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Abstract:  
Here our aim is to make a report on research methodology in the scenario of a pharmacy to get a clear idea about their service and patient satisfaction level. We will investigate secondary data sources to explain the aspects of pharmacy customer services. Furthermore the explanation of different form of research methodology- qualitative, quantitative will be explained here. This report will produce a survey based on quantitative data using random sample method.

Introduction: 
Pharmacy is a place where health science is being linked with pharmaceutical science to ensure safe and effective use of drug. Pharmacy prepares and dispenses medicine for patient and also does the reviewing by the qualified team. Pharmacy also provides community service of providing clinical advice. In the pharmacy the pharmacist respond to patient symptom’s and give them appropriate advice on the medicine. 
Pharmacy role in the community:
· Ensure the supply of medicine is within the law.
· Advising patient about medicine, explaining any side effect of the medicine.
· Provide other services, like: stop smoking, asthma care, blood pressure, cholesterol, and diabetic checks, sexual health advice and also immunization services.
Pharmacy workforce is historically competent healthcare providers who try to evaluate factors which can affect a patient’s ability to take medicine. It is also very convenient for the customers because they can excess this service any time, any day without any appointments.

Literature review:
Pharmacy is a part of the community care teams that works to optimize drug therapy and ensure patient safety. Effective workforce in the pharmacy can help to improve the outcome of the pharmacotherapy. This is why evaluation of pharmacy service is very important.
In 2018 northern Sweden has done a clinical pharmacy services (CPSs) to get a review of their services from the patients. This study shows that in 2016, 41% of hospital admissions were due to the drug missuses. To prevent this kind of misuse and accident pharmacy service is very important. For example, a study by Gillespie et al., shows that a clinical pharmacist can reduce drug related occurrence by 80% among the people 80 years and older. In that survey patient gave different answer based on their experiences.
The tasks that this pharmacy included in their survey were-
· Advising the best option for the patients.
· Establishing a confidential environment for patients.
· Checking for any medical condition that can contradict with new medication.
Patient outcome: The survey outcome was measured in a form of reduction of medicine misuse, and side effect.
Suggestion to improve the service: From the conducted survey this pharmacy got some suggestion to improve their services. For example- 
· Patients have advice the pharmacy to start a texting service to inform them when the medicine is ready.
· Patients have advised the pharmacy to reopen their auto repeat medication ordering service which was closed down from last summer.
This study provided an in depth exploration of pharmacy service in northern Sweden.  The pharmacy was happy about the CPSs survey.

Research:
Research is finding the truth through experiment using scientific methods.  It is a detailed study regarding a specific problem, concern or issue. By doing a systematic investigation of sources research can establish a conclusion. 

There are two part of doing any research:
1. Research design: This is to make a plan to answer your research question.
2. Research method: This is the strategy used to implement that plan.
There are several types of researches available to follow:
1. Observation
2. Survey
3. Interview
4. Focus group
5. Experiments
6. Secondary data analysis
7. Mixed methods
What kind of research type is best to use depend on the research goal tend to achieve.

Research methodology: 
It is a scientific way of data collection then analysing those data and interprets them in a way to implement them to any business problem.
Types of research methodology:
 [image: 6/19/2013 3BRM-Types Of Research (Descriptivevs.AnalyticalAppliedvs.FundamentalQuantitativevs.QualitativeConceptualvs.Empi...]
Source: https://www.slideshare.net/lalsivaraj/types-of-business-research-methods


At first we are going to use descriptive research methods to describe the situation and identify the problem. 
3 parts of descriptive research will be used here: 
· Observational method:  Observe the behaviour of our patient.
· Case study method: In depth study of our patient to get a hypothesis.
· Survey method: at last based on that hypothesis produce a list of questionnaire to conduct a survey. 

Here two main types of research methodologies have been used to make this report:
[image: Related image]

1. [bookmark: _GoBack]Qualitative methods: It is exploratory research methods descriptive in nature. It works with non-numerical and unquantifiable things. This method is mainly used in interviews. Here the researcher plays a key part rather than an observer. The researcher can get the result by observing the interaction from the other party.

2. Quantitative research: This is explaining situation by collecting numerical data and using mathematics to analyse the situation. It is much number driven research method. The conclusion comes out based on the numerical data. This is used to get a view from large number of people. In quantitative research first sampling is done. Then the data collection option is used to choose preferred method to achieve expected result.


