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SMS AND TAKE DELIVERY SYSTEM: A PATIENT’S SATISFACTION AND
PERCEPTION STUDY IN QUEEN ELIZABETH HOSPITAL

ABSTRACT

Introduction: The ‘SMS and Take’ delivery system was started in August 2008 by
Queen Elizabeth Hospital’s Pharmacy Department, to enhance the drug delivery
system through the use of technology and telecommunications advance to cut down
waiting time at the out-patient department for patients with repeated prescriptions.
Objective: The objective of this study was to assess the efficiency and the level of
patient satisfaction of ‘SMS and Take’ delivery system at Pharmacy Department,
Hospital Queen Elizebeth. Methodology: The questionnaires entitled “Borang Soal
Selidik Pesakit Tentang Perkhidmatan ‘SMS dan Ambil”, and the SMS and Take
service files were used for collecting data in this study. Data collected were analyzed
and presented according to the parts in the questionnaires. Results: There were 101
participants of this study. 58 respondents (57.4%) claim to be aware of the ‘SMS and
Take’ service while 42 respondents (41.6%) are subscribers of the stated service. Out
of these 42 subscribers a majority of respondents claim to have heard of the service
through advertisement by poster or leaflet, with 20 respondents (34.5%) claiming to
know from posters and 22 respondents (37.9%) knowing from leaflets. This is not
surprising as the poster and leaflets were placed at strategic spots easy for patients to
recognize. 33 subscriber respondents claim to use the service every time they wanted
to retrieve their repeated medication while nine do not use the service so. The most
popular reason for non-use or non-compliance of service is that the respondent forgot
that they had subscribed to the service. However, almost all (97.6%) of the
respondents agreed that the ‘SMS and Take’ service encouraged them to retrieve their
repeated medication. The ‘SMS and Take’ service has been perceived as ‘good’ or
‘satisfying’ in all aspects, with 61.9% of respondents say that the service is very
useful in terms of repeated medication retrieval, 52.4% of respondents stated that they
are satisfied with the staff in charge of the service and 90.5% claimed that the service
is really saving their time for medication retrieval. Overall, 52.4% says the service is
satisfying while 45.2% says that the service is very satisfying. Discussion and
conclusion: Results obtained from this study suggested that satisfaction level for the

‘SMS and Take’ service is high. Only a small percentages stated that they have
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nothing to say about the service in terms of satisfaction level meanwhile, patients who
are currently not subscribing the stated service show a great deal of interest towards
the service, with various reasons. This indicates that the ‘SMS and Take’ service met
the satisfactory level of the subscribers and can be considered as a quality service

although it is still under used at Hospital Queen Elizabeth.

X



ACKNOWLEGEMENT
Bismillahi rahmani rahim

First and foremost, we would like to say Alhamdulillah, praise be to Allah the
Almighty for this chance and pleasure of working on such an interesting project that
He has bestowed upon us, and for giving us the strength to complete it. Truly, we are
but nothing without His grace.

Secondly, we would like to thank both our parents for the inspiration and
encouragement they gave us to choose this road of life and to support us through the
years, and also throughout the period of doing this research project and completing
this report. Truly, we are nothing without your care and love.

Then, we would like to give our biggest thanks to our lecturers at UiTM
Penang, Head of Program of Diploma of Pharmacy, Mr Izani Othman, Practical
Attachment Coordinators, Ms Soh Yee Chang and MdmSitiNormiyahbintiHussin, and
all and every other lecturer from the Faculty of Pharmacy UiTM Penang. Also, a big
thanks to all visiting lecturers, MdmJesminPermala, Mr Ismail Mohd Shah, and
MdmEzlinaUsir from UiTMPuncakAlam. Thank you for the knowledge and guidance
you’ve given us and thank you for all the care. Truly, we are in debt to all of you.

Next, we would like to give our heartiest gratitude to all the Pharmacy
Department staff of Queen Elizabeth Hospital Kota Kinabalu, Project Supervisor, Ms
How Yen Su, Head of Local Preceptor, Mr Roland Chin, Local Preceptors, Mr Hj
Abu Bakar Ibrahim, Mr Johnson Chin, and Mr JabirinLamusik, and everyone else for
the support and guidance given to see this research project to its end. Truly, we are
most delighted to have the chance to work together with all of you.

Not forgotten, we would like to thank the patients who willingly cooperate
with us in giving us data for this research project. You are the core of this research
project and without you all this wouldn’t be possible.

Last but not least, we would also like to thank everyone else who has taken
part in making this research project a success. Without your help, we wouldn’t have

made it.
Ashraf bin Ahmad and SuhaimahbintiMahari

i



