital transformation initiative, Pharmacy2U would seek to have connected health devices to facilitate integrated care in line with the initiative’s mission. Pharmacy2U would collaborate with manufacturers of medical devices for home use such as Bluetooth-connected blood pressure monitors, remote pulse oximeters, blood glucose meters, smart scales, and wearable fitness trackers (Allcock et al., 2024). Patients with chronic conditions like hypertension, diabetes, and chronic obstructive pulmonary disease and who use Pharmacy2U for their medications would be provided with compatible devices based on a fee or subscription model. With the express consent of the patient, the devices would be linked to the Pharmacy2U app for the purpose of obtaining incremental health data to be used for a comprehensive care management approach.
The new initiative would also have a data-driven monitoring system for enhanced decision-making and care. The biometric information would be assimilated into the systems of Pharmacy2U. Automated algorithms would detect worrying patterns, for example, sustained hypertension, increase in blood sugar levels, or abnormal rhythms in heart activity (Ibeh et al., 2024). The system would self-generate alerts, and the patient as well as the clinical team could be notified. Pharmacy2U could suggest a fast-tracked teleconsultation with an online doctor/practitioner or a pharmacist for significant alerts, while chatbots and nurses could lend lifestyle modification assistance for minor alerts.
The initiative would also include a medication management system that integrates monitoring with prescriptions. For example, if a diabetic patient’s glucose levels are above a certain threshold, the system recommends consideration of the patient’s medication. It may automatically adjust refill frequency, send supplies sooner, suggest new medication options or facilitate GP communication (Motta-Yanac et al.,2024). If the system’s readings indicate that the patient’s condition is well controlled, the system may also log self-adherence and send a digital confirmation message.
The ecosystem also contains other wellness services: patients could use the Pharmacy2U app to access educational materials and health trackers like weight-loss or smoking-cessation programmes. Previous research conducted by the company such as the Healthy Heart study suggests that heart health programmes like cardiovascular risk management that utilise pharmacy data could be integrated as part of preventative care (De la Torre et al., 2025). Pharmacy2U pharmacists could use the data to virtually coach patients on medication adherence, diet, or exercise.
The new initiative would also have a unified patient dashboard to integrate all the services and products available to users. Patients would be able to access the app’s health dashboard component to view the medication they take and health data over time. This feature will be an extension to the existing Pharmacy2U app. It provides patients with a comprehensive overview of their health and treatment. Patients will be empowered to self-manage their long-term conditions, which interlinks the long-term condition management strategy set by the NHS.
From a strategic alignment point of view, this initiative is an extension of the company’s strengths in a digital platform, customer base, automated dispensing as well as transformational innovation. It capitalises on telemedicine, IoT health, and AI-enabled tailored interaction. It resolves the pain points and design principles already defined: through a coordinated and flexible set of digital tools diagnosis, monitoring, coaching, communication designed around patient need in real time (Loughnane et al., 2025). Rather than pharmacy as a transactional service, it shifts to a continuous care partner.
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The enhanced customer journey would introduce new steps in the journey providing more value due to the additional features and services offered therein. The new customer journey encompasses additional components that include digital capabilities and value-added services that are all designed to support patients throughout their healthcare experience from the initial onboarding phase to the long-term well-being management and care. Unlike the conventional format that is mainly focused on prescriptions, ordering, dispensing and delivery, the proposed one positions the company not just as a viable pharmacy but as an integrated digital health provider that provides a wide range of services that users can rely on for enhanced healthcare outcomes. The embedding of remote monitoring and personalised alerts, educational content and professional support aims to provide patients with a more holistic and long-lasting health experience.
Device setup: The application can prompt patients or users to set up any linked devices with the Pharmacy2U applications. For instance, this could be a blood pressure cuff procured from third parties or those recommended through the company platforms. For example, patients could have access to step-by-step instructions that include video guides and live chat assistance on different scenarios. This ensures that even the less tech-savvy users can confidently use the technology and handle the devices comfortably. This is important as it allows for the application to capture, process and store health information for progressive and seamless monitoring and personalisation.
Monitoring: Ongoing monitoring would also be made possible through patient use of devices and real-time sharing of data with practitioners who are strategically positioned remotely to provide the necessary support and medication advice. This can also be through periodic upload of results from progressive monitoring. With the help of a caregiver or close family member, manual entry of information is also permitted. This was the monitoring process aimed to change the platforms from being just a reactive dispensing service to a more proactive health status checking and tracking solution for millions across the country.
Feedback loop: In addition, the new customer journey would also have a feedback loop that would have readings from different devices interpreted and shared for corrective or preventive action. For instance, users can get messages on their recent blood pressure information accompanied by actions that could be taken to have better or improved healthcare outcomes. The approach would help users with knowledge and access to resources that can enhance behaviour change and health-seeking capabilities. This is important in the reduction of risk of undiscovered health complications.
Data consolidation and alerts: The application would also have the ability to give alerts if the data collected notes any abnormalities that would therefore require immediate action or prompt intervention. This can also inform the need for further follow-ups with professional advice and support always available to users. In cases of emergency, the platform can act as an intermediary between users and healthcare facilities. Given the resources available, healthcare professionals can respond in a timely manner with necessary interventions which can greatly reduce emergency admissions and avoidable healthcare complications.
Service scheduling: With regards to interventions, the new journey would reference having immediate schedules with consultants either remotely or physically depending on the severity or seriousness of the issues at hand. This can either be through remote means like chatbots or tele-consult services. With integrating booking functionalities, a seamless pathway based on data insights can be beneficial for effective planning and action.
Preventive care: The new journey would also integrate preventive healthcare practices with the ability to schedule follow-ups and provide educational content on different topics of interest. For instance, users can be advised on critical issues like diet and exercise. For patients with different conditions like diabetes, hypertension, or obesity, they would be subjected to additional services to help with coping and healthy lifestyles given their pre-existing conditions. Based on the data on the platform, long-term preventive measures can be taken for users and their families. This seeks to identify areas that could benefit from preventive care and take action accordingly in collaboration with other healthcare providers and professionals.
A repeat cycle would also be included where all user data can be reviewed either automatically or with the help of health professionals for optimal outcomes.
Based on the new initiative, the new customer journey would entail more than just refilling pills but having a cohesive loop for monitoring and feedback. The primary areas of concern include having proactive care where data is used for decision-making between patient visits. Personalisation would also allow for better healthcare management with enhanced outcomes as opposed to just standard schedules. The engagement between users, practitioners, and the system would also create trust based on observed outcomes which can also be evaluated based on data collected. The new initiative is also outcome-focused aiming for accuracy instead of bland design of medications. This is achievable through system tracks that ensure that patient outcomes improve and additional action is taken where necessary and in a prompt and professional way.
Conclusion
Pharmacy2U is a leader in the UK’s digital pharmacy industry with a proven automated dispensing model that focuses on patient‐centric convenience Pharmacy2U’s current innovation strategy optimises its  core efficiency in robotics, EPS, and adjacent expansion to digital services and wellness programs. However, the rapid digital health evolution defined by patient needs for integrated and preventive services necessitates more bold moves. Shifting to a SmartCare Ecosystem would allow Pharmacy2U to redesign its data-centric customer journey and maximize the health value offered. This not only strengthens Pharmacy2U’s competitive edge, but also supports the NHS’s digital-first, community-focused, preventive goals. In summary, Pharmacy2U’s continued success hinges on its ability to monitor industry trends (aging populations, telehealth, AI) alongside all three innovation ambition horizons, ensuring it sustains the “expert and innovative leader” position in UK online pharmacy.
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