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Nursing Survey Analysis

Questions:

1. The courtesy and helpfulness of the pharmacy personnel.

2. The promptness with which the telephone is answered

3. The telephone etiquette of pharmacy personnel (identification, title, etc.).

4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification)

5. Routine medications are available when needed for administration.

6. The functionality and use of Pyxis® for medication distribution.

7. M.A.R. discrepancies are resolved in a timely fashion.

8. The drug information and clinical services provided by the pharmacists.

9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex®, etc.)

10. The timely processing of stat/now medication orders.

Nurses were requested to respond numerically from 1 to 5 as follows: 

1. Very Dissatisfied

2. Dissatisfied

3. Neutral

4. Satisfied

5. Very Satisfied

Aggregate
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Analysis

Performance improvement initiatives might center on issues presented in questions 4, 7, and 10. These questions help validate the perception that pharmacy services are not performed in a timely fashion. However, these are perceptions, and a testing of services might refute or confirm the timeliness of the provision of services. Question number four might be too global; identify specific areas for each question.

Generally nurses are satisfied with the level of service.  RIM displayed the lowest satisfaction levels, perhaps attributable to the different level of delivery service provided and the consternation over the use of the faxes.

Notable Comments
Pyxis® stocking issues (over and under stock), timeliness of mechanical fix to problems. Some fingerprint recognition problems identified

Telephone etiquette generally good, there is some misses though. Length of wait times an issue.

Missing meds, requests for copies of orders a recurring theme.

Missing med sheets print a blank 2nd sheet

Stock meds and narcotics (not in Pyxis® at RIM?)

On floor (in person) contacts are all excellent

Tube system problems from/to Wertz?
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Data Analysis

						Very Dissatisfied		Dissatisfied		Neutral		Satisfied		Very Satisfied

		Harper (n=74)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		1		11		12		33		17		74

		2. The promptness with which the telephone is answered		2		0		5		21		39		9		74

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		4		12		18		31		8		73

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		8		15		17		23		5		68

		5. Routine medications are available when needed for administration.		5		3		10		18		32		5		68

		6. The functionality and use of Pyxis for medication distribution.		6		1		9		8		46		7		71

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		7		16		16		13		6		58

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		10		33		30		73

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		2		16		38		13		69

		10. The timely processing of stat/now medication orders.		10		5		17		18		27		6		73

		RIM (n=10)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		0		7		3		0		10

		2. The promptness with which the telephone is answered		2		0		0		3		7		0		10

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		2		7		1		0		10

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		0		7		2		0		1		10

		5. Routine medications are available when needed for administration.		5		0		5		3		2		0		10

		6. The functionality and use of Pyxis for medication distribution.		6		4		1		3		2		0		10

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		7		2		1		0		10

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		3		5		2		10

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		0		0		10		0		10

		10. The timely processing of stat/now medication orders.		10		3		2		3		2		0		10

		Karmanos (n=38)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		1		1		11		15		8		36

		2. The promptness with which the telephone is answered		2		0		3		5		20		7		35

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		5		14		15		3		37

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		2		8		13		11		2		36

		5. Routine medications are available when needed for administration.		5		0		4		14		16		1		35

		6. The functionality and use of Pyxis for medication distribution.		6		0		5		5		18		4		32

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		6		8		15		0		29

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		6		15		14		35

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		1		7		17		10		35

		10. The timely processing of stat/now medication orders.		10		8		8		0		9		2		27

		Wertz (n=9)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		0		1		3		2		6

		2. The promptness with which the telephone is answered		2		0		1		1		4		0		6

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		0		2		5		2		9

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		0		1		1		7		0		9

		5. Routine medications are available when needed for administration.		5		0		0		2		5		1		8

		6. The functionality and use of Pyxis for medication distribution.		6		0		0		4		1		2		7

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		1		3		0		2		6

		8. The drug information and clinical services provided by the pharmacists.		8		0		1		2		1		4		8

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		2		3		0		4		9

		10. The timely processing of stat/now medication orders.		10		1		3		1		2		1		8

		Miscellaneous (n=6)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		0		1		3		2		6

