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Investigation and Analysis of Patients’ Satisfaction and Related Influential Factors to Outpatient Pharmacy
in a Third Grade Class-A Hospital in Chengdu

CHEN Yan, WU Dan, QIN Zhou, XIE Juan(West China Hospital of Sichuan University, Chengdu.610041, Chi-
na)

ABSTRACT OBIJECTIVE: To provide reference for improving the service quality .of outpatienty pharmacy in hospital. METH-
ODS: A questionnaire survey was conducted to investigate and analyze the patients’ | satisfaction and related influential factors to
outpatient pharmacy in a third grade class-A hospital in Chengdu.\RESULTS: Totally 165 questionnaires were sent out, and 150
were effectively received with effective recovery of 90.91% .\The\total ‘scote for patients’ satisfaction was (44.67 + 7.81) scores,
and the rate of satisfaction was (81.22 + 14.19) % 4The top three-€ntries were “the will you choose to come to our hospital again if
necessary”, “the notices about timetand, place for taking the medicine” and “the overall evaluation of the professional ethics of med-
ical staff”, scored 4.38, 4.25 afid™4.25, respectively; the last three entries were “waiting time for taking medicine”, “the notices
about how long it takéS\to take'the¢ medicine” and “service facilities and environmental facilities for drug taking”, scored 3.55,
3.63 and 3.95, rrespectively. The top three suggestions were “long waiting time for taking medicine and inconvenient”, “noisy envi-
ronment, \bad order” and “expensive drugs charges but less reimburse”. The univariate analysis and multivariate analysis showed
that gender, age, marital status, education, occupation, family income per month, resident, drug taking times and payment etc.
factors showed no significant effects on patients’ satisfaction scores (P>>0.05). CONCLUSIONS: The degree of patients’ satisfac-
tion in outpatient pharmacy have no obvious specificity and preference, the key to improve the degree of satisfaction lies on
strengthening the service of the hospital and the perception of the patients. While the next research will focus on how to find the
breakthrough points and key points to improve the experience of waiting, standardize process management and logistics manage-
ment, and make patients aware of the service development.

KEYWORDS Third grade class-A hospital; Outpatient pharmacy; Patients; Satisfaction; Influential factors; Investigation and
analysis
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Tab 1 Respondents’ satisfaction score(n=150)

%H W BME O BKE O BE WEE
FORB R B AN AN e T A 150 1.00 5.00 45 14
el e e AN S 150 1.00 5.00 363 148
THEARME AR 150 1.00 5.00 4w
TAE S DRI A 150 1.00 5.00 40 12
B A SRR 150 1.00 5.00 49 14
MR EERH SR 150 1.00 5.00 91 14
SR A b B 150 1.00 5.00 395 10
e S 150 1.00 5.00 355 LI
RFBEA A SR A S PRI O 150 1.00 5.00 425 106
WMHFRE, BRRERRNEE 150 1.00 5.00 438 09
TR S S 150 1.00 5.00 413, 082
S B 150 11.00 5500, 4461 781
WEERNE, % 150 20007 100.00 |\ 81.2° 1419
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Tab 2 Summaries of respondents’ opinions and recommen-

dations

g it 1A, %
ISR R A 15 319
b8 RN 12 255
s D 10 213
BEEN TR IS BEAE 5 106
FHEX R A 3 64
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K3 TEABEZHEBRERSINBERZSWER (n=
150)
Tab 3 Results of univariate analysis of patients' satisfaction
scores (n=150)
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150)
Tab 4 Results of multivariate analysis of patients' satisfac-
tion scores (n=150)

WZ FREEREHZS  fERE  TREREERL t P

g 49.068 5915 8296 0.000
5 0.137 1352 0.009 0102 0919
A -1.0% 1278 —0.094 —0.860 0391
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RIS AR 0.135 0828 0.014 0163 0871
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2015 NIZIA —0.280 1217 —0.020 0230 0819
iBGREN 0461 0639 0.063 0721 0472
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