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Pareto Chart Analysis of 24 — Hour Telephone Pharmaceutical Consultation Service in a Hospital
WANG Lixin,ZHANG Qian,ZHU Jingyan,WANG Yu,GU Chunlin,GE Min,ZHU Yanxia,CAO Cheng
(The Affiliated Suzhou Hospital of Nanjing Medical University ,Suzhou, Jiangsu,China  215008)
Abstract: Objective To provide a reference for further improving the quality of pharmaceutical care in the hospital. Methods By
collecting the telephone pharmaceutical consultation records of a hospital from January 2018 to December 2020, the whole day was
divided into 24 equal periods,and the consultation time, consultation content and consultation drug categories were summarized. The
Pareto chart was used to analyze the distribution characteristics of each index. Results A total of 1 274 cases of telephone
pharmaceutical consultation were collected. Among them, there were 559 males (43.88%) and 715 females (56.12%). Pareto chart
analysis results showed that 8:00 - 13:59,15:00 - 15:59,and 17:00 — 20:59 were the main consultation time,while 14:00 - 14:59
and 16:00 — 16:59 were the secondary consultation time. During the peak period (8:00 —20:59),the usage and dosage of drugs,
adverse drug reactions (ADRs) and solution, queries on diagnosis and treatment, drug — related knowledge, drug — drug interaction,
drug recommendation and selection were the main consultation content, and anti — infective drugs, digestive system drugs, drugs for
five senses and external use, Chinese patent drugs, antipyretic — analgesic and anti — inflammatory drugs, endocrine system drugs,
cardiovascular system drugs were the main consulting drug categories. During the trough period [21:00 — 7:59 (the next day) ], the
usage and dosage of drugs, ADR and solution, medical question, drug recommendation and selection, drug - related knowledge,
solution of taking drugs by mistake or overdose were the main consultation content,and anti — infective drugs,digestive system drugs,
antipyretic — analgesic and anti — inflammatory drugs, respiratory system drugs, drugs for five sense or external use, Chinese patent
drugs were the main consulting drug categories. Conclusion The consulting content and the drug categories of the telephone
pharmaceutical consultation are related to the time of consultation. Pharmacists should master relevant pharmaceutical knowledge and
response skills according to different periods,so as to provide better pharmaceutical care for patients.
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Tab.1 Distribution of consulting volume in different consultation
periods (n =1274)
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Fig.1 Pareto chart of the consultation time
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Tab.2 Category distribution of consultation content
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Tab.3 Category distribution of the drugs in the telephone
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Fig.2 Pareto chart of consultation content
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