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Abstract

This mixed-methods research aimed to examine the effectiveness of mail-order medication
delivery for patients with diabetes based on service users' perceptions. The study sample consisted
of 299 diabetic patients receiving services from six public hospitals. Quantitative data were
collected using a questionnaire assessing the quality of medication delivery services according
to postal medication delivery standards, while qualitative data were gathered through interviews
focusing on service quality, patient satisfaction, and the impact of the mail-order medication
delivery system. Quantitative data were analyzed using descriptive statistics, and qualitative
data were analyzed through content analysis and categorized into themes.

The results found that the perceived quality of mail-order medication delivery services,
based on delivery criteria, was mostly rated as very good. Specifically, patients highly rated the
accuracy of the received medications, timeliness of delivery, medication safety, and completeness
of accompanying drug information. Two aspects of delivery quality were rated as having good
efficiency: permission to record conversations during consultations (Mean = 2.62, S.D. = 1.32)
and receiving injectable medications with proper temperature control (Mean = 2.96, S.D. = 1.32).
The impact of the service was found to be positive, as it reduced waiting times for medication
at hospitals, decreased travel expenses for medication pickup, and minimized the risk of disease
exposure. The mail-order pharmacy service is considered a beneficial innovation, particularly
during crises or outbreaks. However, further development is needed to ensure the delivery
process meets standardized requirements, alongside the integration of telehealth services for

patient health monitoring.

Keywords: Mail Order Medication, Effectiveness, Diabetic Patients, COVID-19
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