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Appendix B: Commonly Asked Questions and Recommended Answers

Question by Pharmacy Staff

Hello, can I help you?

Have you filled prescriptions here before?
What is your name?

What is your birth date?

What is your address?

Are you visiting?

What is your telephone number?

How will you pay for the prescriptions?
Do you have prescription insurance?

Do you have any other medical conditions?
Do you take any other prescription medications?
Do you have any allergies to medications?

Have you been taking any over-the-counter or
non-prescription medications?

Is this the first time you have taken any of these
medications?

What did the doctor tell you about the
medications?

When are you talking with the doctor next?

What will you do if you have any problems with
the medication?

What will you do if your health does not improve?

For what reason did doctor prescribe glyburide (or

Micronase or Diabeta)?

For what reason did doctor prescribe Lipitor® (or
atorvastatin)?

For what reason did doctor prescribe
nitroglycerin?

For what reason did doctor prescribe the atenolol
(Tenormin)?

Answer by Patient-Observer

Yes, would you fill these prescriptions for me.
No.

(assigned name)

(your modified birth date)

(your modified address)

Yes, I am.

(your modified telephone number)

I will pay with cash.

No.

No, just some heart disease and diabetes.
No, I am not taking any other medications.
No, none that I know of.

No, I haven't been taking any medications.

Yes, it's the first time I've taken any of these.

Just that the directions would be on the label.

I will be seeing the doctor in two weeks.

I will call my doctor.

I will call my doctor.

My diabetes (If pressed say: the doctor said my
blood sugar was up)

I think for cholesterol (If pressed say: the doctor
said it was too high)

For chest pain (If pressed say: I had difficulty
breathing)

Doctor said I had some heart disease (If pressed
say: That's about all I know)

Appendix B: Commonly Asked Questions and Recommended Answers

Question by Pharmacy Staff

Answer by Patient-Observer



What tests did you have at the hospital?
Do you monitor your diabetes?

Do you follow any special diet?

Do you exercise?

Did the doctor tell you to take aspirin?

Have you had any other symptoms?

Atenolol can cause problems with blood sugar.

Did your doctor mention this?

Did the doctor give you any “samples” of the
medication?

Would you like pharmacist to counsel you?

Would you like written information about the
medication?

They did stress test (treadmill).

No.

Yes, for my diabetes.

Yes, I walk 20-30 minutes a day.

No, we didn’t discuss that.

Just chest pain and shortness of breath

The doctor mentioned something about that, but
said it was important for me to take it.

No.

Sure

Sure

Additional Things to Do and Avoid as a Patient-Observer

THINGS TO DO

¢ Make your approach and presentation in each pharmacy as identical as possible.
Be polite and act interested in what is said to you.

[ ]
e Accept whatever information is offered.
[ ]

Answer questions briefly and clearly as directed by your standard scenario. If asked
for your Social Security number, respond: “I prefer not to give it.”

Ask what time your prescription will be ready.

* Place medication, receipt, and written materials into the pharmacy’s envelope for the

project director.
* Consider yourself a passive patient.

THINGS TO AVOID

* Do not volunteer any information unless you are asked.

* Do not ask any questions after determining when your prescriptions will be ready.

* Do not initiate any “small talk” with pharmacy personnel.

* Do not argue if the legitimacy of your prescriptions or you as a patient are questioned.
If this happens, politely say, “I'm sorry to inconvenience you. Iwill fill the
prescriptions at home.” After leaving pharmacy, inform your project director.

* If no one offers counseling, do not ask for it.

* If no one offers written information, do not ask for it.
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Appendix D: Readability Assessment Procedures

1. Count off 100 words in succession (W), beginning with paragraph on how to use or take the medicine.
Mark the beginning and the end of 100 word sample with brackets [ ]. If leaflet is shorter than 100
words, begin with first instructional or informational statement. Do not count patient or provider
names or label directions. Count hyphenated words as 2 word. Count Roman or Arabic numbers as
words. Abbreviated words also are counted as words.

2. Mark the end of each sentence with a check (¢). Count the number of sentences (S). If the 100-word
mark falls past the middle of a sentence, include this sentence in the count. A sentence includes any
grammatically independent unit ending with a period (.), question mark (?), exclamation point "),
semicolon (;), or colon (2).

3. Underline or circle all words having three or more syllables (T). Count the number of words having
three or more syllables, BUT DO NOT COUNT:
a) verbs ending in «ed” or “es” that make the word have a third syllable
b) drug names (brand or generic)
¢) combinations of two simple words (e.g. “overdose”)

4. Write # words, # sentences, and # of three or more syllable words in pencil on the copy of information
sheet. These data will be entered into the computer.

5. Use computer to calculate grade level using the Gunning Fog equation:
GL=(W/S+T)x 0.4
where GL is grade level, W is number of words in the sample (usually 100), S is number of sentences

in the sample, and T is the number of words having three or more syllables in the sample.

Reference: R. Gunning, The Technique of Clear Writing. Rev Ed. New York: McGraw-Hill, 1968,
pp-38-39.

readability\modifiedfog-instructions



Appendix E: Consumer Evaluation Form, 2001 Consumer ID: __
Sheet#:

Thank you for reading and answering some questions about the attached patient information sheet. Only a few
people are being asked to help evaluate this material so your opinions are important. All answers will be kept
confidential.

1. Below is a list of words describing the attached information sheet. For each item, please circle one number
that best describes how YOU would feel if you were taking this medicine for the first time and received this
information sheet from the pharmacy.

poor print size 1 2 3 5 good print size

poor print quality 1 2 3 5  good print quality
poor spacing between lines 1 2 3 5  good spacing between lines
poorly organized 1 5  well organized
poor length 1 5  good length
unattractive 1 2 3 5  attractive*

unhelpful 1 5  helpful

incomplete 1 5  complete
scary 1 2 3 5  reassuring®

hard to find important information 1 2 3

4
4
4
4
4
4
unclear 1 2 3 4 5 clear
4
4
4
4 5  easy to find important information
4

hard to remember 1 2 3 5  easy to remember*

2. Overall, what is your opinion about this information sheet. Please circle one number that best describes how
you would feel if you received this information sheet.

hardtoread 1 2 3 4 5  easy toread
hard to understand 1 2 3 4 5  easy to understand

notuseful 1 2 3 4 5  useful

3. Do you have any other comments about this information sheet? (Write on back of page if you wish)

[*Item not included in calculation of adherence score]



