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1. Introduction

As part of its function as the pharmacy regulator, The Pharmaceutical Society of Ireland (PSI)
is empowered under the Pharmacy Act 2007 to conduct inspections of registered
pharmacies (community/retail and hospital) for the purposes of assessing compliance with
the Pharmacy Act 2007 and with other pharmacy and medicines legislation and guidelines.
In May 2015 the Council of the PSI agreed to update the policy approach for routine
pharmacy inspections, to include a Self-Audit for pharmacies (now referred to as the
Pharmacy Assessment System).

The Pharmacy Assessment System together with a Guide to completing the Pharmacy
Assessment System have been developed by the PSI, following engagement with
pharmacists, pharmacy owners and other key stakeholders. The Assessment is intended to
be a practical tool to allow the supervising pharmacist to reflect on their pharmacy’s
practice and to identify areas where improvement may be needed in the pharmacy.

1.1 About the Pilot

Having developed the draft Pharmacy Assessment System and a guide to accompany it, we
decided to conduct a pilot among pharmacies to trial its use and to gather feedback, before
its wider roll-out among all registered pharmacies.

Invitation to participate in the pilot was made by way of email to all supervising pharmacists
on 20 January 2016. 269 (14.3% of RPBs)! volunteered to participate in the pilot which ran
for two months from 19 February 2016 to 22 April 2016.

Pilot participants were provided with both a hard copy and an electronic (editable) version
of the draft Assessment and the accompanying Guide.

Pilot participants were asked to:
= Review the Guide to Completing the PSI Pharmacy Assessment System
= Complete the PSI Pharmacy Assessment System (participants were not requested to
return the completed assessment to the PSI)
= Provide feedback on both the Pharmacy Assessment System and the Guide through
an online survey.

Two reminder emails were sent during the pilot period, on 8 April and 19 April 2016, to
encourage participation.

! Total Retail Pharmacy Businesses (RPBs) (as on 1/2/2016) was 1880
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1.2 Response to the Pilot

A total of 178 responses were submitted to the pilot through the online survey. It was
noted that 162 of 178 responses were fully completed. In 2 of 178 cases the responses
provided were partially completed. In these cases, the answers which were provided were
included in the overall results analysis. The remaining 14 of 178 responses were either
duplicated responses, or blank responses (which included respondent details only). These
blank and duplicate responses were not included in the results analysis. The total number
of responses to the survey was therefore 164 of 269 or 61% of pilot participants.

In addition to the online survey, a number of email submissions and collated responses
were received from respondents.

1.3 About this Report

This report presents the responses received from each of the online survey questions in
chart/graph format throughout. Where additional comments were requested for certain
guestions (Q8 to Q18 and Q22, Q23 and Q25), the responses are summarised under each of
the corresponding questions.

The email submissions and collated responses are incorporated within the summarised
comments in Question 25.

2. Summary of Submissions

Pilot Participants’ Profile

Question 1 and 2:

Pilot participants (164 in total) were asked to provide their details. These included the
name and registration number of the pharmacy and the name and registration number of
the pharmacist providing the response.

Question 3:

Q3. What is your role within the Pharmacy? (tick all that apply)
Supervising Pharmacist 93.90%

Superintendent Pharmacist [ NG 44.50%
Pharmacy Owner | 33.50%

Employee Pharmacist 4.90%

Other (please specify) | 0.00%

Responses = 164

Respondents were given the option to select multiple boxes according to dual or multiple
roles held by them.
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Question 4:

Q4. What other members of the pharmacy team, if any, helped
you complete the Assessment? (tick all that apply)

| completed it myself 65.00%

. 28.20%
Other Pharmacist |
Pharmacy Technician _ 27.60%

Other (please specify)* 11.70%
Superintendent Pharmacist - 9.80%

Pharmacy Owner - 8.00%

Pharmaceutical Assistant JI 2.50%

Responses = 163

*‘Other’ members of the pharmacy team listed were 1) OTC counter assistant / Front of
Counter Staff, 2) Pharmacy Intern, 3) All members of the Pharmacy Team, 4) Pharmacy
Student, 5) Transition Year Student (check lists off), 8) Dispenser, 9) Clinical Governance
Pharmacist, 10) Pharmacy Dispensary Manager, 11) Manager.

Completion of the Assessment

Question 5:

Q5. What version of the Assessment did you complete?

