5, ot - = 4 o s
1ﬂ’lﬁ‘ﬂﬁ‘$LNuNﬂﬂ”l‘i‘W AU UL WA NTU luaRIUNITallaRd A LA

41e197U99

e P ) o al g as
- nsaUS gL NA LTS WIS UAIL BTN HIUNITHRIYIRIN PATH

or @ ol 1 o
ALUSIULEEIN HEIUNITHRINNIAIN PATH

SRIAARNSIANTH AT INTTUDE

Thsl

NI ANANTIANTEDTUNG
¢ ar o=ff
UNETUSIAANA
o o A d'
UNELUNWNE TR

3 ¥ W
ﬂ'qD ‘SJVJtr-‘/]lLJ(Uq 5 “L’lw-]ﬁj C rﬂ{'\%@"])- ) /'Jq.;ﬂ

i o

A ;‘ﬁ"‘m@*m?Wﬁ’i'aw:%%_ Wow oty . 24y

2 - s Caagto ) - - A4

A9 TNaTe
Ag5HAU

o8
RN IWURENS

WIESTHVITTAY

NAINEIRARITRIUATUNSG AN UAWIA LA

&

AHONEO0 - TN - - ek
% "

Order Key.. 20" __

BIB Keym {665

AR R e N

: v , L T
YT - - P ipl 33\*}1‘;15-- -
v

2541

B

AZZE



(a)
Executive Summary: An Evaluation of the Performance of Community Pharmacists

in a Southern Area in AIDS Situations : A Comparison
 between Pharmaceutical vendors Trained by PATH and

Pharmaceutical Vendors Who Were Not

Research Team: Assoc. Prof. Phechnoy Singchugchai, Ph.D.
Asst. Prof. Arunporn [tharat
Mr. Narongsak Singphaiboonporn
Dr. Weerapath Ngaothamatasn, MD.

This is an evaluative research, by means of management by objective
(MBO), which aimed to compare the skills and development of quality in customer
service given by pharmaceutical trained by PATH (experimental group) and those
who were not trained by PATH (control group). The subjects were selected by
purposive sampling. Pharmaceutical vendors in Songkhla Province were selected as a
experimental group and those in Nakhorn 51 Thammarat as a control group. The
reason for the selection of these two provinces was that both have been similarly
urbanized. The total number of subjects was 90 pharmaceutical vendors; 45 of which
were in the experimental group and the other 45 were in the control group. This made
the number of the subjects of both groups equal. Each group consisted of 30 subjects
selected from experimental models and 15 subjects selected by in-depth interviews.
The tools were composed of three situation models in which customers having
sexually transmitted diseases with the symptoms were grouped into three categories:
customers with leukorrhagia, customers with urethralgia, and those with suspected
AIDS symptoms. Structured in-depth interviews were used to interview the 15
subjects about their knowledge concerning the project for development of skills and
quality customer service of pharmacists, and about their experience in development.
Both close-ended and open-ended questions were used. The quantitative data were
analyzed in terms of number, percent, average, and standard deviation. The
qualitative data collected from the in-depth interviews were analyzed by means of

content analysis (comparison analysis).



(b)

The results of the quantitative data analysis of both the experimental group
and the control group were as follows:

Regarding the general characteristics of both the experimental and the control
groups, it was found that thle number of male and female subjects of the control
groups (in the model situations) was equal (50%). Most of the subjects (87%) in the
control group were pharmaceutical vendors who were not trained pharmacists, while
50% the subjects in the experimental group were trained pharmacists which made the
number of trained and untrained subjects equal. The average price, number of
customers, and age of the pharmacists were nearly the same for both groups. The
average prices for the control and the experimental groups were 89.89 and 88.00 baht,
respectively (_)Til = 89.89, SD, = 42.63, }_(2 = 88.01, SD, = 37.48) The average number
of customers of the control group was 2 (?(, = 1.95, SD, = 1.26, iz = 2.35). The
average age of the control group was 39.7 years (il = 39.7. SD; = 9.29) while that of
the experimental group was 39.66 years (7(2 = 39.66, SD, = 7.01). The speed of
service by the two groups was different. The service by the experimental group was
faster than that of the control group. The average service time of the experimental
group was 6.34 minutes while that of the control group was 10.13 minutes (37{1 = 6.34,
SD = 2.25, iz = 10.13, SD = 5.46). The reason for the higher service speed in the
experimental group might be their better skills, knowledge, and communication. The
supporting data for this can be seen in the result of the analysis of their service skills.
In the analysis, it was found that the experimental group asked about the buyers’
history more than the control group did, particularly the history of their sex relations.
Questions about the history of illness and drug use were asked most (93% and 67%).
Questions about the symptoms of their illnesses were also asked. Most sample in the
control groups did not ask such questions. The customers’ personal data which were
not asked by the two groups were the age, occupation, and marital status. In relation
to the AIDS situations, the experimental group asked questions with more details

