
OFFICE OF HEALTHCARE INSPECTIONS

INSPECTION OF MULTIPLE ALLEGATIONS OF
PHARMACY SERVICE MISMANAGEMENT

AND SUBSTANDARD PATIENT CARE
VA SAN DIEGO HEALTHCARE SYSTEM

SAN DIEGO, CALIFORNIA

REPORT:  9HI-A28-112
DATE:  MAY 26, 1999

Office of Inspector General
Washington DC  20420

FULLY-REDACTED ELECTRONIC COPY FOR PUBLIC RELEASE



Department of
Veterans Affairs Memorandum

����� May 26, 1999

���	� Assistant Inspector General for Healthcare Inspections (54)


��
� Final Report – Inspection of Multiple Allegations of Pharmacy Service
Mismanagement and Substandard Patient Care, VA San Diego Healthcare
System, San Diego, CA (Report Number:  9HI-A28-112)

��� Medical Center Director (664/00)

1. Enclosed is the final report of findings and conclusions based on the Office of
Healthcare Inspections’ (OHI) review of multiple allegations of Pharmacy
Service mismanagement and 10 episodes of alleged substandard patient
care at the San Diego Healthcare System (SDHS).  OHI conducted the
inspection at the request of Congressman Bob Filner, and the House
Committee on Veterans Affairs.

2. In evaluating these allegations, OHI inspectors interviewed the complainants,
patients, medical center employees, and executive managers.  A senior
Pharmacy manager who is assigned to another Veterans Integrated Service
Network consulted with OHI inspectors on Pharmacy Service management
issues.  We also reviewed an extensive volume of documents and
correspondence that were associated with the alleged events.

3. We confirmed that three untoward events and one adverse drug reaction had
occurred among the 10 alleged cases of substandard care.  We did not
substantiate the remaining six cases.  SDHS Quality Managers and Executive
Managers had identified and thoroughly reviewed each case when it
occurred, and instituted appropriate corrective actions.  Therefore, we did not
make any recommendations. We did not substantiate any of the allegations
pertaining to flawed Pharmacy Service management practices, and we did
not make any recommendations concerning these issues.

(Original signed by:)
JOHN H. MATHER, M.D.

Enclosure
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OHI inspectors and a consulting pharmacist, from another large VA Medical
Center that is located in another Veterans Integrated Service Network (VISN),
interviewed the complainant at length, on several occasions, to clarify and better
understand the allegations.  Our pharmacy consultant evaluated Pharmacy
Service operations, toured the pharmacy physical plant, and interviewed more
than 30 Pharmacy Service employees.  OHI inspectors interviewed inpatients
and outpatients to ascertain their perceptions of the quality of care provided by
SDHS employees.  An OHI inspector also reviewed boards of investigations,
focused reviews, narcotic inspections, a tort claim report, and employee
satisfaction surveys.
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We did not substantiate the allegation that Pharmacy Service is mismanaged.
Expenses for pharmaceuticals and supplies are within expected parameters.
Pharmacy managers have implemented cost avoidance programs, and
pharmacy employees are accepting these initiatives with mixed reactions.  The
pharmacy is successfully maintaining a 30-minute or less waiting time for
patients to pick up prescriptions.  However, the pace involved in meeting this
objective has contributed to substantial employee stress.
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