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‘Lokar Ubat’ VAS is a pharmacy value-added service by which patients can obtain their refill
medications in designated lockers outside of office hours within a duration of time.

Started in HBG since April 2021.
Total of 40 keyless lockers, can accommodate up to 160 patients per month.
Located at waiting area of Farmasi Klinik Pakar, Hospital Batu Gajah

General Objective of Study
To increase the percentage of patients using and registered with ‘Lokar Ubat’ VAS 

        in Pharmacy Department HBG

Specific Objectives of Study
To determine the percentage of patients currently registered with ‘Lokar Ubat’ VAS in HBG.
To identify factors contributing to low level of ‘Lokar Ubat’ VAS registration in HBG.
To formulate and implement appropriate measures in order to increase the percentage of patients
registered with ‘Lokar Ubat’ VAS in HBG.
To evaluate the effectiveness of remedial measures taken.

Standard set as 100%
Based on departmental consensus, in accordance with

 ‘Pekeliling Perbendaharaan (PP) Perolehan Kerajaan (PK) 1 (DasarPerolehan Kerajaan) Perenggan 6(i)(a)’ 
– states assets must be fully utilized.

Percentage (%) of ‘Lokar Ubat’ VAS utilisation in Pharmacy Department HBG

Pre-Remedial Phase Data
October - December 2022

Revision of ‘Lokar Ubat’ SOP

New Medication Collection Schedules

New Design of ‘Lokar Ubat’ Card

Staff’s Training, Circulation of Revised SOP & Publication of Article in Bulletin

Collaboration with Obstetric & Gynecology 
(O&G) Clinic HBG
Survey finding : younger patients are more likely to be interested, 
prefer flexibility in time, and has not much problem to use keyless locker.

 

Nurses in the clinic promote and offer the service to young O&G patients.

Enhancement of Promotional Materials including Video & Leaflet 

VAS Quick Guide - fast check info on each VAS and benefits, 
placed at the back of the chairs at pharmacy waiting area. 

Video - played daily 
at pharmacy waiting area. 

Addition of Registration Station
Previously registration was only at FKP 
where the lockers were located.
 

Distance between outpatient clinics with FKP 
= 650m or 9 minutes’ walk. 
Now registration can be done at both FKP and FJPL, 
with registry accessible via Dropbox.

QR Code for Locker Opening Guide
Fast access, convenient & versatile.
Available at lockers’ location & on ‘Lokar Ubat’ card.

Cycle 2 widen the coverage of patients to the older age group.
Based on survey, 19 respondents not interested in ‘Lokar Ubat’ VAS 
were >60 years old and Chinese.

Following the remedial actions implemented, the percentage of 'Lokar Ubat' VAS utilisation
increased from 39.4% pre-remedial (ABNA of -60.6%) to 80.6% post-Cycle 1 (ABNA of -19.4%),
and further increased to 95% post-Cycle 2 (ABNA of -5%). A sustainability study revealed that the
percentage reaching 100% and ABNA reduced to 0%. 

Most criteria in MOGC also showed improvement, with the desired target of 100% achievement.

Impact on Patient
Patient would enjoy reduced costs as there
would be reduced days absent from work and
would enjoy time savings as there will be
reduced waiting time from 11.9 min to 0 min.

Impact on Institution
Measures adopted and adapted has managed
to increase the number of patients registered
with other VAS, which in turn assisted in
achieving the KPI AP2.

Other Impacts
Based on post-remedial survey, overall staffs’ perception improved significantly.
And we have received appreciations from both management and patients.

In any changes involving patients, patient reassurance and confidence are of utmost importance. 
Secondly, ensuring convenience to both staff and patients are equally vital for the success of any
new service.
And as with most projects, a multidisciplinary approach is indispensable. Collaboration among
different disciplines ensures comprehensive consideration of all aspects of the service.
The next step involves surpassing 100% utilisation of ‘Lokar Ubat’ VAS by expanding medication
collection groupings, and applying similar strategies to improve the utilisation rates of other VAS
and future pharmacy services.

Pre-remedial percentage was low, which was 39.4% (ABNA of -60.6%). 

Analysis for the MOGC found that 3 processes did not comply with the standard;  
only 1.68% of eligible patients were offered the service and 
only 50% of patients who agreed to the service will be registered.
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