		2. The promptness with which the telephone is answered		2		0		1		1		4		0		6

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		1		2		3		0		6

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		0		2		2		0		0		4

		5. Routine medications are available when needed for administration.		5		0		1		1		1		0		3

		6. The functionality and use of Pyxis for medication distribution.		6		0		0		2		1		0		3

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		1		2		0		0		3

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		1		2		2		5

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		1		0		1		1		3

		10. The timely processing of stat/now medication orders.		10		0		1		3		0		0		4

		Aggregate (n=141)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		2		12		32		57		29		132

		2. The promptness with which the telephone is answered		2		0		10		31		74		16		131

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		4		20		43		55		13		135

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		10		33		35		41		8		127

		5. Routine medications are available when needed for administration.		5		3		20		38		56		7		124

		6. The functionality and use of Pyxis for medication distribution.		6		5		15		22		68		13		123

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		7		31		31		29		8		106

		8. The drug information and clinical services provided by the pharmacists.		8		0		1		22		56		52		131

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		6		26		66		28		126

		10. The timely processing of stat/now medication orders.		10		17		31		25		40		9		122
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Data Analysis

						Very Dissatisfied		Dissatisfied		Neutral		Satisfied		Very Satisfied

		Harper (n=74)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		1		11		12		33		17		74

		2. The promptness with which the telephone is answered		2		0		5		21		39		9		74

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		4		12		18		31		8		73

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		8		15		17		23		5		68

		5. Routine medications are available when needed for administration.		5		3		10		18		32		5		68

		6. The functionality and use of Pyxis for medication distribution.		6		1		9		8		46		7		71

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		7		16		16		13		6		58

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		10		33		30		73

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		2		16		38		13		69

		10. The timely processing of stat/now medication orders.		10		5		17		18		27		6		73

		RIM (n=10)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		0		7		3		0		10

		2. The promptness with which the telephone is answered		2		0		0		3		7		0		10

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		2		7		1		0		10

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		0		7		2		0		1		10

		5. Routine medications are available when needed for administration.		5		0		5		3		2		0		10

		6. The functionality and use of Pyxis for medication distribution.		6		4		1		3		2		0		10

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		7		2		1		0		10

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		3		5		2		10

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		0		0		10		0		10

		10. The timely processing of stat/now medication orders.		10		3		2		3		2		0		10

		Karmanos (n=14)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		1		3		5		4		1		14

		2. The promptness with which the telephone is answered		2		1		2		4		4		3		14

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		2		3		6		3		0		14

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		3		5		5		1		0		14

		5. Routine medications are available when needed for administration.		5		1		3		6		4		0		14

		6. The functionality and use of Pyxis for medication distribution.		6		1		2		5		3		3		14

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		3		5		2		3		0		13

		8. The drug information and clinical services provided by the pharmacists.		8		1		0		0		10		3		14

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		1		0		1		10		2		14

		10. The timely processing of stat/now medication orders.		10		2		10		2		0		0		14

		Wertz (n=11)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		0		0		5		6		11

		2. The promptness with which the telephone is answered		2		0		0		1		5		4		10

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		0		0		7		3		10

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		0		0		3		7		1		11

		5. Routine medications are available when needed for administration.		5		0		1		0		3		4		8

		6. The functionality and use of Pyxis for medication distribution.		6		0		0		0		4		4		8

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		0		1		1		2		4

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		0		6		5		11

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		0		0		5		6		11

		10. The timely processing of stat/now medication orders.		10		0		1		1		6		1		9

		Miscellaneous (n=6)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		0		1		3		2		6

