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Establishment and Implementation of Prescription Drug Withdrawal Management System in QOutpatient
and Emergency Department of Our Hospital

SHEN Feng, ZHANG Jian, QIAN Ya-fei, LIU Hai-tao, WU Ying-kun, LIU Rong (Xinhua Hospital Affiliated to
Shanghai Jiaotong University Medical College, Shanghai 200092, China)

ABSTRACT OBIJECTIVE: To strengthen the management of prescription drug withdrawal in the hospitals. METHODS: Some re-
lated drug withdrawal management systems were determined and adopted, like standard of allowing drug withdrawal and not allow-
ing drug withdrawal, drug withdrawal processes and disposal of withdrew drugs. The effects of the system were evaluated by com-
paring the amount of withdrew drugs before (2008-Jun. 2009) and after (Jul. 2009-2013) the implementation of the system to make
suggestions. RESULTS & CONCLUSIONS: By establishing a method of detailed drug withdrawal management system combined
with drug withdrawal amount and drug withdrawal department cost, the amount of withdrew outpatient and emergency prescription
drugs decreased from 7.88 million yuan in 2008 to 90 000 yuan in 2013. Besides the establishment of reasonable drug withdrawal
systems and the implementation of related management methods, it is suggested China Food and Drug Administration and hospitals
should establish a unified package insert information classification database so the pharmacists can review prescriptions timely based
on the information to reduce the phenomenon of drug withdrawal effectively.
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Effects of the Service Quality Improvement of Pharmacy Department on the Doctor-patient Relationship
DENG Nian-ying, JIANG Zhi-hua, YANG Hui (Dept. of Pharmacy, Wenling Women’s & Children’s Hospital,
Zhejiang Wenling 317500, China)

ABSTRACT OBIJECTIVE: To discuss the effects of the service quality improvement of pharmacy department on the doctor-pa-
tient relationship. METHODS: The questionnaire survey was conducted among 100 patients in pharmacy department of our hospital
every month by simple random sampling during Oct. 2011-Oct. 2012 (before the implementation) and Dec. 2012-Dec. 2013 (after
the implementation). The results of survey were compared in respects of the time of waiting for getting medicine, pharmacy envi-
ronment, pharmacist’s attitude, service satisfaction, the incidence of medical dispute, etc. RESULTS: Through improvement mea-
sures as training the professional quality of staff, optimizing service process, improving work efficiency, pharmacy environment,
service satisfaction and risk management, the average time of waiting for getting medicine reduced from (10.4 + 4.8) min (before
the implementation) to (6.8 £ 4.9) min (after the implementation) ; satisfaction degree of pharmacy environment increased from
39.43% to 62.75% ; satisfaction degree of pharmacist’s attitude increased from 45.58% to 66.61% ; the satisfaction of medical ser-
vice increased from 43.30% to 68.04% ; the incidence of medical disputes decreased from 0.76% to 0.17% ; there were statistically
significant differences (P<<0.05). CONCLUSIONS: The service quality improvement and risk management of pharmacy depart-
ment in the hospital improve the satisfaction degree of service and work efficiency. It is worthy of promotion.

KEYWORDS Pharmacy department; Service quality; Risk management; Doctor-patient relationship; Satisfaction
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