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Aim of project/study

Some patients who are at risk of experiencing medication misadventure are unwilling to use
pharmaceutical care services.! This work deals with patients’ willingness re-use Australia’s
Home Medicines Review (HMR). Patients’ willingness to re-use health services is dependent
on their perception of service quality. A key element of service quality is patients’ perception of
the listening skills of the service provider. Of interest to this research was patients’ perception
of the listening skills of the pharmacist who most recently provided an HMR for them. It was
hypothesised that patients’ perception that the pharmacist had good listening skills would
increase their perception that the HMR was beneficial (benefit perception); increase their self-
efficacy to undertake the communication tasks required to re-use HMR (communication
efficacy); and increase their willingness to re-use HMR.

Method

A cross-sectional survey was conducted among patients who had received an HMR within the
previous 6 months. The survey was distributed by 264 practising pharmacists throughout
Australia. Measurement scales for benefit perceptions, communication efficacy and willingness
were adapted from previous studies.? A three-item scale was developed to measure patient
perceptions of listening skills. Confirmatory factor analysis was used to test the validity of the
measurement model. Structural equation modelling was used to explore the relationships
between variables.
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Result(s)

A total of 595 out of 1893 (31%) respondents completed surveys. Overall, patients rated the
listening skills of the interviewing pharmacist very highly and recorded a high willingness to re-
use HMR. The model explained 53% of the variation in willingness to re-use HMR. Analysis of
the structural model revealed that patients’ perceptions that the pharmacists had good listening
skills increased their benefit perceptions (beta = 0.37, p<0.05), increased their communication
efficacy (beta = 0.26, p<0.05) and had a positive direct effect on their willingness to re-use
HMR (beta = 0.31, p<0.05).

In conclusion, patients’ willingness to use HMR was highly dependent on whether they thought
the interviewing pharmacist was a good listener. Pharmacists who provide HMR and other
pharmaceutical care services need develop their listening skills in order to ensure that patients
are willing to re-use their services.
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