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ABSTRACT
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The work analysis of outpatient dispensing services at Banphai Hospital, Thailand was
established to measure used time in work of operators, delayed time in queue of work, waiting
time of patients, standard time in work of operators, how operators spent their time, medication
error, and satisfaction of patients. The used time and the delayed time were measured by
prescription stamped-time technique. Stopwatch time study technique was used to measure the
standard time. Work sampling technique was used to determine how operators spent their time.
Self-report questionnaires of satisfaction and medication error forms were used to determine
patients’ satisfaction and medication error. The data were ccllected during November 2004 —
May 2005. The results showed that the waiting time of patients (20.06110.14 minutes) in
outpatient pharmacy service is quite similar to the standard of Thai Hospital Pharmaceutical
Association (20 minutes). However, the delayed time in queue (17.2719.95 minutes) was quite
long when compared with the used time (2.79£1.29 minutes) and the standard time (5.41

minutes). In addition, the operators spent 17.96% of their time in non-productive activities

especially in idle, personal, and absence. So, the waiting time of patients can be more improved
by reducing the delayed time in queue and non-productive time of operators. The pre-dispensing
error was a problem (3.48%) and the used time in work of operators (2.79 minutes) is twice less
than the standard time (5.41 minutes). Thus, it was important to remind operators to work step-
by-step following Standard Operating Procedure (SOP). Work analysis model was helpful and

can be applied to evaluate and improve the efficiency of hospital pharmacy work.