Data collection & survey:
To do a quantitative research data needs to be collected. There are 2 sources data can be collected from:
[image: Image result for data collection source]
Source: https://www.slideshare.net/smiley6princes/data-collection-presentation-34042800
Before we conduct a survey we need to decide on how we are going to design our survey. For example:
· First decide a research goal.
· Make a list of questions
· Invite the participants
· Record the responses
· Analyse the result
· Draw a conclusion with your opinion and advice.
· Population: After planning we have to decide on our population. In time of choosing the population we have to make sure that population groups are identified to each other by their shared distinctive.
· Sample: Sample population refers to a group of people from which information is to be obtained. 

There are 3 types of sampling:

1. Random sampling: gives 50-50 chance of selection.
2. Cluster sampling: consist of every member from some group.
3. Systematic sampling: randomly select the first one then every 9th one is a sample.
The sampling method I choose here is random sampling. My sample in this survey consists of 50 local people. 
· Sample size: a good sample size is 10% of the total population. For example if the population is 200 then the sample number is 20 people. This way we can save money and time but will get the same result at the same time.
· Methods of survey: face to face interview with some close ended structured question.

Survey Analysis:
There is an enclosed questionnaire in the report which shows the patient feedback. The report show positive – negative response in the form of table, graphs, and charts. All patients’ comments are displayed without compromising confidentiality. The survey was done voluntarily by the patients visiting the pharmacy.

I have used a CPPQ questionnaire to interpret the patient’s feedback

· Question 1: Reason for visiting the pharmacy
The pharmacy offers a wide range of services. So, a wide range of people visit the pharmacy for different reasons. Table 1 shows the number of people who visit the pharmacy to collect their prescriptions either for themselves or for someone else.

Table 1: Frequency distribution of responses for Q1
	To collect Prescription for
	No of responses
	% total of responses

	Yourself
	30
	60

	Someone else
	10
	20

	Both
	6
	12

	Other reasons
	4
	8




Graph 1: Frequency distribution of responses for Q1

· Question 2:  In the time of collecting a prescription today, were you able to collect it straight away or wait in the pharmacy or had to come back later to collect it?
Table 2: Frequency distribution of responses for Q2
	
	No of responses
	% total of responses

	Straight away
	25
	50%

	Waited in pharmacy
	20
	40%

	Come back later
	5
	10%




Graph 2: Frequency distribution of responses for Q2

· Question 3:  How satisfied were you with the waiting time for the prescription or any other NHS services?

Table 3: Frequency distribution of responses for Q3
	
	No of responses
	% total of responses

	Not at all satisfied 
	0
	0%

	Not very satisfied
	0
	0%

	Fairly satisfied
	6
	12%

	Very satisfied
	44
	88%




Graph 3: Frequency distribution of responses for Q3

· Question 4:  how would you rate the pharmacy on this factors?
Table 4: Frequency distribution of responses for Q4
	
	Very poor
	Fairly poor
	Fairly Good
	Very good
	Don’t know

	I. The tidiness of the pharmacy
	1
	0
	5
	44
	0

	ii. The comfort level of the  waiting areas
	1
	0
	15
	34
	0

	iii. Availability of the Medicine stock
	1
	1
	4
	44
	0

	iv. Offering a well organised layout
	1
	0
	7
	42
	0

	v. waiting time to be served
	1
	0
	5
	44
	0

	vi. private consultation facility
	1
	0
	2
	47
	0



• Of the 50 participant 98% rated the tidiness of the pharmacy as 'Fairly Good' or 'Very Good'.  2% rated as very poor.
• 98% of participant considered the waiting area as ‘Fairly good’ or ‘Very Good’. 2% rated as ‘Very poor’.
• 96% rated considered having in stock required to be 'Fairly Good' or 'Very Good'.  4% rated as’ Very poor’ or ‘Fairly Poor’.
• 98% rated the pharmacy as ‘Fairly good’ or ‘Very Good’. 2% rated as ‘Very poor’ on organized layout.
• On waiting time 98% responds the pharmacy as ‘Fairly good’ or ‘Very Good’. 2% rated as ‘Very poor’.
• 98% considered that having somewhere available where you could speak without being overheard to be 'Fairly Good' or 'Very Good' 2% rated as very poor.


