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Application of QCC in Improving the Service Satisfaction Rate of Ward Area
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Abstract Objective: To investigate how to improve the service quality of complex ward area pharmacy for
inpatients-pharmacy intravenous admixture services (PIVAS) so as to improve the satisfaction rate of clinical
departments and the level of pharmaceutical services. Methods: According to the basic steps and methods of
quality control circle (QCC) activities, the reasons why clinical departments were unsatisfied with ward area
pharmacy were firstly investigated and analyzed. Countermeasures and standardized implementations were
further proposed by combining the "five routine working regulation" (which is also known as 5S management,
1.e. structurise, systematise, sanitise, standardise, self-discipline). The effects were finally evaluated and dissected.
Results: The satisfaction rate increased from 67.08% before QCC activities to 87.18% after the activities.
Conclusion: QCC togethr with 5S management could better find and solve various problems in the work of
pharmacy and form a long-term management system which will ensure quality of drugs, enhance work efficiency
and improve the level of pharmaceutical services.
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