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I. Integrate diversity and practicality into the vocational

exploration courses

It is essential to design courses for the teenagers with inter-
esting activities and interactive elements to grab their attention.
However, the essence of vocational training is “job training”.
Therefore, in addition to diversity, there is still room for im-
provement on the effectiveness of the core competency courses

since such courses prepare the teenagers for the workplaces.

II. Social workers should clarify the expectations on both

sides before and after the internship

When matching the disadvantaged teenagers for employment,
we encountered two problems- there was no suitable persons to
lead the teenagers at work and the employer did not take suf-
ficient effort to refresh the teenagers of their core competency
training. Especially in the food, beverage, and beauty industries,
the workers need to interact with the customers frequently.

In some cases, conflicts arisc between the employers and the
disadvantaged teenagers because they do not know these teenag-
ers very well. The social worker should explain to the teenagers
with clear rules before employment and clarify the expectations
of both sides, so that they can work up to each other’s expecta-

tion and create win-win relationships.

In fact, when the disadvantaged teenagers enter the program
with multiple courses in vocational exploration, self-exploration,
and internship, they are given “multiple oppertunities” to help
them go through the transitional period. These opportunities
include the chances to explore the various vocations and indus- -
tries, the chances to explore themselves, and the chances to learn
directly at the workplace through the internship program. Some
people were successful and some failed. Even so, they all walked
away with a positive influence in their lives, This alone is com-

mendable and more stories that are successful can be expected.
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Abstract

Over the years, United Way has sponsored mumerous non-profit organizations to launch divect service programs
and innovative development plans for the social welfare industry. Directly and indirectly, United Way has contributed
substantially to the progress and growth of the society. The growing social force manifested in the actions of the third
sector in Tatwan brought many non-profit organizations to actively investigale, expose, monitor. advocate, and initiate
discussions of issues in the sociely and media system, and such active public attention has brought about substantial

changes and resolved social issues in the society through system and policy reform. However, such investigation and

advocacy programs do not gain as much support of social resources as direct services. To maintain independence

and impartiality, it is also inappropriate for the advocates to receive grants from the government or profit-secking
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groups. Therefore, United Way sponsorship often becomes the key force in the campaigns for social reform. The
pharmacy watch program initiated by the Taiwan Health Reform Foundation (THRF) in 2012 is a good example of
successful-advacacy campaign.

A checking mechanism has been missing in the community pharmacy system in Taiwan, and therefore the prob-
lems of repeated and interfering medication have persisiently existed in the communities. Peaple purchase drugs with-
out prescriptions and stock up on drugs. Comnmunity/social welfare organizations advacating public health have been
unable to conmect the public to quality community pharmaceutical resources. To solve this social issue, the THRF
made a request to United Way in 2012 for sponsorship to its research and investigation plan. This plan was conducted
through action research; in which, volunteers and community residents were engaged as anonymous customers o
investigate the quality of the pharmacies.

From this research, THRE discovered thal 73% of the pharmacies violated relevant regulaiions and 40% of
them did not provide professional consultancy. THRF called for a press conference and disclosed of the five deadly
indicators of National Health Insurance pharmacies. This press conference atiracted the attention of 31 media and
achieved wide exposure of 43 entries of news reports, which effectively initiated public discussion and grabbed the
attention of the medical care groups, legislators, and the government. The campaign successfill brought about sys-
tem reform. Public grievances prompied the authorities to set up an accreditation system for community pharmacies,
make the information of quality pharmacies available o the public, and strengthen law enforcement to prevent illegal
pharmacy practices. In addition, nationwide media reporis made the contribution of United Way sponsored advocacy
known to the public, and the THRF was given an opportunity fo educate the public on how to discover medication
visks in the community through round table conferences with social welfare groups, seminars, and website audio/
video resources. The information provided by this research was also used a reference for United Way’s “LOHAS 360
Service for the Elderly” program.
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Introduction

Taiwan has relatively underdeveloped family medicine and
mechanisms for community pharmacy watch. Therefore, repeat-
ing and conflicting medication was quite serious. People buy
over-the-counter drugs from infomercials and stock up on drugs
without professional advice. Such uncontrolled practices have
pushed domestic expenditure on drugs to the ceiling. Unsuper-
vised medication has driven the percentage of kidney failure
(dialysis patients) to a relatively high mark.

The system of separation of hospital and pharmacy is not
mature in Taiwan, Therefore, the percentage of hospitals giving
continuous prescriptions for medicine dispensed at community
pharmacies is still quite low. This has caused the public to have
inadequate opportunities, as well as the awareness, to utilize
community pharmacies to solve their health and medication
problems. Community and social welfare organizations advocat-
ing medication safety have no way to establish effective links

between the community residents and quality pharmacies.