than the control group did. The experimental group asked more about the number of

times they had diarrhea (100%),
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weight loss (80%), and fatigue (80%). Both groups hardly asked any questions on
appetite, itchiness, white film on the tongue, and cough. The experimental group gave
more advise on leukorrhagia, and urethraigia than the control group, especially when
the customers returned with the same symptoms and had to take the antibiotics again
(55%). The control group did not give much advise on these (15%). The
experimental group also gave more advise (45%) than the control group did (10%) on
protecting their fetuses or sending their wives for a medical check-up or having their
wives’ blood examined for syphilis in the first three months of their pregnancy.

On comparing the quality of customer service using a satisfaction index, it
was found that the level of satisfaction of most customers of the experimental group
was high for all aspects of service. Forty-seven percent of the customers were highly
satisfied with the friendliness of the pharmacists in the experimental group; 43% with
the subjects’ attention in listening to the customers, 50% with the opportunity opened
for their questions, and 50% with the appropriateness in asking the history of the
customers. The customers of the control group were moderately satisfied with the
service in all aspects. It was found that the subjects in the control group walked away
when their customers wanted advice and they also looked more uneasy than the
experimental group when asked for it by their customers. In sum, the customers of
the experimental group were more satisfied than those of the control group. For the
media that the customers received from the pharmacists, it was revealed that the
customers received more items of media from the experimental group than the control
group, especially media on medicine for themselves (100%), for their spouses or
partners (93%), media on AIDS (100%), media on sexually transmitted diseases and
condoms (93%), and media explaining how to use a condom (100%). The control
group distributed most media on medicine for customers themselves (100%) but very
few for their spouses or partners (7%). They did not distribute any media on AIDS
but only a few on sexually transmitted diseases and condoms (7%). These
quantitative data were in line with the qualitative data which indicated that the

experimental group had better skills 1n customer
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service and were faster in decision-making than the control group. This was
because they were different in their experience and opportunity for development.
Therefore, it was obvious that what the control group needed most was training and
more media for distribution.
Recommendation. It was found that the experimental group had better skills 1n
customer service in terms of speed, and their skills in communication and quality of
their service were at a higher level of customer satisfaction than the control group.
This showed the training of community pharmacists in the Southern area for AIDS
situations contributed to the change and had a good effect on customers. Therefore, it
is necessary to expand the development project to other provinces so that more people

will receive correct knowledge in the use of medicine and be able to use medicine

more correctly, safely and efficiently.
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9. TALRUBUUZABIATINIG  ATRUUN TUUARLATUMT
9.1 ANAS UL HININWNITINLEENETARAAANININARNN USRI PATH

AANTU

9.1.1  TUAIBIBINITINEIUUEN 1N A2 Ofloxacin 400 mg MAIEINIT  TU
UsentuasaRsaunie Norfloxacin 800 mg  WWe1za N CDC {1998) volumn 47 1N 61 NAII97
Offoxacin  HNAGAAATLNTE N.gonorrhoeae AR ININIAATHNANTY uazlinania
ARTINDY 98.4% UazAdnaLAN @1 Doxyeycline 100 mg FUUsen 1uduay 2 Ade 1Tlunan

7 Ju A NHIRNTAATANILALLIAA41%E YTA Non-gonococcai Uretitis
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9.1.2 Tudrwenneia v 5 unu)ilugiadaananisinm Bacterial vaginosis
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Feariinnmnen AU lutesaaan anwruraneaasinduAInlan @iuiuliudaluntn 6
Loitaieg]lu charge YTBUNUEIIBINTTNINAIL)

9.1.3 NIIFNHIARNANTIIIDIAUS Metronidazole (500 mg) NUAUar 2 AN 11N
WU MAIRMNTUN 7 TUREARN  Tricomonas vaginalis WATARN Bacterial vaginosis LW
20Uz Metronidazole 2 N3N Aunlsemupiaina lirqu Bacterial vaginalls (COR 1998)
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