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Abstract : Design thinking approach; empathize, define, ideate prototype, test, implement, was used to assess outpatient
experiences in two hospital pharmacies in the Asir region, Saudi Arabia. Semi-structured interviews were conducted with 40
patients. The data were analyzed using thematic analysis. The findings suggested that patients were generally satisfied with
pharmaceutical services provided in both pharmacies. Pharmacists were found to have enough knowledge, good attitude, and
efficient communication and counselling skills. Non-pharmacy-related factors such as cultural factors (gender segregation),
long waiting times, uncomfortable waiting areas, lack of electronic prescribing, number waiting system were found to have a
negative impact on patients' experiences and satisfaction. Prototypes will be used to test the effects of implementing the
electronic system in Al -mahal hospital and to test changing the physical layout of the waiting area in Asir hospital.
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