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D A S H A  D U B E R O , M S C

ENHANCING CARE THROUGH 

QUALITY SYSTEMS

O p e n b a a r  A p oth e k e r
B ot ic a  D i S e rv ic io



OVERVIEW

• Then and Now

• The practicality of a Quality Management System 
(QMS)

• How do you even start?

• What does it really mean to implement a QMS?

• What’s next?



THEN AND NOW
Situation in Summer 2021

• Goal: Register pharmacy to enable the specialization study for Openbare apotheker on 
Aruba 

• Harmonisatie Kwaliteitsbeoordeling in de Zorgsector (HKZ) 
⚬ HKZ standard for Quality Systems (QS) of public pharmacies in NL

⚬ Pharmaceutical Care and Services
⚬ Ensuring optimal care for patients (patient satisfaction and safety)

• External audit by  Lloyd's Register Quality Assurance (LRQA)
o 2 months to achieve a working QS for external audit

GOAL 2

GOAL 1
C reate  a  w ork in g , a ll-en c om passin g , 
s tru c tu red q u a lity s ystem  in  2 m on th s

G et e veryon e on  b oa rd  :-)





PRESENT DAY

E n d  g oa l:
    C on t in u ou s ly  im p rov in g  th e  h e a lth  of  ou r  c lie n ts  th rou g h  s a fe  a n d  

e ffe c t iv e  p e rs on a liz e d  t re a tm e n t  w ith  m e d ic a t ion

Yearly external audits: Upkeep of QS

⚬ Yearly and monthly calendar with framework of the QS (following PDCA cycle)
⚬ Identifying areas for continuous improvement of high-risk processes

⚬ Continuous operational efficiency together with the pharmacy assistants



PRESENT DAY

2021

2024

2024

2024



HOW DO YOU EVEN START?

• M ak e su re th e vis ion , th e g oals  an d  c om m itm en t to q u a lity is  
eq u al a c ross  th e  w ork plac e

• C u ltu re of q u a lity
• S et specific, measurable, attainable, relevant and time-bound (S M A R T) 

ob jec tives
⚬ ad d ition a lly: c om m u n ic a tin g  w h y, w h a t a n d  h ow  w ith in  th e 

c om p a n y
• D evelop p olic ies  a n d  p roc ed u res (q u a lity m a n u a l - you r b ib le !)
⚬ In c lu d e d oc u m en t c on trol!



TRAINING AND ENGAGING EMPLOYEES AND COWORKERS

•Make sure you have a qualified and willing person to be the 
one to answer questions!

•Make sure employees understand the importance of quality
•Checklists, employee questionaires, sense of ownership!

• Integrate audits in quarterly checks
•MAKE IT MANAGEABLE! 



WHAT DOES IT REALLY MEAN TO IMPLEMENT A QUALITY SYSTEM?

TESTED ON HARMONISATIE KWALITEITSBEOORDELING IN DE 
ZORGSECTOR

•Dutch organization
•Developing quality and certifications for healthcare providers
•Framework --> institutions deliver high-quality services in a 

structured and consistent manner

F O C U S  H K Z
E n s u re  s e rv ic e s  a re  c lie n t-c e n te re d , s a fe , e f fe c t iv e  a n d  

c on t in u ou s ly  im p rov in g



THE BASICS OF A QUALITY MANAGEMENT SYSTEM



WHAT DOES IT REALLY MEAN TO IMPLEMENT A QUALITY SYSTEM?

P L A N
• W H A T  H IG H  R IS K  P R O C E S S E S  H A V E  Y O U  ID E N T IF IE D ?

• W H A T  P R O J E C T S  D O  Y O U  W A N T  T O  A C H IE V E  N E X T  
Y E A R ?  

• H O W  D O  Y O U  P L A N  T O  A C H IE V E  T H IS  (O B J E C T IV E S , 
S T R A T E G IE S  A N D  M E T R IC S )

• S M A L L E R  S C A L E  : S O M E T H IN G  W E N T  W R O N G , D O  Y O U  
H A V E  A  P L A N  S O  T H IS  C A N ’T  H A P P E N  A G A IN ?

M A N A G E M E N T  R E V IE W
R O O T  C A U S E  A N A L Y S IS



•Plan to meet with 
assistants + adding 
to meeting agenda
• Adding text to 

enoxaparine product 
informationEXAMPLE: 

PATIENT DID 
NOT RECEIVE 

SHARPS 
CONTAINER

PLAN

IDENTIFY 
PROBLEM + PLAN 

SOLUTION



WHAT DOES IT REALLY MEAN TO IMPLEMENT A QUALITY SYSTEM?