Graph 4: Frequency distribution of responses for Q4




· Question 5:  how would you rate the pharmacist’s and the staff’s professionalism?
Table 5: Frequency distribution of responses for Q5

	
	Very poor
	Fairly poor
	Fairly Good
	Very good
	Don’t know

	I. providing enough time to listen to your need
	1
	0
	5
	44
	0

	ii. Answering any queries
	1
	0
	3
	46
	0

	iii. pharmacist service
	1
	0
	4
	45
	0

	iv. other staff’s service
	1
	0
	2
	47
	0

	v. efficiency in the service
	1
	0
	0
	49
	0

	vi. overall service standard
	1
	0
	0
	49
	0



•on giving attention, 98% rated the pharmacy as 'Fairly Good' or 'Very Good'.  2% rated as very poor.
• In case of queries 98% of participants responded as ‘Fairly good’ or ‘Very good’. 2% rated as ‘Very poor’.
• Regarding pharmacist service 98% rated as 'Fairly Good' or 'Very Good'.  2% rated as ’Very poor’.
• regarding staff service 98% rated the pharmacy as ‘Fairly good’ or ‘Very Good’. 2% rated as ‘Very poor’.
• 98% responds the efficiency of the pharmacy as ‘Very Good’. 2% rated as ‘Very poor’ on our overall services.
• On staff 98% considered the pharmacy as 'Very Good’ and 2% rated as very poor.


Graph5: Frequency distribution of responses for Q5

· Question 6:  How well do you think the pharmacy provides the following services?
Table 6: Frequency distribution of responses for Q6
	
	Not at all well
	Not very well
	Fairly well
	Very well
	Never used

	I. Advising on a health problem or longer term illness
	0
	0
	5
	40
	5

	ii. Providing advice on healthy lifestyle
	0
	0
	5
	35
	10

	iii. Disposing of medicines service
	0
	0
	5
	25
	20

	iv. Providing health services information available elsewhere
	0
	0
	7
	35
	8



• On advising 90% considered the pharmacy as ‘Fairly well’ or ‘Very well’. 2% responded as ‘Never used’.
• 80% rated the pharmacy as ‘Fairly well’ or ‘Very well’. 20% responded as ‘Never used’ on general advice.
• 60% considered the pharmacy facility as ‘Fairly well’ or ‘Very well’ and 40% responded as ‘Never used’.
•providing health service 84% of participants, responded as ‘Fairly well’ or ‘Very well’. 16% rated as ‘Very poor’.

Graph 6: Frequency distribution of responses for Q6

· Question 7:  Any advice given about any of the following by the pharmacist or pharmacy staff?

Table 7: Frequency distribution of responses for Q7
	
	Yes
	No

	
	No. of responses
	% total of responses
	No. of responses
	% total of responses

	i. Stopping smoking
	45
	90%
	5
	10%

	ii. Healthy eating
	48
	96%
	2
	4%

	iii. Physical exercise
	40
	80%
	10
	20%




Graph 7: Frequency distribution of responses for Q7

· Question 8: Which of the following best describes the use of this pharmacy?
Table 8: Frequency distribution of responses for Q8
	
	No of responses
	% total of responses

	This is the pharmacy that you want to visit
	46
	92%

	This is one of the pharmacies that you use when you need to
	3
	6%

	Convenient to use just for today
	1
	2%








· Question 9: Finally, taking everything into account how would you rate the pharmacy?
Table 9: Frequency distribution of responses for Q9
	Poor
	Fair
	Good
	Very good
	Excellent

	0
	0
	5
	30
	10




Graph 8: Frequency distribution of responses for Q9

· Question 11, 12 and 13 
· Participants profile:  age, gander and carer background
	Age band
	Number
	%

