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Abstract: This descriptive qualitative research was to explicate the system of mailed-order pharmacy for
patients with diabetes in the COVID-19 situation in Thailand. It was guided by 6 WHO Health System
Building Blocks. The 42 participants included directors, health professional councils, pharmacists, nurses
and postmen in 6 hospitals in 5 provinces (Bangkok, Nonthaburi, Chiangmai, Ubon Ratchathani,
Nakhon Si Thammarat) were interviewed with 6 semi-structure questionnaires within the year of 2023.
The findings showed that overall of the mailed-order pharmacy system had been properly managed and
helped the patient receive drugs for their treatment continuously with sufficient amounts. For each building
block, the hospital directors displayed leadership and governance by strongly supported the mailed-order
pharmacy and spent healthcare financing support from the budget of the National Health Security Office
and the Government; but it was still lacked of the health workforce, limited the contact information by
call center and registration. For information technology, the computer was more applicable. The inventory
of drug and medical equipment were sufficient. The output and outcomes of the mailed-order pharmacy
system were appropriate and efficient operated in all 8 aspects. Lastly, the impacts showed that patients
could save time for their transportation and waiting for doctor visits; and it reduces overcrowding and
unnecessary visits to the hospitals. In conclusion, the mailed-order pharmacy is an innovation process
that decreases time for a visit and overcrowding in hospital, and it also leads to the diabetic patients

continuously accessed through treatment during the COVID-19 pandemic situation.

Keywords: mailed—order pharmacy, patient with diabetes mellitus, COVID-19 Disease; WHO six building blocks
health system
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