		2. The promptness with which the telephone is answered		2		0		1		1		4		0		6

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		1		2		3		0		6

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		0		2		2		0		0		4

		5. Routine medications are available when needed for administration.		5		0		1		1		1		0		3

		6. The functionality and use of Pyxis for medication distribution.		6		0		0		2		1		0		3

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		1		2		0		0		3

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		1		2		2		5

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		1		0		1		1		3

		10. The timely processing of stat/now medication orders.		10		0		1		3		0		0		4

		Aggregate (n=141)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		2		14		25		48		26		115

		2. The promptness with which the telephone is answered		2		1		8		30		59		16		114

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		6		18		33		45		11		113

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		11		29		29		31		7		107

		5. Routine medications are available when needed for administration.		5		4		20		28		42		9		103

		6. The functionality and use of Pyxis for medication distribution.		6		6		12		18		56		14		106

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		10		29		23		18		8		88

		8. The drug information and clinical services provided by the pharmacists.		8		1		0		14		56		42		113

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		1		3		17		64		22		107

		10. The timely processing of stat/now medication orders.		10		10		31		27		35		7		110
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Data Analysis

						Very Dissatisfied		Dissatisfied		Neutral		Satisfied		Very Satisfied

		Harper (n=74)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		1		11		12		33		17		74

		2. The promptness with which the telephone is answered		2		0		5		21		39		9		74

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		4		12		18		31		8		73

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		8		15		17		23		5		68

		5. Routine medications are available when needed for administration.		5		3		10		18		32		5		68

		6. The functionality and use of Pyxis for medication distribution.		6		1		9		8		46		7		71

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		7		16		16		13		6		58

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		10		33		30		73

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		2		16		38		13		69

		10. The timely processing of stat/now medication orders.		10		5		17		18		27		6		73

		RIM (n=10)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		0		7		3		0		10

		2. The promptness with which the telephone is answered		2		0		0		3		7		0		10

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		2		7		1		0		10

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		0		7		2		0		1		10

		5. Routine medications are available when needed for administration.		5		0		5		3		2		0		10

		6. The functionality and use of Pyxis for medication distribution.		6		4		1		3		2		0		10

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		7		2		1		0		10

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		3		5		2		10

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		0		0		10		0		10

		10. The timely processing of stat/now medication orders.		10		3		2		3		2		0		10

		Karmanos (n=14)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		1		3		5		4		1		14

		2. The promptness with which the telephone is answered		2		1		2		4		4		3		14

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		2		3		6		3		0		14

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		3		5		5		1		0		14

		5. Routine medications are available when needed for administration.		5		1		3		6		4		0		14

		6. The functionality and use of Pyxis for medication distribution.		6		1		2		5		3		3		14

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		3		5		2		3		0		13

		8. The drug information and clinical services provided by the pharmacists.		8		1		0		0		10		3		14

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		1		0		1		10		2		14

		10. The timely processing of stat/now medication orders.		10		2		10		2		0		0		14

		Wertz (n=11)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		0		0		5		6		11

		2. The promptness with which the telephone is answered		2		0		0		1		5		4		10

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		0		0		7		3		10

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		0		0		3		7		1		11

		5. Routine medications are available when needed for administration.		5		0		1		0		3		4		8

		6. The functionality and use of Pyxis for medication distribution.		6		0		0		0		4		4		8

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		0		1		1		2		4

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		0		6		5		11

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		0		0		5		6		11

		10. The timely processing of stat/now medication orders.		10		0		1		1		6		1		9

		Miscellaneous (n=6)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		0		1		3		2		6

		2. The promptness with which the telephone is answered		2		0		1		1		4		0		6

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		1		2		3		0		6

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		0		2		2		0		0		4

		5. Routine medications are available when needed for administration.		5		0		1		1		1		0		3

		6. The functionality and use of Pyxis for medication distribution.		6		0		0		2		1		0		3

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		1		2		0		0		3

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		1		2		2		5

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		1		0		1		1		3

		10. The timely processing of stat/now medication orders.		10		0		1		3		0		0		4

		Aggregate (n=141)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		2		14		25		48		26		115

