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Umm, tomorrow I’ll 

have appointment 

to meet the doctor



But I still have 

extra medications 

at home 

Never mind, I’ll 

just throw them 

away and get 

new medications



I want to return this 

medications at 

pharmacy so they 

can give it to other 

patients that need it



NO, any 

returned 

medications 

cannot be 

reused for 

another patient

As we cannot 

ascertain the 

quality and 

efficacy of 

the products
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PROBLEM IDENTIFICATION

1
Needle prick injury due to improper return of used injection medications by 

patients 

2 High number of return analgesic in OPD

3 Frequent enquiries regarding dilution of commons drugs from nurses 

4 Floor stock indenting is not done as scheduled

• A pharmacist assistant was involved in the needle prick injury while 

discarding return medications in 2017 

• Total value of return medications for 2018 was RM52,847.18

• 10 enquiries regarding dilution of common drugs per week

• Indenting of floor stock out of scheduled day once a week



PROBLEM PRIORITIZATION -

‘SMART’ CRITERIA

No Problems S M A R T Total

1. Needle prick injury due to improper 

return of used injection medications 

by patients 

17 13 12 11 11 64

2. High number of return analgesic in 

OPD

16 17 17 13 12 75

4. Frequent enquiries regarding dilution 

of commons drugs from nurses 

10 12 10 10 11 53

5. Indenting of floor stock is not done as 

scheduled

13 12 10 9 11 55

Nominal Group Technique

Rating scale: 1=Low  2= Medium  3= High



PROBLEM TO BE STUDIED/ 

CHOSEN PROBLEM 

Reducing return analgesic 

medications in Outpatient 

Pharmacy Department of 

Institut Kanser Negara



REASONS FOR SELECTION

SERIOUSNESS

• High expenditure for analgesic medications usage

• Costly drug return

• Frequent occurrence

MEASURABLE Percentage of return analgesic in Outpatient Pharmacy

APPROPRIATENESS
Minimizing the analgesic medications return can save the 

expenditure and reduce wastage

REMEDIABLE
Remedial actions can be  done with active involvement of a 
multidisciplinary team approach

TIMELINESS The study can be completed within the stipulated time



INTRODUCTION

• The National Cancer Institute is a 

cancer medical institution specially 

designed to provide specialized care 

in the treatment of cancer patients 
(www.nci.moh.gov.my)

• Chronic pain is extremely prevalent among 

patients with cancer

• Approximately 1/3 of patients have pain 

while undergoing active therapy for the 

disease, and more than 3/4 have pain 

during the last stages of illness (David, L et. Al, 2004)



LITERATURE REVIEW

In 2010, the Pharmaceutical Services Division, Ministry of Health Malaysia (MOH) has implemented the Return Your Medicines 

Program. Through this program, patients can return their unused or excess medicines kept at home for safe disposal by MOH.

(www.pharmacy.gov.my)

2010
Pharmaceutical 

Services Division, 

Ministry of Health 

Malaysia

Patients can return 

unused or excess 

medicines for safe 

disposal by MOH



LITERATURE REVIEW

Kuala Lumpur Hospital

Seberang Jaya Hospital

Tuanku Fauziah Hospital

Tuanku Ja’afar Hospital

RM53,769

RM27,899

RM128,818

RM190,616

There are 135 hospitals in the country with the ministry spending RM1.6bil on medicine in 2010. The medicine returned to the

pharmacy at Kuala Lumpur Hospital for the first half of the year was valued at RM128,818 while at the Sarawak General Hospital, it 

was valued at RM82,436. The returned medicine last year at Seberang Jaya Hospital in Penang, Tuanku Fauziah Hospital in Perlis 

and Tuanku Ja'afar Hospital in Seremban was valued at RM27,899, RM53,769 and RM190,616 respectively.

