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ASSESSMENT OF AN EXPERIMENTAL CALL CENTER DEDICATED 
TO DRUG INFORMATION FOR OUTPATIENTS

Results:

Background and purpose:

A national innovative experimentation of a phone Drug Information Service, called MiS, has been implemented since April 2016 to improve diffusion of information about drugs and
health products.
MiS consists in 4 networked Drug Information Centers (DIC) which brings free, reliable and objective information to healthcare providers and patients. All phone queries are
processed by experimented and trained pharmacists.

The aim of the study is to assess perceived clinical impact of pharmacists’ interventions and users’ satisfaction of the unique MiS DIC dedicated to outpatients.

Materials and methods:

Three surveys were conducted from the analysis of the 200 first phone queries:
 an extraction from MiS questions/responses database in order to highlight the main themes;
 a peer review of each intervention to bring out perceived clinical and/or economic impacts, using Hatoum scale1,2;
 a satisfaction survey conducted by phone interview with patients.

Results:

Despite a self-assessment bias, our results highlight that most MiS interventions have a perceived clinical impact particularly to improve patient compliance and proper use of drug,
guaranteeing drug effectiveness. Associated with high level of user satisfaction, MiS represents a real need for outpatients who search reliable drug information and that accessibility
of this service must be sustained and expanded.

Conclusion

CP-151

1 HT. Hatoum, RA. Hutchinson, LR. Elliott, DL. Kendzierski. Physicians’ review of significant interventions by clinical pharmacists in inpatient care. Drug Intell Clin Pharm. 1988 Dec; 22(12):980–2
2 V. Chedru, M. Juste. Evaluation médicale de l’impact clinique des interventions pharmaceutiques. Journal de Pharmacie Clinique. 1997;16(4):254-8.

2%

3%

5%

8%

9%

12%

15%

18%

28%

0% 5% 10% 15% 20% 25% 30%

Improving quality of life

Precautions to improve effectiveness

Avoiding contraindication

Avoiding or minimizing drugs interactions

Precautions to improve tolerance

Avoiding drug misuse

Proper use of drugs

Seamless care

Improving patient compliance

Drug therapy optimization consists in...

19%

53%

24%

4%

No significant Significant Very significant Vital

Evaluation of MiS perceived impact
(from Hatoum’s scale1,2)

Impact of MiS

90%

10%

0% 0%

83%

17%

0% 0%
0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

Excellent Good Mediocre Poor
quality

Excellent Good Mediocre Poor
quality

Relevance Usefulness

Relevance and usefulness of delivered information 
according to patients

Satisfaction

1%

1%

2%

2%

3%

4%

5%

7%

7%

7%

8%

14%

15%

20%

0% 5% 10% 15% 20% 25%

Pregnancy

Drug addiction - habituation

Stability - Storage - Dilution - Preparation conditions

Therapeutic Drug Monitoring

Proper Use

Adminstrative information

Modalities of administration - Use

Drug availability

Therapeutic equivalent - Generic - Therapetic alternatives

Information about adverse effects

Dosage - Adjustment

Indication - Contraindication

Adverse effects

Drug interactions

Main patients' concerns

0%

1%

2%

2%

4%

4%

4%

5%

6%

8%

8%

9%

10%

16%

20%

0% 5% 10% 15% 20% 25%

Insecticides and insect repellent

No ATC code assigned

Various drugs

Sensory organs

Systemic hormones except Sex hormones

Blood and blood-forming organs

Respiratory system

Urogenital system and Sex hormones

Muscle and Skeleton

Antineoplastic agents and immunomodulators

Digestive pathways and metabolism

Not applicable

Anti-infective treatments

Nervous system

Cardiovascular system

ATC classes addressed by patients

Approved 
Drugs
90%

Others 
(e.g. dietary 

supplements)
9%

Medical 
devices

1%

Main topics addressed by patients

Main themes of phone queries

22nd Congress of the EAHP - 22-24 March 2017 - Cannes - Poster CP-151

mailto:p.rhodes@ch-cannes.fr

