
SURVEY	  TO	  ASSESS	  OUTPATIENTS	  SATISFACTION	  	  
AS	  A	  QUALITY	  MEASURE	  TOOL	  IN	  A	  HOSPITAL	  PHARMACY	  	  

To	   validate	   a	   ques.onnaire	   in	   order	   to	   assess	   pa.ents	   sa.sfac.on	   with	   pharmaceu.cal	   care	   received	   in	   the	  
Outpa.ent	  Pharmacy	  in	  a	  ter.ary	  Hospital.	  

•  The	  survey	  was	  performed	  within	  May	  2013	  
and	  it	  was	  offered	  to	  all	  pa.ents	  aBended	  in	  
two	   different	   areas	   of	   the	   pharmacy	  
(laboratory	  and	  outpa.ents).	  

	  	  

•  397	  ques.onnaires	  were	  successfully	  completed.	  

ü The	  survey	  developed	  is	  a	  reliable	  and	  valid	  instrument	  for	  assess	  pa.ents	  sa.sfac.on.	  
ü  It	  shows	  a	  high	  rate	  of	  sa.sfac.on	  with	  pharmaceu.cal	  aBen.on	  received.	  	  
ü WriBen	  informa.on	  was	  established	  recently.	  
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•  The	   ques.onnaire	   consisted	   in	   two	   parts	  
showed	   at	   right.	   The	   first	   one	   included	   7	  
ques.ons	   related	   to	   pa.ent	   counselling,	  
organiza.on	   and	   professional	   rela.onship	  
with	  the	  pharmacist	  and	  one	  ques.on	  about	  
global	   sa.sfac.on.	   It	   was	   measured	   by	   an	  
analogic	  scale	  and	  there	  was	  also	  an	  empty	  
space	  for	  observa.ons.	  	  

•  Second	   part	   included	   13	   ques.ons	   related	  
to	   managing	   therapy,	   drug	   informa.on,	  
confiden.ality	  and	  adherence.	  	  

•  Pa.ents	  rated	  high	  all	  ques.ons	  related	  to	  managing	  therapy,	  drug	  
informa.on,	  confiden.ality	  and	  adherence.	  

•  No	   differences	   were	   found	   within	  
the	  two	  areas	  of	  the	  Pharmacy.	  

•  Most	   of	   the	   pa.ents	   had	   aBended	  
the	  Pharmacy	  for	  more	  than	  1	  year.	  
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•  Assessment	  about	  global	  sa.sfac.on	  shows	  that	  
more	  than	  half	  pa.ents	  think	  it	  is	  excellent.	  	  
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YOUR OPINION HELP US TO IMPROVE. THANK YOU VERY MUCH FOR YOUR COLLABORATION 

 
If they are for yourself, continue with this questionnaire 
 

 

 
Are the medicines you collect for yourself?   
 

YES      NO    

If they are NOT for yourself, are you authorized to collect them?   YES      NO    

Have you been informed about your rigths and duties as user of this site? YES      NO       

When you came for the first time, were you informed about opening 
hours and that you must show your ID each time you come? YES      NO       

 
Did you receive any written information related to Pharmacy operation? 
 

YES      NO       

 
How long have you been coming to this Pharmacy? 
 

It is the first time  
1-6 months           
6 m –1 year          
More than 1 year   

 
Do you know why you pick these medicines up in the hospital? 
 

YES      NO       

 
Do you know which illness is this treatment for? 
 

YES      NO       

Which medicines do you take?  

 
Do you know you can ask the phamacist if you have any concerns related 
with your medicines? 
 

YES      NO    

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      NO    
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YOUR OPINION HELP US TO IMPROVE. THANK YOU VERY MUCH FOR YOUR COLLABORATION 

 

SITE Hospital Universitario Central de Asturias 

DEPARTMENT PHARMACY  
 
Client OUTPATIENT PHARMACY  DATE 

     

 
 

 
Your opinion is very important to improve the quality of the Department. 

Thank you for answering the following questionnaire. 

Please, rate the following aspects by ticking the box which value represents more exactly your satisfaction 
or insatisfaction level with the feature or service provided according to the following scale: 
 

0 1 2 3 4 5 6 7 8 9 10

Pésimo
Muy 

Insatisfactorio
Insatisfactorio Satisfactorio

Muy 

Satisfactorio
Aceptable Excelente

 
In case you have rated negatively any of the items, please detail what you think we should improve to 
provide a better service.  

 

Concept 0 1 2 3 4 5 6 7 8 9 10 

Ability to communicate with personnel             

Communication of rules of procedure             

Appointments compliance            

Resolution of incidents             

Ability to ask questions            

Information received            

Treatment received by personnel             

GLOBAL EVALUATION             

Observations, suggestions and comments: 
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