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VA Mail Order Pharmacy
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* A system of seven highly automated pharmacies; rated “among the best” in customer
satisfaction by J.D. Power U.S. Pharmacy Study.

* Processed 119.7 million outpatient prescriptions in fiscal year 2016.
* Provided approximately 80% of all VA outpatient prescriptions to Veteran patients.

* Processed 470,000 prescriptions daily; each work day over 330,000 Veterans receive a
package of prescriptions in the mail.



VA Emergency Pharmacies

* VA maintains a fleet of Mobile Pharmacy vehicles to assist Veterans, VA staff, as well as
civilians during major emergencies.

* These self-contained vehicles can be up and running within a few hours to function as an
outpatient pharmacy capable of delivering life-saving pharmaceuticals to Veterans.



Current VA Pharmacy system

Test patient data

Sep 13, 2018811:46:01 Page: 2 of
CHDRZZZTESTPATIENT, CHDRONE ONE
PID: 666-00-0001 Ht(cm): 223.52 (09/07/2016)
DOB: MAR 3,1960 (58) Ht(kg): 99.79 (09/07/2016)
SEX: MALE Non-VA Meds on File Last entry on 02/27/17
CrCL: <Not Found> (CREAT: Not Found) BSA (m2): 2.57
ISSUE LAST REF DAY
OTY ST DATE FILL REM SUP

SAN DIEGO HCS (664) EXPIRED
6 20878474 LISINOPRIL 40HMG TAB

Enter 7?7 for more actions
PU Patient Record Update NO HNew Order

PI Patient Information S0 Select Order
Select Action: Quit// |}




Agile Processes
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Requirements

Integrating Human Centered Design into

Agile Process
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Future VA Pharmacy system - °
Advanced Medication Platform (AMPL)

Questions:

* How to best organize allergy/ADR information?
 How to best organize vital signs information?
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Human Centered Design Methods and Deliverables

Possible User/organisational req.

deliverables: User wish list

Scenarios and personas

User journeys / stories

UX requirements
Surveys, interviews

Discussion, focus groups
Competitor analysis

Possible methods:
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Human Centered Design Methods and Deliverables =

Constraint: Must take less than 10 minutes of Pharmacy staff time

Possible User/organisational req.

deliverables: User wish list

Scenarios and personas

User journeys / stories

UX requirements

Possible methods: Discussion, focus groups
Competitor analysis
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Human Centered Design Methods and Deliverables

Constraint: Must take less than 10 minutes of Pharmacy staff time

User/organisational req.
Possible  [usedish fist

deliverables:  [scen$@s and personas

User jof@eys / stories

UX requirements

Surveys, inte“ws

Possible methods: Discgion, focu@@roups
Compet“ analysis
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Constraint: Must take less than 10 minutes of Pharmacy staff time

User/organisational req.
Possible  |usedBish list

deliverables:  [scen$@s and personas

‘ User jof@eys / stories
‘ UX requirements
‘ Surveys, intei@@ws

Possible methods: Discgion, focu@@roups
Compet“ analysis

Method: 10 min Micro-Surveys



Micro-Surveys / VA Data Calls

1. Allergies/ADRs 5 pages / 5 questions « 3 demographic questions
» 2 topic related questions (wW/comments)
* rate and rank

2. Vitals 5 pages / 7 questions * 3 demographic questions
* 4 topic related questions (wW/comments)

 rate and rank
* rateonly

3. Vitals - 6 pages / 11 questions * 4 demographic questions
metric/Imperial » 7 topic related questions (w/comments)
 multiple choice
e text response




Micro-Surveys / VA Data Calls

ESTIMATED

1. Allergies/ADRs 5 pages / 5 questions COMPLETION RATE

ESTIMATED TIME TO

2. Vitals 5 pages / 7 questions

ESTIMATED TIME TO
COMPLETE

3. Vitals — 6 pages / 11 questions Pl

metric/Imperial

ESTIMATED TIME TO
COMPLETE




Rate example question

CAUSATIVE AGENT
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Rank example question
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Rating results

