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Factors Analysis and Effectiveness Evaluation of Process Reengineering in Outpatient Pharmacy
WU Jia-di, MAO Yuan, SUN Jia-yan(Dept. of Pharmacy, Subei People’s Hospital of Jiangsu Province, Jiangsu
Yangzhou 225001, China)

ABSTRACT OBJECTIVE: To analyze the key factors of process reengineering in outpatient pharmacy and evaluate the effective-
ness according to the results. METHODS: The problems which existed before process reengineering were investigated. The key fac-
tors such as time efficiency, length of the queue, rationality of the process, work intensity, the incidence of errors were analyzed.
The process reengineering was implemented by methods such as applying information transformation, optimizing the layout of the
pharmacy and the dispensing window, improving dispensing process. The effectiveness of process reengineering was evaluated by
ledger data, sampling survey and information means. RESULTS: The dispensing efficiency was improved. The phenomenon of
queuing was eased. The incidences of interior and exterior error, the rate of patient complaint were decreased by 52.4% , 41.2%
and 63.2% , respectively. The work adaptability of pharmacists was enhanced. CONCLUSIONS: The effectiveness of process reengi-
neering is obvious, so it is meaningful to be popularized and applied.
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Tab 1 Comparison of workload and efficiency of dispensary

before and after process reengineering
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ed value of time passing peak period; the same of which of the observa-

tion group is calculated from computer sampling during the same period
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Tab 2 Comparison of dispensing quality before and after

process reengineering
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