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Backgrouna

A survey of 260 prescriptions requiring interventions & rework
at the Outpatient Pharmacy over 5 days in Jan 2012 showed
47 (18%) can be prevented if required information(s) or
intervention(s) were done by triage (prescription drop off
counter) staff before prescriptions were processed

WOTKTIOW TOr Processing or Prescriptions
:

Checking & Patient
counselling

Viethoas
Triage Competency was devised by a team from
Outpatient Pharmacy (OP) comprising :-

1. Customer Service

2. Knowledge of different prescriptions

3. Validity of prescriptions

4. Screening of prescribed medications

5.  Handling of benefit cards and billing documents

6. Issue queue number to different categories of
patients

7. Directing patient to wait area

8.  Handling enquiries

» Training conducted for 4 identified staff

» Observation & survey carried out post training

over 5 days in Feb 2012 on the 4 trained triage

staff

Results were compared with untrained staff

Total no of interventions collected = 181

Staff satisfaction survey was done on

Pharmacists & Pharmacy technicians at OP

» Further review of the training materials &
identification of the core competency elements
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To expand the role of triage staff so that downstream interventions
& rework can be prevented
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»  Areduction of 19% in intervention numbers & 32% time
savings.

»  Staff felt more confident & competent in handling triage
duty after training
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Conciusion

A standardised triage competency training is important, beneficial & improves operational efficiency, staff knowledge, overall staff &

patient satisfaction.
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