	16-19
	10
	20

	20-24
	5
	10

	25-34
	5
	10

	35-44
	10
	20

	45-54
	10
	20

	55-64
	7
	14

	Over 65
	3
	6



	Gender
	Number
	%

	Male
	28
	56%

	Female
	32
	44%



	Carer details
	Number
	%

	Carer for under 16s
	15
	30%

	Carer for someone
	10
	20%

	Neither
	25
	50%





Conclusion: 
This descriptive survey with random sample group to find out about the pharmacy service was very helpful for me and my manger. The quantitative data chart pointed the sector we need to work on for improvement. For example: We need to reduce our waiting time. As a team we have to make a target of finishing each script within 5 minutes. Secondly we need to let people know about the community services we provide by doing more advertisement.
In future to improve our service we can perform a qualitative research because qualitative research shows the root of any problem. Also we can use a systematic sampling to review our performance for future. This survey was a good opportunity to highlight the areas of strength and weakness of the pharmacy. The effective and efficient data collection and interpretation of them in a form of chart shows a clear picture of how the organization is performing.
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Appendix
Summery Percentage Score Calculations of Q4,Q5,Q6: 
	Question no
	
	Percentage score

	4.i
	The cleanliness of the pharmacy
	98%

	4.ii
	The comfort and convenience of the waiting areas (e.g. seating or standing room)
	98%

	4.iii
	Having in stock the medicines/appliances you need
	96%

	4.iv
	Offering a clear and well organised layout
	98%

	4.v
	How long you have to wait to be served
	98%

	4.vi
	Having somewhere available where you could speak without being overheard, if you wanted to
	98%

	5.i
	Being polite and taking the time to listen to what you want
	98%

	5.ii
	Answering any queries you may have
	98%

	5.iii
	The service you received from the pharmacist
	98%

	5.iv
	The service you received from the other pharmacy staff
	98%

	5.v
	Providing an efficient service
	98%

	5.iv
	The staff overall
	98%

	6.i
	Providing advice on a current health problem or a longer term health condition
	90%

	6.ii
	Providing general advice on leading a more healthy lifestyle
	80%

	6.iii
	Disposing of medicines you no longer need
	60%

	6.iv
	Providing advice on health services or information  available elsewhere
	84%
























Sample questionnaire:
[image: ]
[image: ]
Source: https://psnc.org.uk/wp-content/uploads/2013/07/cppq2020annex20a.pdf

Column1	Yourself	Someone else	Both	Other reasons	30	10	6	4	Column1	Straight Away	Waited in pharmacy	Come back later	25	20	5	Column1	Very satisfied	Fairly satisfied	Not very satisfied	Not at all satisfied	44	6	0	0	Very good	Q4.i	Q4.ii	Q4.iii	Q4.iv	Q4.v	Q4.vi	44	34	44	42	44	47	Fairly Good	Q4.i	Q4.ii	Q4.iii	Q4.iv	Q4.v	Q4.vi	5	15	4	7	5	2	Fairly Poor	Q4.i	Q4.ii	Q4.iii	Q4.iv	Q4.v	Q4.vi	0	0	1	0	0	0	Very poor	Q4.i	Q4.ii	Q4.iii	Q4.iv	Q4.v	Q4.vi	1	1	1	1	1	1	Don't Know	Q4.i	Q4.ii	Q4.iii	Q4.iv	Q4.v	Q4.vi	0	0	0	0	0	0	Very Good	Q5.i	Q5.ii	Q5.iii	Q5.iv	Q5.v	Q5.vi	44	46	45	47	49	49	Fairly Good	Q5.i	Q5.ii	Q5.iii	Q5.iv	Q5.v	Q5.vi	5	3	4	2	0	0	Fairly Poor	Q5.i	Q5.ii	Q5.iii	Q5.iv	Q5.v	Q5.vi	0	0	0	0	0	0	Very Poor	Q5.i	Q5.ii	Q5.iii	Q5.iv	Q5.v	Q5.vi	1	1	1	1	1	1	Don't Know	Q5.i	Q5.ii	Q5.iii	Q5.iv	Q5.v	Q5.vi	0	0	0	0	0	0	Very well	Q6. i	Q6. ii	Q6. iii	Q6. iv	40	35	25	35	Fairly well	Q6. i	Q6. ii	Q6. iii	Q6. iv	5	5	0	7	Not very well	Q6. i	Q6. ii	Q6. iii	Q6. iv	0	0	0	0	Not at all well	Q6. i	Q6. ii	Q6. iii	Q6. iv	0	0	0	0	Never used	Q6. i	Q6. ii	Q6. iii	Q6. iv	5	10	20	8	Yes	Stop smoking	Healthy eating	Physical exercise	45	48	40	No	Stop smoking	Healthy eating	Physical exercise	5	2	10	Column1	Excellent	Very Good	Good	Fair	Poor	10	30	5	0	0	6

image2.jpeg
Data Types

Data
Qualitative Quantitative
(Categorical) (Numerical)