Most important allergy data
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The data elements listed below represent existing pharmacy related
information that could originate from one or from multiple sources, (ie.
local, remote and DoD, or other non VA locations). For your
convenience, a definition has been included for each data element.
Please rate the importance of each of the data elements in the context
of viewing a patient’s allergy/ADR history in the patient profile. Rate
each item using a scale of 1-5 where 1is the most important and 5 is the
least important information.
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Ranking results

Below are the data elements you listed as very important in the last section.
Please rank these in the order that you would like to see them
displayed/listed (when reviewing a patient's allergy ADR information in the
patient profile).If there are more than 10 data elements listed, please only
rank the 10 most important ones. If you have fewer than 10 data elements
listed, please ignore the extra columns.

o * Causative agent

SIGNS gliis_ 3 ° S|gn5/Sym ptomS
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Resulting Design - List view

Pharmacy Staff Ranking: .
* (Causative agent .
* Signs/Symptoms

* Severity .
*  Mechanism .
* Ingredients * .

e Comments * .

HFE
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Design:

Standard term

Causative agent
Signs/symptoms
Observed/historical (Severity)
Mechanism

Reactant type

Origination date/time

Facility

&  patient lockup  1€St patient data Patient Queue(
ONE_FOUR_FOUR, PATIEEMT Last Climic: pabientLocabiond sitelMame_1 | 100000 144CARETEAM O | PCP: PROVIDERD Postings
A Last Discharged: 05/16/2017 17.21 Mental Health Treatment Coordinator: PROVIDERD | 100000144CARETEAM_0_MH CWA
Rx Paticnt Status: Eligibility_Rx ENigitility: Eligibility_Code 5%z 15
Disabilities: DSABILITYD = 806 (5C) Appointments
* Mare CrCl: 362.24 (2st)  (CREAT: 0.49 mgydL 11/28/2011)  BSA (m2):1.95  Ht {em): 132,08 (09/26/2007) W (kg): 120.00 (10/19/2015)  BMI (kg/m?): 74.00

Allargies/ADRs: ALLERGY1l: greAllergy

ALLERGYL: grwhliergy  ALLERGYZ: llergy  ALLERGYE: g oy ALLERGYS: g

gy ALLERIGYE: grillergy  ALLFRGYE: genrillergy  ALLERGYS: gerABergy

Standard Term ™ Causative Dbserved [ Origination
(GMR Allergy) Agent f Reactant Signs / Symptoms Historical Sewerity Mechanism Reaction Type Date [ Time Facility
NO KNOWN DRUG ALLERGIES 451w
NO KNOWN DRUG ALLERGIES 1907
* ALLERGY10: gmrallengy (&) ALLERGY10: causativergent Reactionl_manifestation_0 HISTORICAL MILD ADVERSE DRUG THINY
ReactionZ_manifestation_0 REACTION
Reaction2_manifestation_1
v ALLERGYL gmrallergy (N) ALLERGYL: causativegent Reactionl_manifestation_0 HISTORICAL MILD ALLERGY FOOD 08/02,/2002 05:32 351A
on2_manifestation 0
Reaction2_manifestation_1
* ALLERGYZ: gmrallergy (&) ALLERGYZ: causativeAgent Reactiond_manifestation_0 HISTORICAL Na ADVERSE FOOD as1
ReactionZ_manifestation_1 REACTION
Reaction]_manifestation_0
* ALLERGY3: gmrallergy (T) ALLERGY3: causativedgent HISTORICAL MILD ADVERSE DRUG 12/0B/2011 13556 723

REACTION

onl_manifestation_0




' Results Summary

Good participation rates (55-80 responses)
Quick feedback from Pharmacy staff

Insights in comments

 May need to bridge the gap (feedback => design)




Conclusion

e Data calls (Micro-surveys) with as few as 3
demographic and 2 topic questions can obtain
valuable feedback from users

* |deally, topics have a narrow focus
* Rate and rank questions were especially useful,

but take users longer to complete than multiple
choice or text comments



) HFE
' Questions -
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Contact us:
Margo Kabel, (margo.Kabel@va.gov)
Danielle Kato, (danielle.kato@va.gov)
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