Datuk Eisah A. Rahman, the former ministry's senior director of pharmaceutical services, said the figures alone reflect the amount 

of medicine wasted.

https://www.thestar.com.my/news/nation/2011/08/14/medication-programme-aims-to-cut-waste-at-govt-hospitals/#2pxlibgdvfkGYCFW.99

Sarawak General Hospital RM82,436

Total = RM 483,538



LITERATURE REVIEW

2014-2016

RM2mil

The Health Ministry has disposed of nearly RM2mil worth of 

expired or spoilt drugs and medicines over a two-year period 

from 2014

https://www.thestar.com.my/news/nation/2016/12/27/ministry-destroys-rm2mil-worth-of-

expired-meds/#F1o66EM6M1WgJE6r.99

The most common unused medication were analgesics (27.1%), 

antihypertensive (24.4%), antiglycemic (14.7%) and 

supplements (12%)

Yang SL, Tan SL, Goh QL, Liau SY. Utilization of Ministry of Health Medication Return 

Programme, Knowledge and Disposal Practice of Unused Medication in Malaysia. J 

Pharm Pract Community Med. 2018;4(1):7-11 



LITERATURE REVIEW

Death of the patient, change in prescription, repeat filling of prescriptions without assessing the amount at hand were 

identified as major reasons why medicines are no longer wanted and expired unused. Furthermore, some patients did 

not see a need for continuing medication following a therapy change by the doctor or after the subjective perception of 

an improvement of their conditions

Lim MT. Disposal practices of unused and unwanted medications among patients in a tertiary hospital. Education in Medicine Journal. 2016;8(3):49–59. 

http://dx.doi.org/10.5959/eimj.v8i3.453

Death of patient

Change in prescription

Repeat filling of 

prescriptions without 

assessing the 

amount at hand 

Did not see a need for 

continuing medication 

following a therapy change

Perception of an 

improvement of their 

conditions



PROBLEM ANALYSIS

What

Why

Where

Who

When

• High number of return analgesic

• Death of patient

• Discontinuation of the 

treatment

• Outpatient Pharmacy Department, Institut Kanser 

Negara

• Out-patient 

• During follow up or hospitalization

• Repeat filling of prescriptions without 

assessing the amount at hand

• Compliance issues



TERMS AND DEFINITIONS

Term Definition

Return 

medications

A program by Pharmaceutical Services Division, Ministry of 

Health Malaysia (MOH), where patients can return their unused or 

excess medicines kept at home for safe disposal by MOH

(www.pharmacy.gov.my)

Return medications are return to Out Patient Pharmacy in Institut

Kanser Negara and to be dispose according to regulation.