The THRF has received many phone calls seeking help. Mr.
Chen has prostate hypertrophy, so he is on regular medication to
improve his urination problem. Recently, he felt ill and went to a
cardiology clinic at another hospital. The doctor wanted to prescribe
blood pressure control medicine for him, so he asked Mr. Chen
whether he was taking other medicine. Mr. Chen could not remem-
ber the name of the medicine prescribed for his prostate problem,
except for the color and shape. Mr. Chen was concerned whether he
was getting the same drugs or whether the new prescription would
interfere with his other medication, but the doctor and pharmacist at
the hospital were too busy to answer his questions. He wanted to ask
the neighborhood pharmacy, but he was worried that the pharmacist
was not professional enough or would try to sell something to him.
He decided to go home first and try the new prescription. So, he went
home and took his medicine. The next morning when he was wash-
ing his face, he felt dizzy and fell on the washbasin. The doctor at
the hospital found that he was prescribed the same medicine, which
simultaneously controls the blood pressure and improves urination
problems; only the color is different because different manufacturers
made them. Mr. Chen did not know they were the same medicine,
s0 he took both, and the result was he fainted because of low blood
pressure. Mr. Chen thought to himself that such incident would not
have happened if there were a trusted pharmacy in the neighborhood

to double check the prescription for him.

The THRF has also received many complaints and inquiries from
patients of chronic diseases because they could not find trusted National
Health Insurance pharmacies to refill their continuous prescriptions (they

wotry that the pharmacist at the neighborhood pharmacies may swap
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their medicine for cheaper altematives), so they have to waste the money
and time to travel back and forth to hospital every month. There was

one case. A young woman went to a pharmacy to buy medicine for her
menstruation pain and the pharmacy gave her some prescription drugs—
awhile later, she came down with a serious allergy. After the incident,
she decided to seek legal remedy for her damages, only she found out
that she was not eligible to take legal action because she bought prescrip-
tion medicine without a prescription. She did not keep the packaging or

receipt for evidence, so she was denied of any form of compensation,

Exposure of these problems relies on independent empirical
investigations conducted by citizens watch groups to raise public
awareness and the attention of the authorities. Successful campaigns
will facilitate community and social welfare organizations advocating
medication safety to commect quality pharmacies to the comnunity.
Community pharmacies supplement for the shortcomings in the tradi-
tional system of medicine dispensing directly at the hospital. How-
ever, such investigation and advocacy projects do not gain as much
support of social resources as other community service programs, and
to maintain independence and impartiality, it is rather inappropriate
for the advocacy groups to receive sponsorships from the government
or profit-seeking organizations. Therefore, sponsorship of United Way

often becomes the key force in the initiative projects for social reform.

Introduction to the Project

Since its founding in 2001, the THRF has launched a hotline for
complaints and inquiries concerning medical care services. The issues
raised by the callers were consolidated into relevant investigations and
public education programs. From the statistics of complaints received
by the THRF, we discovered that 6 to 12% of the calls were related to
medical care and medication disputes. Furthermore, according to the
2010 patient safety reporting statistics provided by the Taiwan Joint
Commission on Hospital Accreditation (TJTCHA), cases involving er-
rors in medicine dispensing take up 31% of all reported cases, which
has become the number cause of medical negligence and has brought

serious problems to the society of Taiwan,

From international expetiences and consensus reached in the
relevant public health conferences, discussions on relevant issues
suggested that the key strategy to solving the above issues is raising
public awareness and reinforcing the role of community pharmacies

as the frontier of medication safety.

Therefore, the THRF submitted application for United Way’s
research and investigation project in 2012, This project was conducted
through action research, with the objectives to reinforce the fimctions
of community pharmacies and involving the community residents into
the actions of pharmacy watch. Community residents were engaged as

anonymous customers to investigate the quality of community pharma-
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cies and actively expose the ill practices in the base-level pharmacy
services, as well as community health risks. The THRF also organized
a press conference to disclose the results of this investigation, as well as
organizing small roundtable forums and publishing information online
and through hard copies to develop the knowledge and abilities for
community medication watch through the residents and social welfare
organizations. Results of this investigation also served as a significant
basis for plans and strategies targeting to resolve the medication issues

and develop localized health services and community health programs.