Paper version 92.7%

Electronic version . 7.3%

Responses = 164
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Question 6:

Q.6 What sections of the Assessment did you complete for
your pharmacy?

Management and Supervision 98.20%

g e R ° 5"
Keeping

Sale and Supply of Prescription 92.70%
Medicines
0,
Premises, Equipment and Storage 92.10%
87.80%

esarption vodnes T
Prescription Medicines

Supply of Medicines to Patients in 30.50%
Residential Care Settings F

Responses = 164

Question 7:

Q 7. Please give an approximate time for how long it took to
complete Section 1 - Management and Supervision

61.70%

25.30%

' 5.50% S 5.50%
. (1]
ay = v

0-1 hour 1-3 hours 3-6 hours 6-24 hours 24 hours +

Time Taken to Complete

Response Percent

Responses =162
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Q7. Please give an approximate time for how long it took to
complete Section 2 - Sale and Supply of Non Prescription

Only Medicine
47.60%
34.00%
£
3
3
&
§_ 6.80% 8.20%
0-1 hour 1-3 hours 3-6 hours 6-24 hours 24 hours +
Time Taken to Complete Responses = 147
Q7. Please give an approximate time for how long it took to
complete Section 3 - Sale and Supply of Prescription Medicines
44.70%
36.20%
=
3
g
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ks 6.60% 5.90% 6.60%

» @

0-1 hour 1-3 hours 3-6 hours 6-24 hours 24 hours +

Time Taken to Complete
Responses = 152
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Response Percent

Response Percent

Q7. Please give an approximate time for how long it took to
complete Section 4 - Documentation and Record Keeping

49.70%

| 36.90%

5.10% .
- 4.50% 3.80%
0-1 hour 1-3 hours 3-6 hours 6-24 hours 24 hours +

Time Taken to Complete
Responses = 157

Q7. Please give an approximate time for how long it took to
complete Section 5 - Premises, Equipment and Storage

67.80%

23.20%

5.20%
1.90% 1.90%
- R N
0-1 hour 1-3 hours 3-6 hours 6-24 hours 24 hours +

Time Takento C let
ime Taken to Complete Responses = 155
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Q7. Please give an approximate time for how long it took to
complete Section 6 - Supply to Patients in Residential Care

Settings
48.80%
41.90%
€
3
K
[}
2
S
ks
7.00%
2.30%
0.00%
y 4
0-1 hour 1-3 hours 3-6 hours 6-24 hours 24 hours +
Time Taken to Complete
Responses =43
Question 8:

Q 8. Next time | complete the Assessment, | think it will take me:

less time to complete 44.51%

more time to complete ‘- 9.15%

Responses = 164
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Additional Comments Received:

Pilot participants were invited to provide additional comments about the time they
expected it would take them to complete the Assessment a second time. Sixty eight (68)
comments were received and are summarised below:

= |n general, it was felt that it will take less time as the process will be more familiar
(layout and content), the information will be more readily available and more
sections could be delegated to other staff members. It was also indicated that it will
take less time as compliance should have increased since the previous Assessment.

= |t was indicated that it would take less time if the Assessment was completed more
frequently, three or four times a year but would take longer if not.

= |n some cases it was suggested that it will take the same amount of time to complete
due to the time involved in reviewing the sale and supply of the non-prescription and
prescription medicines. In addition, it was suggested that the previous Assessment
will also be reviewed alongside the second Assessment.

= Times may vary, depending on who completed it. It was felt that it will take less time
if the same person is completing it, but the same time if a new person is completing
it.

Question 9:

Q9. Are there any additonal sections which you think should
be included in the Assessment

No 85.5%

Responses = 159
Additional Comments Received:

Pilot participants were invited to list additional sections which they felt should be included
in the Assessment. Thirty-three (33) suggestions were received.

Some respondents felt that the Assessment, in its current presentation, was comprehensive
enough. The most significant number of comments suggested that an additional services
section, for example flu vaccination, emergency hormonal contraception, veterinary and
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supply of methadone, should be included. Other additional sections that were suggested
are outlined below:

= Use of the patient consultation area.

= A section for the directors/owners to review the procedures and processes in place

= (linical evaluation.

= Asection to be completed by each staff member.

= Other areas that are assessed by the PSl inspectors if not included already.

= Patient counselling, clinical review, sourcing of medicines.

= Review of historical prescription i.e. older than 2- 4 weeks.

