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Continuous Quality Improvement Online Pharmaceutical Consulting

Service under COVID-19

Xi Yu-fei!, Xu Qin-fen!, Gao An!, Li Qin!, Fan Guo-rong! (1.Department of Clinical
Pharmacy, Shanghai General Hospital, Shanghai Jiao Tong University, Shanghai
200080)

Abstract: The key quality points of online pharmaceutical consultation service were
summarized. The standardization of the process were analysed to improve the quality
of service. Methods: We analyzed the drug questions according to the content of the
consultation, the type of the question, the time required for response and the quality of
the response, to find out the problems in the pharmaceutical consultation work. We
also analyzed the reasons and proposed improvement measures. Results: The
proportion of non-pharmaceutical problems was reduced, the timeliness and quality of
responses were improved, and the number of consultations with patients increased
month by month. Conclusion: The optimization of online pharmaceutical care not

only facilitatesd patients, but also trained a team of consultant pharmacists. However,
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there was still room for improvement. We will continue to improve the quality of
pharmaceutical consulting services to become an important part of the internet
hospital workflow.

Key words: drug consultation; internet; consultant pharmacist; quality improvement
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