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Evaluation of the Effectiveness of Quality Management Tools in Business Process

Reengineering and Optimization of Automated Outpatient Pharmacy
WANG Xiaoli,GU Qianlan,LIU Han,ZHANG Yuxi,LAl Xuan,Ll Ke
(Sichuan Provincial Maternity and Child Health Care Hospital ,Chengdu,Sichuan,China 610045)

Abstract:Objective To improve the service efficiency and quality of pharmaceutical care in the outpatient pharmacy. Methods Quality
management tools such as brainstorming and root cause analysis were used to analyze the main factors affecting the service
quality of outpatient pharmacy,and the business process of outpatient pharmacy was reengineered to improve service defects. The efficiency
and quality of pharmaceutical care before (from January to March 2021) and after (from January to March 2022) optimization
were evaluated and compared through the satisfaction measure carried out by the third — party company. Results During peak
periods, the average number of prescriptions dispensed per hour per window increased by 23.08% year — on — year;the waiting
time of patients decreased by 36.36% year — on — year,and the number of patients who waited for more than 10 min decreased
by 52.94% year — on — year. The satisfaction of patients with pharmacist service attitude and waiting time increased from 73.73%
to 87.43%,and from 52.62% to 92.46%, respectively. Conclusion Application of quality management tools combined with actual
situations for the continuous optimization of automated business processes in the hospital outpatient pharmacy can continuously
identify and solve problems in outpatient pharmacy processes, improve the efficiency of outpatient pharmacy window services, the
quality of pharmaceutical care,and the patients’ satisfaction.
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Fig. 1 Fishbone of root cause analysis of factors affecting the quality of outpatient pharmacy services
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Fig. 2 Central integrated correlation diagram of factors affecting the quality of outpatient pharmacy services
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Tab.1 Results of real cause verification
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A. Before optimization B. After optimization
Fig.3 Optimization of the medication pick — up process of the

outpatient pharmacy
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Fig.4 Number of patients waiting time longer than 10 min for

each window during peak periods before and after optimization
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Fig. 5 Comparison of patients’ satisfaction before and after

optimization
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