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Abstract

Introduction: Lack of adequate drug information from pharmacies not only decreases patient
satisfaction but may also has a negative effect on drug use, drug safety and patient compliance. This
study was a research survey to determine the quality of drug information received from pharmacies and
to determine the degree of customer satisfaction regarding drug information. We compared quality of
information received and and patient satisfaction between 2 patient groups: those who specified the name
of medicines they sought and those who sought medicines by describing their symptoms. Methods: The
research sample consisted of 515 Khon Kaen University personnel who visited the pharmacy within 6
months before the collecting time. Questionnaires validated by community pharmacy professionals were
used for data collection. The data was analyzed and reported by frequency and percent. Chi-square
test and Fisher’s exact test were used to compare the results between groups. Results: Most of the
Khon Kaen University personnel, who visited the study pharmacies, received sufficient information with
regard to “Name of the medicines”, “The indication of the medicines”, “Understandable instruction for
using the medicine”, and “Course of treatment” (79.4%, 83.7%, 84.7% and 77.5%, respectively). But
in the case of the depth of information needed, there was a trend that patients received insufficient
information or sometimes none at all. Patients who described their symptoms gave significantly higher
ratings for drug information received and higher ratings for satisfaction than patients who specified the
name of medicines (p<0.05 for each category). Conclusions: Most Khon Kaen University personnel
who participated in this study were moderately satisfied with the drug information they received.
To increase their drug information satisfaction, the community pharmacists should improve their
information service by probing patient needs and respond sufficiently to further improve patient satisfaction,

and impact on drug use, drug safety and patient compliance.
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