		2. The promptness with which the telephone is answered		2		1		8		30		59		16		114

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		6		18		33		45		11		113

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		11		29		29		31		7		107

		5. Routine medications are available when needed for administration.		5		4		20		28		42		9		103

		6. The functionality and use of Pyxis for medication distribution.		6		6		12		18		56		14		106

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		10		29		23		18		8		88

		8. The drug information and clinical services provided by the pharmacists.		8		1		0		14		56		42		113

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		1		3		17		64		22		107

		10. The timely processing of stat/now medication orders.		10		10		31		27		35		7		110
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Data Analysis

						Very Dissatisfied		Dissatisfied		Neutral		Satisfied		Very Satisfied

		Harper (n=74)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		1		11		12		33		17		74

		2. The promptness with which the telephone is answered		2		0		5		21		39		9		74

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		4		12		18		31		8		73

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		8		15		17		23		5		68

		5. Routine medications are available when needed for administration.		5		3		10		18		32		5		68

		6. The functionality and use of Pyxis for medication distribution.		6		1		9		8		46		7		71

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		7		16		16		13		6		58

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		10		33		30		73

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		2		16		38		13		69

		10. The timely processing of stat/now medication orders.		10		5		17		18		27		6		73

		RIM (n=10)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		0		7		3		0		10

		2. The promptness with which the telephone is answered		2		0		0		3		7		0		10

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		2		7		1		0		10

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		0		7		2		0		1		10

		5. Routine medications are available when needed for administration.		5		0		5		3		2		0		10

		6. The functionality and use of Pyxis for medication distribution.		6		4		1		3		2		0		10

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		7		2		1		0		10

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		3		5		2		10

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		0		0		10		0		10

		10. The timely processing of stat/now medication orders.		10		3		2		3		2		0		10

		Karmanos (n=14)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		1		3		5		4		1		14

		2. The promptness with which the telephone is answered		2		1		2		4		4		3		14

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		2		3		6		3		0		14

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		3		5		5		1		0		14

		5. Routine medications are available when needed for administration.		5		1		3		6		4		0		14

		6. The functionality and use of Pyxis for medication distribution.		6		1		2		5		3		3		14

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		3		5		2		3		0		13

		8. The drug information and clinical services provided by the pharmacists.		8		1		0		0		10		3		14

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		1		0		1		10		2		14

		10. The timely processing of stat/now medication orders.		10		2		10		2		0		0		14

		Wertz (n=9)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		0		1		3		2		6

		2. The promptness with which the telephone is answered		2		0		1		1		4		0		6

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		0		2		5		2		9

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		0		1		1		7		0		9

		5. Routine medications are available when needed for administration.		5		0		0		2		5		1		8

		6. The functionality and use of Pyxis for medication distribution.		6		0		0		4		1		2		7

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		1		3		0		2		6

		8. The drug information and clinical services provided by the pharmacists.		8		0		1		2		1		4		8

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		2		3		0		4		9

		10. The timely processing of stat/now medication orders.		10		1		3		1		2		1		8

		Miscellaneous (n=6)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		0		1		3		2		6

		2. The promptness with which the telephone is answered		2		0		1		1		4		0		6

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		1		2		3		0		6

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		0		2		2		0		0		4

		5. Routine medications are available when needed for administration.		5		0		1		1		1		0		3

		6. The functionality and use of Pyxis for medication distribution.		6		0		0		2		1		0		3

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		1		2		0		0		3

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		1		2		2		5

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		1		0		1		1		3

		10. The timely processing of stat/now medication orders.		10		0		1		3		0		0		4

		Aggregate (n=141)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		2		14		26		46		22		110

		2. The promptness with which the telephone is answered		2		1		9		30		58		12		110

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		6		18		35		43		10		112

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		11		30		27		31		6		105

		5. Routine medications are available when needed for administration.		5		4		19		30		44		6		103

		6. The functionality and use of Pyxis for medication distribution.		6		6		12		22		53		12		105

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		10		30		25		17		8		90

		8. The drug information and clinical services provided by the pharmacists.		8		1		1		16		51		41		110

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		1		5		20		59		20		105

		10. The timely processing of stat/now medication orders.		10		11		33		27		31		7		109
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Data Analysis

