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Abstract

This qualitative study aimed to explore the challenges and needs in developing a
healthcare service model for people with uncontrolled type 2 diabetes in the new normal
era. Purposive sampling was used to select 16 registered nurses working in diabetes clinics
and 30 people with uncontrolled type 2 diabetes receiving care at diabetes clinics across eight
hospitals affiliated with the Ministry of Public Health in central Thailand. Data were collected
through in-depth interviews and analyzed using content analysis.

The results revealed key service-related problems during the COVID -19 pandemic
in diabetes clinics included shortages of equipment, inadequate staffing in terms of both
expertise and quantity, temporary clinic closures, patients reported delays, overcrowding, and
inaccurate information. Contributing factors to uncontrolled blood glucose levels included insufficient
knowledge about appropriate dietary choices, excessive consumption of high-sugar foods,
low commitment to dietary control, insufficient physical activities, work-related constraints
affecting meal schedules, inconsistent and incomplete medication intake, and limited access
to appropriate food.

The needs for improving healthcare service models included continuous self-management
support, risk-reducing and time-efficient services, increase qualified healthcare providers,
sufficient and ready-to-use equipment, clear and accessible learning materials, courteous
and friendly service, and telenursing monitoring and consultation system.

This study provides insights into the context and deepens understanding of the challenges
and needs of people with uncontrolled type 2 diabetes, offering guidance for developing
responsive and effective health service systems in the new normal era. It emphasizes continuous
self-management support, convenience, timeliness, and responsiveness to the evolving needs
of people with type 2 diabetes.

Keywords: model, healthcare service, type 2 diabetes, uncontrolled diabetes, new normal
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