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Executive summary

Congestion in large public hospitals resulting in long waiting times to receive services
is a chronic problem in Thai health system. This affects the quality of service and patient
satisfaction. In 2017, the Ministry of Public Health (MoPH) announced a policy to reduce
congestion in large hospitals by using 3 strategies, namely, reducing people's illness, increasing
service efficiency, and strengthening capacities of health facilities. One of the measures is to
reduce waiting time for medicines at hospitals by allowing patients to bring their prescriptions
and receive their medicines at drugstores. This initiative was designed because drugstores are
the first point of contact that distribute in different areas allowing better access than public
hospitals. In addition, pharmacists in drugstores can apply the knowledge of pharmaceutical
care and expand their role in caring for patients. In October 2019, in response to the MoPH,
the National Health Security Office (NHSO) initiated a pilot program to allow patients receiving
care at hospitals to receive their medicines at community drugstores to reduce congestion in
hospitals. In the early phase, the program aimed to develop service systems by piloting in 50
public hospitals and a network of 500 quality drugstores nationwide. Emphasis is placed on
dispensing medications to patients with 4 disease groups, namely diabetes, high blood
pressure, psychiatric disorders, asthma and other chronic diseases that is not complicated to
care for. The NHSO also assigned Health System Research Institute (HSRI) to develop system
to monitor and evaluate the pilot program. The monitoring points should cover the
assessment of service quality, benefits of the program to patients, service providers and
society, and reasonable reimbursement rate for both the drugstores and the hospitals as well
as provide recommendations for reducing congestion in hospitals in the next phase. The HSRI
has appointed and provided funding to HITAP research team for this work. The objectives are
to evaluate the pilot program and develop policy recommendations for the expansion of the
pilot program in the future.

This study used a program evaluation framework known as the CIPP model, which
comprises four groups of assessment issues: assessing project context, inputs, process and the
outcomes. The outcomes were divided into three aspects according to the ECHO Framework:
economic outcomes, clinical outcomes, and humanistic outcomes, measuring across patients,
hospitals and drugstores. In addition, the unit cost analysis of services was performed for both
the hospitals and the drugstores. This research is a cross sectional study from October 2019
to September 2020, which collected data using both quantitative and qualitative methods.
The quantitative method covered the analysis of unit cost of services, secondary data analysis
of NHSO database and hospital database, as well as a survey of patients' satisfaction. The
qualitative study consisted of document review and in-depth interviews with key stakeholders.
This study collected data in participating hospitals located in 13 health regions by choosing

one hospital in each region, except Bangkok, where 3 hospitals participated in the study.
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The study found that the main objective of the policy was to reduce hospital congestion,
which was not yet observed by this study. However, some stakeholders suggested that this
policy should focus on improving the quality of drug counseling and pharmaceutical care. The
study results showed that the pilot program had some successes such as a joint service model
between hospitals and drugstores was developed, collaboration was initiated to provide good
care for patients and pharmacists in drugstores expanded their roles in providing
pharmaceutical care. Success factors include 1) policy support from hospital-level policy
makers 2) knowledge and operational experiences of the program operators both hospitals
and drugstores 3) readiness of infrastructure especially the information system 4) the number
and distribution of drugstores. In addition, the study demonstrates that patients who received
medicines at hospitals had an average waiting time of 41.9 minutes, which was 6 times longer
than a waiting time at the drugstore, which was an average of 6.2 minutes. Patients who
received their medicines at the drugstore had twice as much consulting time as those who
received them at the hospital (7.3 minutes vs. 3.4 minutes). The cost of travel and food for
visiting hospitals was significantly higher than that for the drugstores. If patients travelled from
home to receive medicines at the drugstores, they could save 41-50 baht on average, or 42-
52%, and if the patient went to drugstores, food costs could be saved 54-58 baht, accounting
for 81-83 percent. Patients were statistically significantly more satisfied with medicine
reception at the drugstores than at hospitals. The issues that were found to be very different
were the short waiting time, short travel time and the convenience of travelling to drugstores.
In addition, pharmacists were enthusiastic and attentive. Pharmacists used proper speech and
manners and the pharmacist explains the drug use information until patients understood.
Challenges of the program were 1) The number of patients receiving medicines at drugstores
is very low compared to the total number of patients receiving services in hospitals. When
considering the overall picture of the country, the coverage of hospitals that patients received
medicines at drugstores is low. Only some hospitals have a large number of patients
participating in the program. This is caused by many reasons, including a lack of publicity for
the project, doctors did not refer patients to drugstores and patients refused to take part in
the program. 2) Participating in the pilot program with the current model increased hospital’s
workload in screening and inviting patients to participate in the program, coordination and
preparation of information to transfer to drugstores, and the logistic of medicines from
hospitals to drugstores 3) Information systems in 2020 did not support the transfer of
information between hospitals and drugstores 4) reimbursement rate did not reflect actual
costs 5) Monitoring and evaluation systems was limited and should be continually developed.
Policy Recommendations

1. NHSO, MoPH and related parties should continue to develop and implement this
program. The recommendation for the short-term expansion of the program is that MoPH

should encourage and support the expansion of the dispensing service at the drugstores by
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expanding the service to cover 50% of public hospitals by fiscal year 2021 and to 100%
coverage by 2022. Patients should be allowed to receive services voluntarily. In addition, there
should be a long-term plan to expand the project to cover patients with all 3 schemes.

