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BACKGROUND

a) GENERAL QUESTIONS
 Sex
 Age
 Frequency of visits

 Several text boxes to add obervations.
 A mathematical adjustment was made for the
transformation of the scale from 1-5 to 1-10.

108, 104 and 84 surveys were completed in 2015, 2016 and 2017 respectively

CONCLUSIONS
Satisfaction surveys are useful tools to know patients preferences and needs,
implementing future actions to improve the service. A good maintained score
was observed for the services and care given by pharmacy technicians and
pharmacists. Waiting times obtained the worst score consecutively. The worst
rated aspects were waiting times and opening hours, coinciding with the results
reviewed of other OPS.

Evaluation of patient satisfaction with outpatient pharmacy services (OPS) is important to help
identify areas that need improvement and enhance positive changes in the service.

c) PHARMACISTS
c.1) Availability for consultation
c.2) Satisfaction with the information given by the pharmacist
c.3) Satisfaction with pharmacist care
c.4) Time dedicated to the consultation

b) ORGANIZATION
b.1) Waiting time 
b.2) Quality of the information given by the pharmacy technician
b.3) Hospital staff correctly identified
b.4) Privacy
b.5) Satisfaction with the services of the pharmacy technicians

d) OVERALL 
SATISFACTION

Answers of b), c) and d)
1 = very bad 
2 = bad 
3 = normal 
4 = good 
5= very good

*Observations: excessive waiting times, opening hours and location.

PURPOSE

To analyse the evolution of patient satisfaction with the services of an outpatient pharmacy of a
tertiary hospital, and compare the results with those of other OPS.
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MATERIAL AND METHODS

A retrospective comparative study of the results of a satisfaction survey carried out on
outpatients in 2015, 2016 and 2017 at a tertiary hospital, and a review of results reported by
other OPS at the national congress of hospital pharmacy.

4 PARTS 

Over the 3 years, improvements were made, such as an appointment calendar, staff identification 
cards and a parking area for patients.

RESULTS