Examples: I_I_I

£ ran?::;n; Discrete Continuous
= EyeColor
(Defined categories) Examples: Examples:
= NumberofChildren = Weight
= Defects perhour = Voltage
(Counted items) (Measured

characteristics)
Business Statistics: A Decision-Making Approach, 7e © 2008 Prentice-Hall, Inc. Chap 1-21




image3.jpeg
External
sources

Prlmary
data

Internal
sources

Secondary
data





image4.png
Community Pharmacy Patient Questionnaire

This section is about why you visited the pharmacy today
Q1 Why did you visit this pharmacy today?

To collect a prescription for:  Yourself Someone else Both OR

For some other reason (please write in the reason for your visit):

If you did not collect a prescription, please go to Q3.

Q2 If you collected a prescription today, were you able to collect it straight away, did you
have to wait in the pharmacy or did you come back later to collect it?

Straight away Waited in pharmacy Came back later

Q3 How satisfied were you with the time it took to provide your prescription and/or any
other NHS services you required?

Not at all satisfied Not very satisfied Fairly satisfied Very Satisfied

This section is about the pharmacy and the staff who
work there more generally, not just for today's visit
Q4 Thinking about any previous visits as well as today's, how would you rate the
pharmacy on the following factors? Please tick one box for each aspect of the pharmacy
listed below, to show how good or poor you think it is:
ANSWERS: Very  Fairly Fairly Very Don't
poor  poor good good know

a) The cleanliness of the pharmacy .
b) The comfort and convenience of
waiting areas (e.g. seating or standing room) .....
¢) Having in stock the medicines/appliances
you need . .
d) Offering a clear and well orgamsed \ayout ........
e) How long you have to wait to be served .............
f) Having somewhere available where you

could speak without being overheard, if you
wanted ...

Q5 Again, including any previous visits to this pharmacy, how would you rate the
pharmacist and the other staff who work there? Please tick one box for each aspect of the
service listed below, to show how good or poor you think it is:
ANSWERS: Very  Fairly Fairly Very Don't
poor  poor good good know
a) Being polite and taking the time to listen
to what youwant ..........
b) Answering any queries you may have
c) The service you received from the
pharmacist ...
d) The service yol
pharmacy staff ...

e) Providing an efficient service ...
f) The staff overall ....................
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Q6 Thinking about all the times you have used this pharmacy, how well do you think it
provides each of the following services?

ANSWERS: Notat Not Fairly Very  Never
all very well well used
well well

a) Providing advice on a current health problem
or a longer term health condition.......................
b) Providing general advice on \eading amore
healthy lifestyle . . e
c) Disposing of medlcmes you no Ionger need .......
d) Providing advice on health services or
information available elsewhere .......................]|

Q7 Have you ever been given advice about any of the following by the pharmacist or
pharmacy staff?

Stopping smoking. Yes No
Healthy eating... Yes No
Physical exercise.. Yes No

Q8 Which of the following best describes how you use this pharmacy?

This is the pharmacy that you choose to visit if possible..............
This is one of several pharmacies that you use when you need to .
This pharmacy was just convenient for you today .............ccccooeiieiiiiiniinnin

Q9 Finally, taking everything into account - the staff, the shop and the service provided -
how would you rate the pharmacy where you received this questionnaire?

Poor [] Fair[] Good[] Very Good [] Excellent []

Q10 If you have any comments about how the service from this pharmacy could be
improved, please write them in here:

insert here, if required, additional questions relaing fo healthcare service provision]

These last few questions are just to help us categorise your answers
Q11 How old are you?
16-19 20-24 25-34 35-44 45-54 55-64 65+

Q12 Are you... Male Female

Q 13 Which of the following apply to you:

You have, or care for, children under 16 .
You are a carer for someone with a Iongstandmg |\Iness or |nf\rm\ty
Neither ......................

Thank you for comp\eting th\s quest\onnaire
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