Strategies and Effectiveness

I. Press conference disclosing the deadly medication
indicators brought reform to the pharmacy accreditation
system
The THRF selected 70 pharmacies from the list of “National

Health Insurance pharmacies providing accurate medication con-

sultation services” published by the Department of Health through

stratified random sampling and conducted telephone surveys in

March 2012. Results of the surveys brought astonishing results:

73% of the surveyed pharmacies were selling prescription drugs

illegally and 40% did not provide professional consultation. In a

further study, anonymous customers were dispatch to investigate 20

National Health Insurance pharmacies in Taipei City and New Taipei

City and all of them were able to purchase antibiotics, steroids,

and high-strength anti-inflammatory drugs without efforts.

The THRF called for a press conference in April 2012 to

disclose the five “deadly medication indicators™:

1. Mlegal selling of preseription drugs is prevalent in pharmacies (73%
of the surveyed pharmacies sold prescription drugs illegally).

2. Repeated prescription is not sanctioned by any health insur-
ance regulations.

3. A standard for display of professional certificate is not in
place, making it difficult for the customers to identify the pharma-
cist's qualification.

4, Behind-the-counter (BTWSs) drugs are sold through chain
pharmacies without consultation.

5. Insufficient professional consultation, community health
promotion results in futile efforts.

This press conference attracted wide attention; the major printed and
electronic media in Taiwan reported this event, including Liberty Times,
Apple Daily, United Evening News, CTS, ETC, Formosa TV, and PTS.
Atotal of 31 news media participated in this press conference and, up to
April 23rd 2012, a total of 43 news disclosures reported this investigation.

Afier the press conference, the THRF continued their efforts

through a series of advocacy and lobbying actions and received

positive responses from the Taiwan Pharmacist Association, Bu-
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reau of National Health Insurance, Department of Health, and local
health authorities. The Taiwan Pharmacist Association expressed
that the association will carry out a full-scale reorganization and self-
discipline actions in collaboration with the authorities. The Bureau
of National Health Insurance reiterated the importance of counter-
checking the continuous prescription with the National Health
Tnsurance card at the pharmacy and violators will be demanded for
improvement within a deadline or sanctioned with demerit points.
The Bureau also encouraged the public to report illegal practices and
made a commitment to establish a set of indicators for service qual-
ity evaluation on the National Health Insurance contracted pharma-
cies with reference to the recommendations of the THRE, which will
also be published on the website of the Bureau of National Health
Insurance. The Department of Health also disclosed thata "com-
munity pharmacy evaluation program” would be launched this year
in collaboration with the Taiwan Pharmacist Association, which will
evaluate pharmacies based on several criteria, including the environ-
ment, and audit the inventory of drugs against the number of pre-

scriptions to fight against illegal selling of prescription drugs.

II. Multifaceted education teaches the public the
smart way to medical care and safe medication

In addition to the press conference on community pharmacy practice,
the THRF launched a series of actions to raise public awareness on medi-
cation safety and made the knowledge of safe medication available to the
public. We taught the community residents how to monitor the quality of
pharmacies and improve medication safety through radio broadcasts, and
published the investigation results, as well as medication knowledge, in
the free THRF publication; THRF e-News issue 95 (circulation 6,000)
and THRF Quarterly issue 50 (circulation 22,000) and free newspapers
distributed at Taipei MRT stations and chain bookstores.

Tn addition, with the powerful tool of the intemet, the THRF also
published the news release for the press conference on the THRF website
and Facebook fans page. Rich information teaches the public how to
identify quality pharmacies, counter-check their prescriptions, request for
prescriptions, and use medicine smartly. The THRF also provided a short
film, entitled "How to Use Community Pharmacies Smartly?" This film is
now available to the public through the website, and relevant social welfare
organizations were informed of this education resource. We expect that
this information will help the public to minimize medication risks, develop
the knowledge and abilities to smart medication, and monitor the National
Health Insurance pharmacies through the forces of the community and
social welfare organizations. The THRF provides the public a channel
for reporting illegal pharmacy practice and calls upon all citizens to get
involved in the actions of monitoring the quality of pharmacies.

II1. Linking the society to brainstorm solutions and
take actions to expose community medication risks

The THRF followed up the press conference with two roundtable
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conferences, inviting scholars and experts, community pharmacists,
representatives from the Taiwan pharmacist association, official repre-
sentatives from the food and drug administration, non-profit organiza-
tions advocating medication safety (Taiwan Association of Family
Caregivers and Ching Kang Foundation for Pharmacy Promotion),
and volunteers. In the roundtable conferences, the representatives
shared their practice, research, or medication experiences and collab-
oratively drafted management strategies and policies for improvement
of medication risks at community pharmacies. Records and consensus
made in the conferences were forwarded to the government authority
and pharmaceutical industry for reference, addressing the issues of
professional and legal pharmacy practice, policies for improvement
and pharmacist self-discipline, and reinforcement of public supervi-

sion, frust, and utilization of community pharmacies.