* |Include something related to continued professional development.

= Final section with a checklist of the main findings (top 20 failings would be useful)
that the inspectorate has found during inspections.

= Hospital pharmacy services.

= Log of activity levels, dispensing and clinical.

= Dispensing.

Question 10:

Q10. The Language used in the Assessment is Clear and Easy to
Understand

Strongly Agree 42.94%
Neutral - 4.29%
Disagree 1.23%

Strongly Disagree | 0%
i Responses =163

Additional Comments Received:

Pilot participants were invited to provide additional comments on the language used in the
Assessment. Eleven (11) comments were received.

It was suggested by some respondents that overall the questions were clear, concise and
easy to understand. However, others suggested that the language was unclear, for example
that the subjective questions could be difficult to interpret. Further clarification was also
requested on certain questions.

10
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Question 11:

Q 11. The Assessment is well laid out and easy to use

Strongly Agree 35.58%

Neutral - 6.13%

Disagree 4.91%

Strongly Disagree 0%

| Responses = 163

Additional Comments Received:

Pilot participants were invited to provide additional comments on the layout and ease of
use of the Assessment. Twenty four (24) comments were received and are summarised

below:

In general it was suggested that the Assessment is user friendly, easy to follow and
divided into clearly defined sections.

It was commented that some sections could be formatted better, and that there was
repetition in places.

It was also suggested that more colour could be used.

Some respondents would have preferred a checklist style Assessment.

It was felt that the booklet layout provided limited space to record details.

Some respondents indicated that they would prefer a single orientation layout.

It was suggested that additional space should be available at the end of each section
to record additional comments.

It was indicated that the layout was designed for larger pharmacies, and that there
was no recognition that the supervising and superintendent are often the same
person.

Having regard to the electronic (editable PDF) version, it was indicated that the input
fields for some answers were too small.

11
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Question 12:

Q 12. Part 1 (Review) of each section contained a good mix of
practical and reflective questions

Strongly Agree 24.70%

Neutral - 6.79%

Disagree 1.85%

Strongly Disagree 0.62%

i Responses =162

Additional Comments Received:

Pilot participants were invited to provide additional comments on Part 1 (Review) of each
section. Fourteen (14) comments were received and are summarised below:

= |t was indicated that it was clear, concise and easy to complete.

= |t provided a very good overview, was varied and went into enough detail.

= |t was suggested that it was too reflective, and that simple box ticking would be
easier. It was also felt that it took longer to complete than anticipated.

= |t was felt that it highlighted areas that weren’t considered in previous audits that
were completed by the pharmacy.

= Some felt that by completing this section, it has instilled confidence and helped
measure compliance.

= The additional observations and comments section presented the opportunity to
reflect on the practical questions.

= |t was felt that reflection should be in Part 3, the action plan.

=  Some respondents indicated that hospital pharmacy needs to be considered.

12
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Question 13:

Q13. Part 2 (Compliance Assessment) of each section was
helpful

Strongly Agree 23.31%

reree | ¢.55%
Neutral - 10.43%

Disagree 3.10%

Strongly Disagree | 0.61%

- Responses =163

Additional Comments Received:

Pilot participants were invited to provide additional comments on Part 2 (Compliance
Assessment) of each section. Twenty eight (28) comments were received and are
summarised below:

In general, the respondents welcomed the compliance assessment, and found it
helpful. It was suggested that it provided a good indicator of what compliance and
best practice is in each of the sections.

It was suggested that it was vague and difficult to differentiate between mostly and
partially compliant, and some would have preferred a scoring system. In addition,
some found it difficult to categorise their pharmacy objectively, and found that they
often fell in between categories.

It was suggested that it would be preferable to only have two categories, compliant
and non-compliant.

Some felt that the section didn’t serve much purpose, and was time consuming.

It was also suggested to remove the colour coding.

13
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Question 14:

Q14. Part 3 (Action Plan) of each section helped me to develop
and implement actions

Strongly Agree 22.70%

Neutral _ 15.95%

Disagree 1.84%

Strongly Disagree 0%

i Responses =163

Additional Comments Received:

Pilot participants were invited to provide additional comments on Part 3 (Action Plans) of
each section. Twenty-nine (29) comments were received and are summarised below:

It was felt that this section was helpful and easy to complete. Although some
respondents indicated that this was the most difficult part of the assessment, as they
had no previous experience in completing action plans.

