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Investigation on the Influential Factors of Satisfaction about Patients on Pharmacy Services in Medical and
Health Institutions of Zhejiang Province Based on Structural Equation
XIA Li-yi(Chinese Medicine Hospital of Shaoxing Shangyu, Zhejiang Shaoxing 312300, China)

ABSTRACT OBIJECTIVE: To understand the influential factors of clinical pharmacy service satisfaction, and provide reference
for improving the pharmacy service. METHODS: Questionnaire survey was adopted to investigate and analyze the influential fac-
tors about satisfaction of parts of patients from 23 hospitals in Zhejiang province on pharmacy service from aspects of ease of tak-
ing medicines, perceived quality, pharmacy services expectations, perceived value, patients’ feelings and complaints based on
structural equation. RESULTS: Totally 500 questionnaires were sent out and 413 were valid with effective rate of 82.6%. The estab-
lished model included 19 observed variables and 6 latent variables; results showed ease of taking medicines had positive effect on
perceived quality, pharmacy services expectations, perceived value and patients’ feelings, and most affected on patients’ feelings
(satisfaction) ; pharmacy services expectations had positive correlation with patients’ feelings; perceived value had negative correla-
tion with patients’ complaints. CONCLUSIONS: In order to improve the satisfaction of patients, the professionalism and service at-
titude of pharmacy staffs, ease of taking medicines of patients and psychological and social satisfaction degree should be improved.
KEYWORDS Structural equation; Pharmacy service; Satisfaction; Influential factors; Investigation
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Tab 1 Research of the setting of latent variables, observed
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Fig 1 Structural equation figure
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Tab 2 Basic information of the respondents
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Tab 3 Results of questionnaire reliability analysis
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Tab 4 Results of exploratory factor analysis
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Tab 5 Results of questionnaire validity analysis
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Tab 6 Relationship between latent variables and observed
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Tab 7 Model standard regression coefficient
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Tab 9 Calculation results of satisfaction structure equation of pharmacy service
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Investigation on the Current Human Resource Situation of the Herbalists in Chongqing

ZENG Xin-rong', HE Zhong-chen’, LI Bo-song', TANG Gui-zhong' (1.School of Public Health and Management,
Chongqing Medical University, Chongqing 400016, China; 2.Municipal Health Bureau, Health and Family Plan-
ning Commission of Chongqing, Chongging 401147, China)

ABSTRACT OBJECTIVE: To understand the current situation and problems of the human resources of herbalists in Chongqing,
and to provide reference for the relevant departments in formulating development plan for herbalists and promoting the healthy and
sustainable development of Chinese medicine industry. METHODS: Chongqing municipal health and family planning commission is-
sued the questionnaires to investigate the post distribution, educational background, job title and advanced study of medicine staff
in Chongqing medical institutions. RESULTS: Questionnaires were gathered and reported by county health bureaus with effective re-
covery rate of 100% . There were totally 19 713 Chinese medicine practitioners in Chongqing, including 1 739 herbalists, account-
ing for 8.8%. Only 1.7% of the herbalists were graduate degrees, and the proportion of highly educated herbalists was low. The pri-
mary professional position of the herbalists accounted only 59.5% and senior professional position was only 4.7% , the professional
titles of herbalists were generally on the low side. The proportion of further education for herbalists was only 3.2%. There were sig-
nificant differences in the ages, working time, highest education, professional positions and post properties and further studies
among different economic areas (P<<0.05). Herbalists of one-hour economic circle had higher educational level and higher profes-
sional position than other two areas. CONCLUSIONS: Chongqing is lack of herbalists, and lack of the senior professional posi-
tions, their education level is low and further education rate is low. In order to promote the development of Chinese medicine, it is
necessary to strengthen the training and introduction of outstanding and young talents, strengthen the continuing education and regu-
lar standardized training, improve the salary and welfare treatment for authorized strength and positions and balance the training for
herbalists in different economic areas.

KEYWORDS Herbalists; Human resources; The current situation; Investigation; Chongqing
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