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Abstract Objective: The patient's satisfaction with pharmacy is a subjective feeling, which involves many
factors. The purpose of the paper is to find out the best method to improve the patient's subjective satisfaction with
the pharmacy without changing the objective conditions, only changing the expected waiting time announced to
the patient or the method of publicity according to the statistical results. Methods: The expected waiting time
announced to the patients on a different date or the method of publicity was changed. The questionnaire at the
same time on different dates was issued. Results: The results showed that the ranking of overall satisfaction of the
pharmacy was not related to the quality of the drug or the price satisfaction, but was consistent with the ranking of
satisfaction of expected waiting time (not the real waiting time). Conclusion: The difference in expected waiting
time had a positive impact on the overall satisfaction of the pharmacy. Announcing a specific waiting time which
is 10 minutes longer than the real waiting time could significantly improve the patients’ overall satisfaction with
the pharmacy.
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