						Very Dissatisfied		Dissatisfied		Neutral		Satisfied		Very Satisfied

		Harper (n=74)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		1		11		12		33		17		74

		2. The promptness with which the telephone is answered		2		0		5		21		39		9		74

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		4		12		18		31		8		73

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		8		15		17		23		5		68

		5. Routine medications are available when needed for administration.		5		3		10		18		32		5		68

		6. The functionality and use of Pyxis for medication distribution.		6		1		9		8		46		7		71

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		7		16		16		13		6		58

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		10		33		30		73

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		2		16		38		13		69

		10. The timely processing of stat/now medication orders.		10		5		17		18		27		6		73

		RIM (n=14)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		4		4		6		0		14

		2. The promptness with which the telephone is answered		2		0		1		3		8		2		14

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		1		5		4		4		0		14

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		1		5		3		4		1		14

		5. Routine medications are available when needed for administration.		5		0		7		5		1		1		14

		6. The functionality and use of Pyxis for medication distribution.		6		2		6		3		3		0		14

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		7		4		1		2		14

		8. The drug information and clinical services provided by the pharmacists.		8		0		1		5		7		1		14

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		0		3		8		3		14

		10. The timely processing of stat/now medication orders.		10		2		9		1		1		1		14

		Karmanos (n=38)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		1		1		11		15		8		36

		2. The promptness with which the telephone is answered		2		0		3		5		20		7		35

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		5		14		15		3		37

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		2		8		13		11		2		36

		5. Routine medications are available when needed for administration.		5		0		4		14		16		1		35

		6. The functionality and use of Pyxis for medication distribution.		6		0		5		5		18		4		32

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		6		8		15		0		29

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		6		15		14		35

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		1		7		17		10		35

		10. The timely processing of stat/now medication orders.		10		8		8		0		9		2		27

		Wertz (n=9)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		0		1		3		2		6

		2. The promptness with which the telephone is answered		2		0		1		1		4		0		6

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		0		2		5		2		9

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		0		1		1		7		0		9

		5. Routine medications are available when needed for administration.		5		0		0		2		5		1		8

		6. The functionality and use of Pyxis for medication distribution.		6		0		0		4		1		2		7

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		1		3		0		2		6

		8. The drug information and clinical services provided by the pharmacists.		8		0		1		2		1		4		8

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		2		3		0		4		9

		10. The timely processing of stat/now medication orders.		10		1		3		1		2		1		8

		Miscellaneous (n=6)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		0		1		3		2		6

		2. The promptness with which the telephone is answered		2		0		1		1		4		0		6

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		1		2		3		0		6

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		0		2		2		0		0		4

		5. Routine medications are available when needed for administration.		5		0		1		1		1		0		3

		6. The functionality and use of Pyxis for medication distribution.		6		0		0		2		1		0		3

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		1		2		0		0		3

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		1		2		2		5

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		1		0		1		1		3

		10. The timely processing of stat/now medication orders.		10		0		1		3		0		0		4

		Aggregate (n=141)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		2		16		29		60		29		136

		2. The promptness with which the telephone is answered		2		0		11		31		75		18		135

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		5		23		40		58		13		139

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		11		31		36		45		8		131

		5. Routine medications are available when needed for administration.		5		3		22		40		55		8		128

		6. The functionality and use of Pyxis for medication distribution.		6		3		20		22		69		13		127

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		7		31		33		29		10		110

		8. The drug information and clinical services provided by the pharmacists.		8		0		2		24		58		51		135

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		6		29		64		31		130

		10. The timely processing of stat/now medication orders.		10		16		38		23		39		10		126
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Data Analysis

						Very Dissatisfied		Dissatisfied		Neutral		Satisfied		Very Satisfied

		Harper (n=74)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		1		11		12		33		17		74

