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A questionnaire survey on approaches to improve the comfort of pharmacy waiting room

Noriko Yamazaki'*, Kaho Kobayashi!, Masato Nakajima?

This study involved a survey of health insurance pharmacies (including drug store chains
providing prescription dispensing) located near Meiji Pharmaceutical University (Kiyose City,
Tokyo) to investigate their approaches to improve their waiting room, in order to help each
pharmacy examine and adopt various strategies according to their pharmacy environment based
on our survey results. As the results, the use of partitions at the pharmacy’s counter (60%)
was the most common approach taken to protect patient privacy, and the color combination of
the waiting room (34%) and chairs in the waiting room (20%) were also particularly examined
to help patients spend time comfortably in the waiting room. In addition, 90% of the pharmacies
used sound in their waiting room, such as TV (71%), background music (6%), and radio
(11%), and the reasons were helping patients spend time comfortably in the waiting room (64%)
and masking conversations over the prescription counter (32%). The common items placed in
the waiting room were reading materials (95%), pharmaceutical products (87%), and measuring
devices (55%). Many pharmacies provided only a sphygmomanometer in the waiting room, but
some offered a wide range of measuring devices as a method to promote communication with
patients and enhance the system to support patient health. The results also showed that 85% of
the pharmacies considered that the waiting room should be a healing environment, and various

approaches were implemented according to each pharmacy’s environment.
Key words; Pharmacy waiting room, comfort, healing, privacy protection
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