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Abstract
Improvement of Out patient Pharmacy Service

at Chulalongkorn Memorial Hospital
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Department of Pharmacy, Faculty of Pharmacy, Mahidol University
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The objective of this study was to suggest the methods of improvement in work
process and flow diagram of drugs at the out-patient pharmacy units to serve patient’s
satisfaction. Problems of patient satisfaction assessment employed the Aday and
Anderson concept as the satisfaction in convenience, coordination, courtesy, medical
information, quality of care and service charged. Information was collected by
interviewing 153 drug receivers at 6 OPD pharmacy units at the P.P.R. building,
Chulalongkorn Memorial Hospital; selected by accident sampling, and observation of the
work process (drug pricing, filling prescription, checking and dispensing drugs) in each
pharmacy units. Bridging the problems found with the work process and physical lay out
was performed.

Results. The mean (+SD) age of participants was 43.18 + 14.98 years. The
problems found were dissatisfaction in the following 1) convenience about seats 17.88 %
(n =151), weather 12.58 % (n =151), long waiting time 33.99 % (n=153); 2)
coordination such as inconvenient walk way 13.48% (n=141), steps for receiving drug
23.18 % (n=151); 3) courtesy 5.23 %(n =153); 4) medical information 18.12% (n = 149)
5) quality of care 4.03 % (n= 149) and 6) service charging 8.22% (n=146)

In conclusion, this study suggested that the pharmacy units should employ these
alternatives for problem solving: change the physical layouts, have express way for less
than 2-drug-items prescriptions, switch between pricing and paying channels, increase
number of pharmacists, use the screen showing queue numbers, place of hospital’'s

drug list by A-Z ordered in doctor’s room, and use online prescription.