It was suggested that it was useful for prioritising actions as the timelines ensured
tasks will be completed in a timely manner and that progress could be monitored.
Some felt that it provided an opportunity to involve staff members and delegate
responsibilities.

The most significant number of comments were in relation to the limited space
available to record details, the layout and location of action plans within the
Assessment. For ease of reference, some respondents felt that a separate section of
the Assessment should be allocated to the action plans. It was also suggested to
include a follow up/progress section and a section to record instances where no
actions were required.

Some respondents’ feedback said that it would time consuming to develop and
implement action plans.

The need to include the supervising pharmacist’s signature on the action plans was
queried.

14
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Question 15:

Q15. Completing the Assessment has helped me to review my
pharmacy's processes and procedures

Strongly Agree 55.83%

Neutral . 4.29%

Disagree 1.23%

Strongly Disagree JI 1.23%

Responses = 163

Additional Comments Received:

Pilot participants were invited to provide additional comments on whether completing the
Assessment helped review the pharmacy’s processes and procedures. Twenty five (25)
comments were received and are summarised below:

= |t was felt that it would provide an opportunity to reflect on practice, identify areas
for improvements. Some respondents indicated that they felt in control of their
procedures upon completion.

= |t was suggested that it is a positive step to assist pharmacies to continually monitor
and ensure ongoing compliance.

= Some respondents indicated that it will help prepare for a PSl inspection.

= |t was indicated that it was an onerous process.

= |t was felt that some sections were not relevant to hospital pharmacy.

15
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Question 16:

Q16. Completing the Assessment has helped me to identify
areas for improvement at my pharmacy

Strongly Agree 47.53%

Neutral - 4.32%

Disagree 1.23%

Strongly Disagree 0.62%

- Responses = 162

Additional Comments Received:

Pilot participants were invited to provide additional comments on whether completing the
Assessment has helped identify areas for improvement at the pharmacy. Fifteen comments
were received.

In general it was felt that it was very helpful way of identifying areas for improvement,
which would otherwise be hard to identify when you are working in the same environment
every day. Some respondents indicated that it gave them new ideas on how to make
improvements at the pharmacy.

16
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Question 17:

Q17. Completing the Assessment will help improve the
service my pharmacy provides to patients

Strongly Agree 30.67%

Disagree 9.20%

Strongly Disagree | 0%

- Responses =163

Additional Comments Received:

Pilot participants were invited to provide additional comments on whether completing the
Assessment will help improve the service a pharmacy provides to patients. Thirty one (31)
comments were received and are summarised below:

It was suggested that it will ensure that all registered pharmacies provide the same
level of care to their patients, that procedures are in place and that staff are trained
efficiently. The by-product of this would be improved pharmacy services.
Conversely, other respondents’ feedback indicated that the Assessment would have
little impact on improving patient outcomes, but more so in ensuring that the
pharmacy is compliant with legislation.

Some respondents believed that it will help on the administrative side of the
pharmacy, and improve patient counselling.

Some respondents indicated that they already provide an excellent service to
patients. Others felt the time taken to complete the Assessment will reduce the
time that could be spent with patients.

Some areas, for example the sale and supply of non-prescription medicines, will
improve the service thus improving patient safety.

It was also indicated that the service will only improve once the remedial actions
have been implemented.

17
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Question 18:

June 2017

Q18. Completing the Assessment will help communication

Strongly Agree
Agree

Neutral
Disagree

Strongly Disagree

with the Pharmacy Team

25.77%

R, 53.99%
I 17.18%

2.45%

| 0.61%
Responses = 163

Q18. Completing the Assessment will help communication

Strongly Agree
Agree

Neutral
Disagree

Strongly Disagree

with the Superintendent Pharmacist

20.65%

Iy 38.71%
I 34.84%

4.52%

N 1.29%
Responses = 155

Q18. Completing the Assessment will help communication

Strongly Agree
Agree

Neutral
Disagree

Strongly Disagree

with the Pharmacy Owner

16.88%

I 36.35%
I 36.36%
9.10%

W 1.30%

Responses = 154

18
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Additional Comments Received:

Pilot participants were invited to provide additional comments on whether completing the
Assessment will help communication with the pharmacy team, superintendent pharmacist
and supervising pharmacist. Twenty seven (27) comments were received and are
summarised below:

= |t was suggested that it highlighted the benefits of communication with the team
and will ensure that the lines of communication are kept open, and shared learnings
between the team.