2. NHSO should provide an information system to allow information exchange between
hospitals, drugstores and NHSO for the benefit of providing pharmaceutical care to patients
and rationale use of medicines by January 2021 to be in line with the commencement of the
implementation of Model 3.

3. NHSO should encourages hospitals to refer patients to receive medicines at
drugstores by reimbursing hospitals and drugstores according to the number of prescriptions
sending to drugstores.

4. NHSO and the Ministry of Public Health focus on informing all stakeholders about
the program and its benefits.

5. The hospital should organize training or capacity building activities for drugstore
pharmacists every year. The issue may cover treatment service system and clinical practice
guidelines of the hospital for treating diseases under this program. Consultation system with
physicians in case of doubt about the prescribed drug or laboratory test results and how to
coordinate with the pharmacy in hospital / and NHSO region.

6. There should be a development of a system and program monitoring plan by the
responsible agencies. NHSO should analyzes data from the information system on a quarterly
basis. The MoPH organizes a forum to exchange knowledge and experiences as well as
challenges. The provincial health office should monitor drugstores to provide services in
accordance with drug store standards. External evaluators are needed for the long-term
impact assessment as well as exploring how to motivate drugstores to join the program,
appropriate model of compensation, models to expand the scope of services, or marketing
strategy to attract patients to participation in the program.

7. In the situation of the Coronavirus 2019 outbreak, the NHSO should consider
supporting long-distance pharmaceutical services (tele-pharmacy) for patients with chronic
diseases which is one of the services that pharmacists at drugstores can provide together with
dispensing medicines at the drugstore. In addition, the system for tele-pharmacy should be

developed and ensure that patients can access the Internet and required devices.
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CIPP Evaluation Model
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lananisanduau - SEuudNSHuImA Ut Tuiuveen - HAEWSAUARTN
- mssugnluiuviven - waawssuanuduuywd
GERNZBIGE
[ —— yan iﬁﬂ:ﬁamm
uludeen
- Ugywnavassa
- Tanannswaiun

5UN 1 nsulwIAndmiunsUsziulaTIngy
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Framework (24) lakn HadNSAuATYEA1aAS (economic outcomes) Naansa1uAdHn (clinical
outcomes) wagnadnsFuAdusss (humanistic outcomes) fn39l 1 uazanadsiiaany

alungudUae lssmeuia wagsuen

M13197 1 HAEWEVEN (Key outcomes) vadlasen1susiliunalaseanisinsedhigUlsuensiuug
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Nagwsuan

[ 8% -4 [ 8% aa (% 8% < S
HNAANIATULATEIAENT NAANINTUARUN NﬁﬁWSﬂ’]ﬂﬂ’J’lﬂJLﬂuﬂl‘q‘Uﬂ

(Economic Outcomes) | (Clinical Outcomes) (Humanistic Outcomes)

Y

Au2e - SEUTIAINTAUNNS - contact time (proxy | - anuisnelalunissu

Y

- AlgglunIsEume | veaRunINnIsIEUSNNg) | USMS (AnaEganaued

- SrEElIANToYN Tuffthefidnsinlassms | 16350 Snvazvosiiuins
11304 nslasudeyavesen
- HANIATIANNG AMNINYBIVINT)
ol uRns
- wgnsalliiiaUszasd
T5awguna | - AunusemieveIns | - - aufenela (anfiuty
T30S (unit cost) dmsulvusnisuwag pharm
- 113837uU (workload) care)
- dnsrduT U
wansiayAaINIlUase)
- contact time (proxy
VBIAUNINNITIAUINT)
Tugthefnfuuiniei
l3amg1una
Fruen - fuNUieMNgYRINT | - - ANUTanala (AMNINNIT
TAUTN1T (unit cost) [ATEQRD)

- 11529 (workload)
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ANWINANANYDINITAWRULATINIG

[
v Y
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unii 2

s2dgulTIYLALITNITANTEUNITUS LY

\enauingUsrasdrain1suseiiiunalaseinisinses guszidudenldisussiliunauuunay

1 A

as . Yada v O o a a 3 a 5% =
T (mixed methods) nanafe T NTUSMLazdnunmlunsinuuagiinTeiteya lngdl

sUWUUYBINMSANYIRAE (51991 2)
1) MINuNLLazmsENNslAsIn1stses Wunsiiudeyadounds

2) sUwuumsliusnisuaznsanliuianssulaedineddesnausineg Maludiunatsiasluiui
uUsgansnavesnsaniiulasinisinses iWunisiiiudeyawuuludnam (prospective study)

uAUgRITEEAINSAUTYaTeINTSANYIL

a

3) m3fnwudeUuna 3Uuuunsnyinuuianaaes (Quasi Experimental design) Tuuns
Haans lnginnaansiaulaneunazrainisaiiiulasinisinses lunisianadnsvesUieasing