Non formulary Drugs that are not included in the list of preferred medications 

that a committee of pharmacists and doctors deems to be the 

safest, most effective and most economical in IKN

https://definitions.uslegal.com/n/non-formulary-drugs/



RETURN ANALGESIC MEDICATIONS 

IN 2018

Total value of return 

medications in IKN 

(2018) was 

RM52,487.27

RM4,835.81

RM11,353.07

RM2,967.70

RM0.00

RM3,528.32

RM3,380.39

RM1,939.54

RM5,346.49

RM216.00

RM9,098.56
RM8,611.49

RM1,569.90

RM0.00

RM2,000.00

RM4,000.00

RM6,000.00

RM8,000.00

RM10,000.00

RM12,000.00



CAUSE-EFFECT DIAGRAM

High numbers 

of return 

analgesic

Screening and dispensing 
prescriptions without assessing 

the amount at hand

redundancy 
of prescribed 
medications

Lack of 
compliance

Discontinuation of 
the treatment

Cost & accessibility 
to healthcare facility

Lack of 

family support

Fear 
mongering

Fearful of modern 
medicines & belief 

in traditional treatment

Lack of 
knowledge

Asymptomatic 
& feel well

Too many
medications

Multiple 
Co-morbidity

Missed dose / 
forgot to take 

medication

Unable to 
tolerate due 
to side effect

Patient was not 
counseled on 
compliance

Patient didn’t bring 
current medications 

during treatment  

Patient get 
Medications from 

other clinic 
Patient compliance 

was not assessed

Via Fisicien, doctor 
able to re-prescribe
active prescription  

Time 
constraint

Lots of patient
in clinic

Patient 
require extra 
dose / regime

Patient 
didn’t bring 

the medication 
along

Patient’s 
relative came on 
behalf to collect 

medications

Pharmacist didn’t 
ask the balance 
medications at 

home

Disease 
progress

Patient death



CAUSE-EFFECT DIAGRAM

High numbers 

of return 

analgesic

Screening and dispensing 
prescriptions without assessing 

the amount at hand

Lack of 
compliance

Lack of 
family support

Fear 
mongering

Fearful of modern 
medicines & belief 

in traditional treatment

Lack of 
knowledge

Asymptomatic 
& feel well

Missed dose / 
forgot to take 

medication
Patient was not 
counseled on 
compliance

Patient 
didn’t bring 

the medication 
along

Patient’s 
relative came on 
behalf to collect 

medications

Pharmacist didn’t 
ask the balance 
medications at 

home



STUDY OBJECTIVES

General Objective

Reducing return analgesic medications in Outpatient 

Pharmacy Department of Institut Kanser Negara

Specific Objectives:

1. To determine the incidence of return medications in 

Outpatient Pharmacy Department of Institut Kanser

Negara

2. To identify the contributing factors of high return 

medications in Outpatient Pharmacy Department of Institut

Kanser Negara

3. To formulate and implement proper remedial action

4. To evaluate the effectiveness of remedial action



KEY MEASUREMENTS FOR 

IMPROVEMENT



PROCESS OF CARE

Screening of prescription

Medications dispensed to 

staff nurse

Dispensing of 

medications to patient or 

next of kin 

yes

“Verify”

Prepare quantity, print label 

and prescription

Refer prescriber

Acknowledge patient in queue system

Filling of medications and 

counterchecking

Call number and identify 

patient

Dispense medications and 

counsel accordingly

Sign prescription

Pharmacy Assistant

Pharmacist

Pharmacist

Pharmacist

Pharmacist

Pharmacist /

Pharmacy Assistant

Pharmacist

Pharmacist

Problems

No

No 

Yes 

Pharmacist



MODEL OF GOOD CARE

Process Criteria Standard

(Percentage)

Pre-
remedial

Post-remedial

1st Cycle 2nd Cycle

Screening of 

prescription

• Screen for 5R by 
pharmacists:

a) Right patient

b) Right drug

c) Right dose

d) Right route

e) Right time

• Enquire regarding 
balance 
medication at 
home 

• Check last supply 
of medications in 
EMR

100.00%

100.00%

100.00%   

100.00%

78.60%

50.00%

100.00%

85.70%

78.60%

100.00%

70.00%

90.00%

Dispense 

medications and 

counsel 

accordingly

• Advise patient to 
comply to 
medications 

• Reconfirm 
regarding balance 
medication at 
home 

100%

100%

100.00%

71.40%

100.00%

84.70%

100.00%

90.00%



INDICATOR AND STANDARD

INDICATOR Percentage of return analgesic

FORMULA

STANDARD 30% reduction

Over 1/3 of waste due to return medications to 

pharmacy can be prevented

Bekker C. L. etal, International Journal of Clinical Pharmacy (2018) 40:704-711 

Number of Analgesic return

Total of Analgesic dispensed
X 100%



PROCESS OF GATHERING 

INFORMATION



METHODOLOGY

Prospective 

study-

Study 

Design

Universal 
sampling

Sampling 

Technique

“Borang

maklumbalas

pemulangan

ubat”

Data 

Collection 

Technique
Return 

analgesic by 
patient at 

Outpatient 
Pharmacy

Study 

Sample

Return analgesic 
received in 

Outpatient IKN

Inclusion 

Criteria

Non 
formulary, 

non analgesic 
return 

medications

Exclusion 

Criteria



DATA ANALYSIS & INTERPRETATION 

(VERIFICATION STUDY)



VERIFICATION PHASE



A verification study 

was done in IKN 

from 01/01/2019 till

30/04/2019

To determine the incidence of return analgesic in Outpatient Pharmacy 

Department (OPD) of Institut Kanser Negara

To identify the contributing factors of high return medications in Outpatient 

Pharmacy Department of Institut Kanser Negara

61 patients had 

return their 

medications 

during this periods

The values of 
those return 
medications 
was 

RM27,630.09

Verification Study



PERCENTAGE OF MEDICATIONS 

RETURN (QUANTITY)