Review and Prospects

Looking back to the past year, we have achieved part of the
short, medium, and long term goals of the initiatives- awareness,
empowerment, and change. The following presents a summary

of the achievements made in the past year:

I. Short-term: Awareness

1. The THRF involved the public in the actions of investiga-
tion (which is different from the routine investigations
conducted by the officials and professional organizations),
which provides the community users a true view on the
quality of the community pharmacies in Taiwan and the
associated risks exposed to the community residents.

2. The press conference and nationwide exposure disclosed
the risks of medication bidding in the community pharma-
cies, which raised public awareness on their medication
safety and involved the public to supervise, learn, and use

the resources offered by community pharmacies.

Il. Medium-term: Empowerment

1. Through investigation initiated by citizens watch groups, the
public is involved in the supervision of community pharma-
cies; public opinions will bring the community pharmacies
to participate in the development of healthy communities
with a more activepand implementation of direct service
programs.

2. Public involvement supervised the Taiwan Pharmacist Associa-
tion and community pharmacies to practice self-discipline.

3. The THRF coordinated with the Taiwan Pharmacist Associa-
tion and community pharmacies to set up the Medication
Guardian Net, which provides information for public
education and calls on the community pharmacies to pay
attention to the quality of services with aims to induce self-

discipline and quality competition, as well as improving

professional services and highlighting the issues of commu-




142 BRI SR - RS

Wl A G SR e R (R S S i L AR e R B e H

HEAAR FEHREREFT2
o g  EMSERITREELE 9857
Mo STERESERR -
Q)fFait mAE R EEE TR A EESF 0 &
[ 52 FF o ) 5 2 2 3% B B A O i T R T S
1t -
) FEHEBRILBRER L EFESE - EHERR
WO - B BRI 2 IR B R
fE R 5 (R B B - R B E R
18 o FERATL I A B b B R BE R R B
R WA EERE A EHITHATRZS
.—;gé o
AT - B e B AR AL B R - AL
B B AR A LB AT E R B Rl -
IFERE AT - RRNAEE 20 BREE G

(=2

Besh o ERBAE S o PR R R IR
BRIRAVE R o BT R B SEE RS R B -
iR g S R EER e S EhERL A mE
MR EN - RRERBO S E S HRAHIE
AR AR MY - RESRETE R
AT EFEIR B M AR L AR B B I R
WidaE E 2 E A B E B E S - R B
HARNBEZET]  EOEILGEREF -

nity health.

4. The actions prompted the Department of Health and Bureau
of National Health Insurance to implement a substantial
hospital-pharmacy separation system, which enables the
public to refill their continuous prescriptions at the commu-
nity pharmacies and reinforce the policies relating to com-
munity pharmacy resources, and advocated establishment
of a National Health Insurance pharmacy quality monitor-
ing indicators, as well as information (ransparency.

Ln

. Value-added application of the investigation results for
public education: the THRF produced a health education
film, which was launched online for public viewing; the so-
cial welfare organizations were also notified of these educa-
tion resources. The related resources were also provided as
reference for United Way LOHAS Program for the Elderly
and helped the community groups solve problems associ-
ated with medication risks.

II1. Long-term: Change

1. The THRF is planning to set up a model community pharmacy
to demonstrate good consultation services. This model will
be provided as a reference and emulator for community
pharmacies and is expected to induce quality improvements
that benefit and guard the health of the public.

2. Projects will be implemented to facilitate collaboration between
community pharmacy groups and community service orga-
nizations, improvement of in-community medical service
environment, and development of a healthy community
culture.

3. Disclosure of the results of community pharmacy investiga-
tions, model pharmacy services, information of practical
utilization of community pharmacies for public education
will provide valuable references to the community service
groups for development of solutions to the health and
medication problems of their service subjects. Information
associated with community medication risks and medical
care/pharmacy disputes will be consolidated and published,
providing references for design and implementation of

direct service programs.

This project achieved substantial results and the THRF was glad that the
authorities began to take actions to establish professional evaluations and
setfing standards for professional pharmacist practice. A good system will give
quality pharmacies higher competitiveness and protect the safety of the public.,

Furthermore, full-scale report through the mass media raised public
awareness to the issues of National Health Insurance Pharmacies,
prompted the government and medical care providers to respond, and
successfully brought public attention to the influence of United Way
sponsored public initiatives. Therefore, we recommend United Way to
expand its sponsorship to investigation projects, initiatives that de-
mands for establishment of long-term effectiveness evaluation indica-
tors, projects tracking implementation issues of system reform, and
implementation of comprehensive education and resource networks to

maximize the influence of public projects in pursuit of the greater good

of the society of Taiwan.
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