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What was done?
A software tool called “Web Dialogue” was developed within the e-health portal of our hospital. It
allows outpatients to communicate with the pharmacist using a chat box where they can write
queries about:
Drug interactions, adverse effects or any other concerns about their hospital dispensed
treatment, as well as about other medications or herbal products.
“Web dialogue” is available to all the outpatients who receive medication from our pharmacy service.
A pharmacist answers the queries within 24 hours, from Monday to Friday.

Why was it done?
3. We needed a way to record patient queries
in the clinical history ensuring data privacy

2. Large number of inquiries by email

1. High volume of phone calls from patients

How was it done?
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What has been achieved?
Evolution of Web Dialogue in our service

Anual evolution of Net Promoter Score (NPS)

Number of patients per month

Patient loyality in our service: >60 pts  Excellence

During the state of emergency

After the state of emergency

What next?
Some of our ideas for the future are:
1. The possibility of selecting the type of inquiry and the interlocutor
(adminstrative staff/pharmacist) by the patient.
2. Create algorithms for the automatic response of certain questions.
3. Carry out Big Data research studies.

