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ABSTRACT

Referral for persons with diabetes mellitus at contracting unit for primary care has
been important in providing quality care to persons with this chronic disease. This study aimed to
analyze the referral system for persons with diabetes mellitus at contracting units for primary care
in Chun District, Phayao Province. Donabedian’s structure, process, and outcome concept of
quality (2003) was used for this study. The data were collected with qualitative and quantitative
methods. Qualitative data on the structure component were collected through individual
interviews of 14 executives, and data on process were collected through a focus group discussion
among 12 health care personnel. Quantitative data on outcome were collected using satisfaction
questionnaires. The questionnaires were completed by 95 persons with diabetes mellitus, as well
as by 95 relatives who used a referral service for persons with diabetes mellitus at contracting unit
for primary care. The reliability of the questionnaire was 0.97. The data were analyzed by using
descriptive statistics and content analysis.

The results of the study were summarized as follows: With regards to structure, there
was no explicit written policy in place for the referral of persons with diabetes mellitus at
contracting unit for primary care. Instead, the community nurse practitioners used the policy of

the National Health Security office as guideline for working together. The number of personnel



was adequate. The materials, and equipment related to the referral of persons with diabetes
mellitus were adequate in terms of blood glucose meter, medicines, medical supplies, manuals,
referral forms, telephones and computers, but there were some inadequacies: a lack of radio
communication devices, lack of availability of the Skype programs for communicating over the
internet at some health care units, no dedicated room for persons with diabetes mellitus, and a
lack of vehicles and an insufficient budget. With regards to process, it was found that the health
care teams were working together in developing a common agreement and guidelines. Besides
this, a provision of the referral service was implemented covering the whole process consisting of
mutual coordination of work, information recording, and information sharing; however, this was
found to be incomplete in terms of information recording activities. With regards to outcome, the
persons with diabetes mellitus and relatives were highly satisfied with the referral service at
contracting unit for primary care in Chun District, with a mean satisfaction score of 4.26. The
health care units at Sub-district Health Promotion Hospital and Chun Hospital were also highly
satisfied, with mean scores of 4.33 and 4.18, respectively.

The results of this study provides baseline data for developing the referral system for
persons with diabetes mellitus at contracting units for primary care in Chun District, Phayao
Province, especially in terms of the setting of policies, the creation of guidelines for supporting
tools, material, equipment, and budget, and the improvement of the working process and

evaluation.



