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o e SURVEY TO ASSESS OUTPATIENTS SATISFACTION
AS A QUALITY MEASURE TOOL IN A HOSPITAL PHARMACY
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of hospital pharmacists

Objective

To validate a questionnaire in order to assess patients satisfaction with pharmaceutical care received in the

Outpatient Pharmacy in a tertiary Hospital.

Materials and methods

* The survey was performed within May 2013
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. SITE Hospital Universitario Central de Asturias
DEPARTMENT PHARMACY
two different areas of the pharrnacy Are the meicines you collct fo yourself? ves 0 No [J
DATE
. If they are NOT for yourself, are you authorized to collect them? YES [] NO []
laboratory and outpatients Your opinien is very Important to improve the auality of the Department.
o Thank you for answering the foIIowing q eeeeeeeeeeeee
Please, rate the following aspects byt k ng the box whi h alue represents mo actly your satisfaction If they are for yourself, continue with this questionnaire
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hours and that you must show your ID each time you come? YES [] NO []
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Observations, suggestions and comments:

analogic scale and there was also an empty
space for observations.

Which medicines do you take?

 Second part included 13 questions related
to managing therapy, drug information,
confidentiality and adherence.

Do you know you ask the phamacist if you have any concerns related YES [1 No []
with your me dicmes?

Do you consider you are attended discretely? YES [ NO []
Do you forget to take these drugs anytime? YES [] NO []

Would you like to come to the Pharmacy with a previous appointment? YES [] NoO []

=> CONTINUES

Results and Discussion

397 questionnaires were successfully completed.
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* Patients rated high all questions related to managing therapy, drug

information, confidentiality and adherence.

Adherent

“ YES
“ NO

Confidentiality

Which disease is the treatment for

Written information

Informed about organization

Drugs for themselves

No differences were found within  *°
the two areas of the Pharmacy.

* Most of the patients had attended 150
the Pharmacy for more than 1 year.

Conclusions
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How long have been patients attended?
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No answer First time bm-1y > 1 year

* Assessment about global satisfaction shows that
more than half patients think it is excellent.

GLOBAL SATISFACTION
ACCEPTABLE
2% SATISFACTORY
8%

VERY
SATISFACTORY
33% |

v The survey developed is a reliable and valid instrument for assess patients satisfaction.
v’ It shows a high rate of satisfaction with pharmaceutical attention received.

v’ Written information was established recently.
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