Wisuigunau-ndudnsiulasens sumsdnguaiuan sULuunsinwasdunuingusvasdves

ANSANEN
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analysis : cross sectional study)
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Useidiunanufanelavesiheseuinsildsunnndunsuazaniuiiliuinng venaniidnu
dfuRefudunuifndy dluwinaduma Tin sseemynamnihuidsmeni ssesny
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Aldaneluniniuns uagdunuandsloniaannisuanuiiesnsuuinsvesiiisuasanivialy
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U3NsNsuen

wuvdunwainuuilasead v uldsunsmageumaAuLT s sive LU UdaUaY
(face validity ag content validity) ImamwammLﬁumﬂé’ﬁmﬁmmﬂﬂﬂmzmﬁ'ﬁmam‘ 8 MU
wAlawuvdsunuaNdelauauuy Lazlasun1sadeuAIILEINgLaEAINLTALIUTDILUUEDUDY
Afadi 1 LLﬁ”lW%’UUsqqquaaumummfuﬁﬂﬂmaau reliability (A28 051) Tngm1 internal
consistency IMNNIFFUNBAINGUAIDE1Y 31 AU IediA1 Cronbach’s alpha ¥83A1NdAY 0.89
wazA1 Cronbach’s alpha veewan15¥197u 0.81 wuunaaeuinseaunanisyitaudwundy nans
MUALIA (4 AZUUL) NAN1TT9UA (3 AzLUY) Nan1svinauneld (2 agiuy) Kan1svinteuue (1

AZLUL) HANTITYINIULENIN (0 AZLUL)
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lneivuali

Proportion in groupl (pq1) = 0.630 (9)

Proportion in group2 (p2) = 0.731 (9)

ratio (r) = 1.00

Alpha (Q) = 0.05, Z (0.975) = 1.959964

Beta (B) = 0.20, Z (0.800) = 0.841621

Mngesmaswaiindmarldnguitedianduay 353 au 1 706 Au TadisAuToyadvas

30 Auifugiilsaneuia (nguAUAY) way 30 AU Afueifiuen (nduldsuunsnig) tnefiinasi

A5 15UEATINNTUSEIEUY Aatl
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ANAULEDALULTINGIUIA HUAILATUNLTINGIUIALSUALRUIATING AUDITUN 90 VBIN15ANLIIU

[ |

1595115091 0 2 Jufl 90 vasmsaniiulagenis fdwiunguldasuninsnisesnin 30 Au g
Usellluveneseeznaltaannguieg199uasu 30 A 1198w o Tui 90 veansaiulasinig &
FuunaulafuuInsn1suannda 30 au gussduldisnisgduidonag1ed1g (simple random

sampling method) lvfiTuIungufieg1awiniy 30 A
2 NRNATUAN

fheitmuinasidaidenvedlsmetuia udliatasladhinlasenisiseslifaeiued
$rugniloananuuesalulsmeiuia wn a fuil 90 vesmssndulaseinisiisos fdaungy
munutiasntt 30 au fUssdiuretsszesandenngueuauaunsy 30 Au TaEmn o Yuil 90 1e9
N3AniiulATeNIg AUIUNgUAUANNINNTT 30 AU HUTEEiuinsIugnaulasuInsNIsuaznay
mvauduseyana (individual matching) Tusmsndau 1:1 wolildnguiieea 2 ngudidaam

InalAesiuanniian Tnefiansandadesau leun
1) twet
2) 919 a4 Tuitamzideudnalasams laglideyaareilndifigaiuiinign

3) lsavselayyaunimieniu

Tngiiuannlssmenvansaulassnsluiui@nevionn 15 wis 530 900 au Tunsuseiduil
IpdunwalUlemdriulasanis (Sueriduen) Medu 254 au waggdrenldidnsiulasanig (u

EJ’]‘ﬁIi\‘IWEJ’]UWa) 193 AU 524 447 Ay
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UszasA (adverse event) 3nssuuTIBnudeualy avav. ¥3e application Asamerunaldlulasanis
11999
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Y
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TusnunadnsamuanuluuywdvesiUie fusslivineilaeeudisuanuiinelaie
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waIntudnan1snsIavesljuinisunduundunguanuinasinismivauldveslsa
lngransIanaiesufinisegluinaminisaulaveslsauimviiu Ae HbALC deenimiewiiu 7
Gl % g & U o.'; v 1 Gl 1 Y} a a U aa & %
PIDILAVUINNAIULADANEIBABINIT 8 T2LU9 UBENIUIBWINAU 130 Dadn5u/wTans nsaseau
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1A59A154
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[ [
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NANISANEI: STUUAUIAVBIIATINIG

3.1 STUUBAUIALATINISUISD9™
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