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Development of a Model for Drug Information Service System

in Regional Hospitals: A Delphi Approach

Siripa Udomaksorn1 and Oracha Kamnerd”
k Department of Pharmacy Administration, Prince of Songkla University

Pharmacy Department, Bhumibol Adulyade;j Hospital2
Abstract

Objective: To develop a feasible model for drug information service (DIS) system in regional hospitals to provide
proactive services to meet the need of physicians. Methods: Two rounds of data collection using the Delphi technique
were conducted. The questionnaires were e-mailed to 32 experts selected by snowball sampling technique consisting of
3 academicians, 12 pharmacists (service providers) and 17 physicians (service users). The researchers analyzed the data
to find out indispensable characteristics of DIS from expert consensus summarized by median, difference between median
and mode, and inter-quartile range. Results: Twenty nine experts (90.6%) completed the questionnaires at both surveys.
This study identified three groups of essential characteristics of DIS system: structures, processes and outcomes.
Structural characteristics included having 3 pharmacists with one providing full-time services, staff having at least 2 year
experiences in clinical pharmacy or pharmacy practice and computer skills for searching drug information, having two
technical assistants, having a service counter and physically located in the pharmacy department, being administered by a
multidisciplinary committee, being mainly financed by the affiliated hospital, and possessing a number of drug information
databases and reference books. Essential process characteristics included drug information answering service,
pharmacovigilance, drug utilization evaluation, supporting of drug information for pharmacy and therapeutic committee,
trainings and educations, provision of drug information via newsletter/bulletin, arranging the conferences for continuing
education, provision of seethe service from 8.00-16.00 during the weekday, having channels to access the service after

office hours, providing both walk-in and phone service, having a quality assurance for DIS by the internal reviewers and
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two-way verification with the service clients and having the systematic computerized information storage. Essential
outcome characteristics were the continuous assessment of the DIS in important dimensions (accuracy,
comprehensiveness, suitability, up-to-date information and benefit in resolving patient's problem), monthly assessment of
client’s satisfaction in clarity, relevancy, adequacy, timeliness and convenience to access the services, the assessment of
service impact on patient outcomes from the opinion of in-charge physicians, patient progress from medical charts and
patient interview, the documentation of number and types of services provided, clients, sources of information used and
number of answers beneficial for resolving patient’s problems. Conclusion: The result of this study can be used as a

blueprint for setting a client (physicians) oriented and effective system of drug information service in regional hospitals.

Keywords: drug information service (DIS), drug information center (DIC), Delphi technique.
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