D O

• IM P L E M E N T  T H E  P L A N : T E S T IN G  E F F E C T IV E N E S S !
•C o lle c t  d a ta  (i.e . p e r fo rm  ta s k s , g iv in g  o u t  

in fo rm a t io n  to  c o-w o rk e rs ) --> t ra c k  p ro g re s s !



•Plan to meet with 
assistants + adding 
to meeting agenda
• Adding text to 

enoxaparine product 
informationEXAMPLE: 

PATIENT DID 
NOT RECEIVE 

SHARPS 
CONTAINER

• Spoken to co-workers 
to alert

• At every prescription: 
pop-up don’t forget to 
add sharps container!

IMPLEMENT
PLAN

IDENTIFY 
PROBLEM + PLAN 

SOLUTION DO



WHAT DOES IT REALLY MEAN TO IMPLEMENT A QUALITY SYSTEM?

C H E C K

•E v a lu a te  th e  re s u lts : m e a s u r in g  a n d  c o m p a r in g  to  
g o a ls  s e t  d u r in g  p la n n in g  p h a s e
•A n a ly z e  d a ta : d e s ire d  re s u lts ?

P E R F O R M A N C E  IN D IC A T O R S
E V A L U A T IO N  



•Plan to meet with 
assistants + adding 
to meeting agenda
• Adding text to 

enoxaparine product 
informationEXAMPLE: 

PATIENT DID 
NOT RECEIVE 

SHARPS 
CONTAINER

• Spoken to co-workers 
to alert

• At every prescription: 
pop-up don’t forget to 
add sharps container!

IMPLEMENT
PLAN

IDENTIFY 
PROBLEM + PLAN 

SOLUTION

• Added PI 
“Naaldencontainers” 

to calendar
• If after 2x no desired 

results --> act

EVALUATE

DO

CHECK



WHAT DOES IT REALLY MEAN TO IMPLEMENT A QUALITY SYSTEM?

A C T

•S ta n d a rd iz e  s o lu t io n : s u c c e s s fu l?  R o ll it  o u t !
⚬ “ H a n d b o o k ” /m a n u a l

•A d d re s s  a n y  re m a in in g  is s u e s

•C o n t in u o u s  im p ro v e m e n t  : s u c c e s s fu l?  K e e p  

c h e c k in g !

P E R F O R M A N C E  IN D IC A T O R S

IM P L E M E N T  S T A N D A R D  IN  

M A N U A L /M A N A G E M E N T  R E V IE W



•Plan to meet with 
assistants + adding 
to meeting agenda
• Adding text to 

enoxaparine product 
informationEXAMPLE: 

PATIENT DID 
NOT RECEIVE 

SHARPS 
CONTAINER

• Spoken to co-workers 
to alert

• At every prescription: 
pop-up don’t forget to 
add sharps container!

IMPLEMENT
PLAN

IDENTIFY 
PROBLEM + PLAN 

SOLUTION

• Added PI 
“Naaldencontainers” 

to calendar
• If after 2x no desired 

results --> act

EVALUATE

DO

CHECK
• Added to “quality 

agreements”, 
described in QMS 

manual

ADDRESSING

ACT



E X P E C T A T IO N  



R E A L IT Y



S E T  Y O U R  E X P E C T A T IO N S

•Realize that life happens!

•Always have a plan to fall back on 

⚬ i.e. allocate time in the schedule dedicated to quality tasks

•CLEAR meeting minutes/procedures on every aspect of your QMS

⚬Minor non-conformity: different text in manual and performance 

indicator

⚬“I didn’t know the agreement”

C O M M U N IC A T E  Y O U R  E X P E C T A T IO N S



W H A T ’S  N E X T ?

•C o n t in u in g  th e  im p ro v e m e n ts
•M a k in g  s u re  w e  d o n ’t  fa ll in  th e  “ ro d e  b o lle t je s ”  h a b it
•R e p e a t in g  o u r  w h y , w h a t  a n d  h o w  e v e ry  c h a n c e  w e  g e t

•E ff ic ie n c y
⚬D o  w e  re a lly  N E E D  a ll o f  th e s e  p e rfo rm a n c e
⚬

 in d ic a to rs ?  w h e n  is  it  “ e n o u g h ” ?

T h e  p a t ie n t  is  a lw a y s  th e  p r ior ity !



THANK 
YOU

d a sh a .du bero@ botic adiservic io.c om

w w w .botic adiservic io.c om

@ botic adiservic io
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