		2. The promptness with which the telephone is answered		2		0		5		21		39		9		74

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		4		12		18		31		8		73

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		8		15		17		23		5		68

		5. Routine medications are available when needed for administration.		5		3		10		18		32		5		68

		6. The functionality and use of Pyxis for medication distribution.		6		1		9		8		46		7		71

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		7		16		16		13		6		58

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		10		33		30		73

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		2		16		38		13		69

		10. The timely processing of stat/now medication orders.		10		5		17		18		27		6		73

		RIM (n=14)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		4		4		6		0		14

		2. The promptness with which the telephone is answered		2		0		1		3		8		2		14

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		1		5		4		4		0		14

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		1		5		3		4		1		14

		5. Routine medications are available when needed for administration.		5		0		7		5		1		1		14

		6. The functionality and use of Pyxis for medication distribution.		6		2		6		3		3		0		14

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		7		4		1		2		14

		8. The drug information and clinical services provided by the pharmacists.		8		0		1		5		7		1		14

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		0		3		8		3		14

		10. The timely processing of stat/now medication orders.		10		2		9		1		1		1		14

		Karmanos (n=38)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		1		1		11		15		8		36

		2. The promptness with which the telephone is answered		2		0		3		5		20		7		35

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		5		14		15		3		37

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		2		8		13		11		2		36

		5. Routine medications are available when needed for administration.		5		0		4		14		16		1		35

		6. The functionality and use of Pyxis for medication distribution.		6		0		5		5		18		4		32

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		6		8		15		0		29

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		6		15		14		35

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		1		7		17		10		35

		10. The timely processing of stat/now medication orders.		10		8		8		0		9		2		27

		Wertz (n=9)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		0		1		3		2		6

		2. The promptness with which the telephone is answered		2		0		1		1		4		0		6

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		0		2		5		2		9

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		0		1		1		7		0		9

		5. Routine medications are available when needed for administration.		5		0		0		2		5		1		8

		6. The functionality and use of Pyxis for medication distribution.		6		0		0		4		1		2		7

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		1		3		0		2		6

		8. The drug information and clinical services provided by the pharmacists.		8		0		1		2		1		4		8

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		2		3		0		4		9

		10. The timely processing of stat/now medication orders.		10		1		3		1		2		1		8

		Miscellaneous (n=6)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		0		0		1		3		2		6

		2. The promptness with which the telephone is answered		2		0		1		1		4		0		6

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		0		1		2		3		0		6

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		0		2		2		0		0		4

		5. Routine medications are available when needed for administration.		5		0		1		1		1		0		3

		6. The functionality and use of Pyxis for medication distribution.		6		0		0		2		1		0		3

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		0		1		2		0		0		3

		8. The drug information and clinical services provided by the pharmacists.		8		0		0		1		2		2		5

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		1		0		1		1		3

		10. The timely processing of stat/now medication orders.		10		0		1		3		0		0		4

		Aggregate (n=141)		Question         Grade		1		2		3		4		5		Totals

		1. The courtesy and helpfulness of the pharmacy personnel.		1		2		16		29		60		29		136

		2. The promptness with which the telephone is answered		2		0		11		31		75		18		135

		3. The telephone etiquette of pharmacy personnel. (identification, title, etc.)		3		5		23		40		58		13		139

		4. The manner in which medication issues are resolved by pharmacy personnel (e.g. missing doses, order clarification).		4		11		31		36		45		8		131

		5. Routine medications are available when needed for administration.		5		3		22		40		55		8		128

		6. The functionality and use of Pyxis for medication distribution.		6		3		20		22		69		13		127

		7. M.A.R. discrepancies are resolved in a timely fashion.		7		7		31		33		29		10		110

		8. The drug information and clinical services provided by the pharmacists.		8		0		2		24		58		51		135

		9. Ease and availability of pharmacy information on Pharmweb (e.g. downloading of forms, Micromedex, etc.)		9		0		6		29		64		31		130

		10. The timely processing of stat/now medication orders.		10		16		38		23		39		10		126
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