= |t was felt that it greatly improved communication with pharmacists and the team
and that it will present an opportunity to discuss issues with the manager/pharmacy
owner.

=  Some respondents indicated that it presented talking points and an opportunity to
plan together.

=  Some respondents indicated that communication systems are already in place.

= |t was suggested that it will help identify areas where communication is needed.

= |t was also suggested that it will be a useful way of communicating with the patient.

Guide to Completing the Pharmacy Assessment System

Question 19:

Q19. Is the Guide clear and easy to read?

Yes 96.3%

No I 3.7%

Responses = 163

Question 20:

Q20. Did the Guide help you complete the Assessment

Yes 92.6%

No . 7.4%

Responses = 163

19
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Question 21:

Q21. Were the completed sample sections in the Guide
helpful?

Yes 95.0%

No I 5.0%

Responses =161

Question 22:

Pilot participants were invited to provide any other suggestions for improvements to the
Guide. Thirty seven (37) comments were received. In general respondents welcomed the
Guide. Additional comments are summarised below:

= Some respondents commented that the Guide could include more information.
Although others indicated that it could be shortened and/or integrated within the
Assessment as it was a self-explanatory document.

= |t was suggested that additional sample action plans or more worked examples could
be included.

= |t was suggested that the Guide could include more colour.

Question 23:

Q23. What additional resources might help you complete
the Assessment (you may select more than one)?

A folder for your completed Assessments 65.6%

Online resources eg. Podcast/ Video Guide

Workshops / Meetings with the PSI 53.5%

Individual advice from the PSI 31.2%

Other (please specify) J- 22.3%

Responses =157

20
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Additional Comments:

Pilot participants were invited to specify ‘other’ additional resources that might help
complete the Assessment. Thirty five (35) suggestions were received. Among those, the
majority again referred to the references already listed above, and other suggestions are
outlined below:

= The list of the most common areas of non-compliances found during inspections.
= Completed sample sections for the various sections.

= More information on how to complete Part 3 (Action Plan).

= Separate action plan sheets to follow up.

= An example of a well completed and poorly completed Assessment.

Overall Rating and Additional Comments

Question 24:

Pilot participants were invited to give their overall rating for the pharmacy assessment
system on a scale of 1 to 10, with 1 being very poor and 10 being excellent. 162 responses
were provided, and the average overall rating was 7.8.

Q24. Overall, how would you rate the Pharmacy Assessment

System?

60

50
2
c 40
(]
©
c
a
» 30
[J]
o
G
o
o 20
=z

) ' I |

1 2 3 4 5 6 7 8 9 10
Rating 1-10
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Question 25:

Pilot participants were invited to provide any other suggestions for improvements to the
Pharmacy Assessment System. Sixty four (64) comments were received through the online
survey, and additional comments were received by email.

The additional recommendations have been summarised, the most significant were in
respect to the layout and content and are outlined below:

e Add a comparison section to help determine if compliance has improved since the
previous Assessment

= Review the compliance assessment statements for greater clarity

= Communication to highlight the benefits of completing the Assessment

= Queried the amount of detail required in certain sections

= Requested additional guidance / clarification on certain sections or questions

= Create a website platform to support the use of the Assessment and information
sharing

= Develop additional sections, for example seasonal influenza vaccination services
Provide a specific timeframe for completing the Assessment

e Review the electronic (editable) version to ensure that information can be inputted,
the document saved and printed.

= |nclude a section in the action plan to record circumstances whereby no action was
appropriate at the time of review

= Comments on format of questions and the number of questions/activities included
in the Assessment.

= Needs to be more relevant to the hospital setting.

= Provide a time frame for completing the Assessments.

= Provide more completed samples or completed Assessments.

= (Clarification on how the Assessment will be reviewed during an inspection.

3. Conclusion

The PSI welcomed all contributions from the pharmacies that participated in the pilot to
gather feedback on the draft Pharmacy Assessment System. We would like to thank all
participants for the information provided. These submissions proved invaluable and were
considered, together with the submissions received to the public consultation of the
Pharmacy Assessment System, in updating the finalised format, content and inclusions for
the Pharmacy Assessment System set of documents.

The final version of the Pharmacy Assessment System, together with the accompanying
Guide, was launched in October 2016 with the first cycle of assessment commencing in all
pharmacies in January 2017.
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