80

43

33
29

210

0

50

100

150

200

250

Analgesic Laxative Acid Reflux Agent Cancer Hormonal
Therapy

Other

Quantity



PERCENTAGE OF MEDICATIONS 

RETURN (VALUES)

RM27,630.09 RM27,263.81

RM13,035.45

RM4,499.28 RM4,443.10
RM3,757.89

RM1,603.89

RM0.00

RM5,000.00

RM10,000.00

RM15,000.00

RM20,000.00

RM25,000.00

RM30,000.00

Analgesic Targeted
Cancer Therapy

Anticoagulant Antineoplastic Cancer
Hormonal
Therapy

Other Local
Anaesthetic

Values



REASONS FOR RETURN

Reasons Percentage

Expired / extra stock / unused 60%

Change of treatment / stop medications 24%

Allergy / side effect 8%

Non compliance 4%

Deceased 2%

Others 2%



Return medications cant be reuse for 

another patient as we cant ascertain the 

quality and efficacy of the products 

36% 64%



INTERVENTION PHASE

An intervention 

phase was 

done in IKN 

from 

01/10/2019 till 

31/01/2020

To formulate and implement proper 

remedial action



STRATEGY TO TACKLE THE ISSUES

Creating awareness
• Replica of returned medications

• Flyers / Pamphlets

• Poster exhibition

• Active engagement of Pharmacists and 

Patients

Medication reconciliation
• Counseling on medications upon dispensing 



REPLICA OF RETURN 

MEDICATIONS

Work in progress

Bottle filled with return 

medications



POSTERS EXHIBITION

Poster for display (English) Poster for display (Bahasa 

Malaysia)



POSTERS EXHIBITION

41



INFORMATION FLIPBOOK



EXHIBITION DISPLAY

Information Flipbook
Final Exhibition Display 



INFORMATION FLIPBOOK



ENGAGEMENT SESSION WITH 

AUDIENCE

Exhibition Display 2.0 Pledge board

Actively engaging with target audience

89%

Patient pledge to 

check medication 

before leaving the 

pharmacy



PARTICIPATIONG IN “SAMBUTAN 

HARI KANSER SEDUNIA IKN”



COUNSELING CHECKLIST FOR 

PHARMACISTS

Medications reconciliation



EVALUATION PHASE

An evaluation 

phase was done in 

IKN from 

01/02/2020 till 

31/05/2020

To evaluate the effectiveness of 

remedial action



DATA ANALYSIS

RM 27,503.37

RM 21,559.48



6.24

0

4.37

5.45
5.04

0

1

2

3

4

5

6

7

pre-remedial theoretically
possible

optimum
achievable

result

post remedial
(1st cycle)

post remedial
(2nd cycle)

ABNA 

1.08%

30% 

reduction / 

ABNA 

1.87% 

ABNA 

0.67%

DATA ANALYSIS



LESSONS LEARNED

• Only 36% of patients know that return 

medications can’t be reused for another 

patient -> need to educate and empower 

patients with knowledge & they need to play 

their part by taking only medications that 

they need during their appointment and 

informing the pharmacists of any excess 

medications still available at home. 

• Nearly 90% of them were willing and 

pledged to check their medications before 

leaving the pharmacy. 



CONCLUSION AND NEXT STEPS

This study managed to reduce 21% of the 

returned analgesic medications in OPD of IKN. 

Although earlier target of 30% reduction was 

not achieved, more out of the box solutions 

can be used to complement the conventional 

solutions to achieve it.

• This study can be done in other 

healthcare facilities that face the 

same issue of returned 

medications. This study also can 

be done for other groups of 

medications and not limited to 

analgesic medications. 



CONCLUSION AND NEXT STEPS

• In four months post-

remedial study, we 

managed to save RM5, 

943.89 from the 

reduction of returned 

analgesic medications 

or in average RM17, 

831.67 in a year's time. 

From this saving, we 

can increase the 

available funding for 

other medications 

expenditure.
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