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Abstract 

Telepharmacy is a telemedicine health service in the pharmaceutical sector that uses 

telecommunications to assist patients located far away during the Covid-19 pandemic. 

Furthermore, professional organizations are responsible for continuously providing information 

to pharmacists, ensuring they stay updated with the latest developments in the field. Mobile 

applications have emerged as the primary medium through which information can be accessed. 

Therefore, this research aimed to determine the implementation of telepharmacy in the Bangka 

Belitung Islands Province using observational research with a qualitative approach. The 

participants comprised a total of 11 individuals and the technique employed was purposive 

sampling. Subsequently, the collected data were subjected to analysis using the Miles and 

Huberman model. The results showed that the utilization of telepharmacy commenced within 

Bangka Belitung Islands Province and the community pharmacy service implemented the concept 

in the form of Drug Information Services, drug consultation or patient counseling, and 

prescription services through e-prescribing. Additionally, field observations highlighted the 

presence of services such as home delivery of medicines, patient education, and online non-cash 

payments. The implementation of telepharmacy within hospitals remains absent, despite the 

widespread adoption of digital services facilitated by the SIMRAS application. Pharmacists also 

ensured the administrative compliance of their colleagues through the utilization of the SIAP 

application. The preliminary stages of the implementation commenced in the Bangka Belitung 

Islands Province.   
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1. INTRODUCTION 

The Covid-19 pandemic was accompanied by conspiracy theories, rumors, and 

infodemics, exacerbated by the availability of social media access, and the development of 

mental health problems due to lockdown (Hua & Shaw, 2020; Yanes et al, 2021). Graviria-

Mendoza, et al., (2021) state a substantial portion of drug-related information originates from 

pharmacists, while the majority is sourced from social media, internet networks, and WhatsApp 

as well as personal or family drug use experiences (Pariyana, Mariana & Liana, 2021).  

During the Covid-19 pandemic, there was a significant percentage of self-medication 

including drugs without sufficient scientific evidence (Quispe-Canari et al, 2021). This 

phenomenon was driven by a perception that the illness was merely minor and did not 

necessitate consultation with a healthcare professional (Susilo & Muslim, 2022). Commonly 

employed drugs for self-medication encompass acetaminophen (Graviria-Mendoza, et al., 

2021), ibuprofen, azithromycin, penicillin, antiretrovirals, and hydroxychloroquine (Yanez et 

al, 2021; Quispe-Canari, 2021; Yazdany & Kim, 2022; Gras et al, 2021; Mashuri et al, 2022). 

Regrettably, many individuals opt to engage in self-medication practices with potent drugs 

without seeking guidance from pharmacists at community pharmacies (Susilo & Muslim, 

2022). A significant proportion of these medications are procured from community pharmacies 

and drugstores (Mashuri et al, 2022). 

The widespread use of off-label and irrational drugs for the Covid-19 causes morbidity 

and mortality, especially the incidence of infection (Paumgartten & Oliveira, 2020) and 

resistance due to the increased use of inappropriate antibiotics by the public (Mashuri et al, 

2022; Kurniawan, Wardiyah & Tadashi, 2020).  

Research in Indonesia on pharmaceutical staff showed that approximately 1/3 (37.7% of 

4716) of respondents had given antibiotics to patients suspected of having the Covid-19 

(Mashuri et al, 2022).  

The patient obtains these medicines from the pharmacy because they do not receive 

information on drug use. In reality, pharmacy visitors require drug information, and there exists 

a noteworthy relationship between attitudes and the need for drug information (Abdullah, 

Andrajati & Supardi, 2010).  

During a pandemic, it is crucial for professional organizations to consistently provide 

information, and pharmacists should utilize mobile devices as well as applications as the 

primary means of accessing information (Hoti et al, 2020). The community expresses the hope 

that pharmacists can offer services to extend their profession to a larger audience, enhance the 

presence of pharmacists, and provide comprehensive pharmaceutical services (Subadio, 

Wiyono & Mpila, 2022). Furthermore, public readiness and acceptance of telepharmacy 

services are at a high level (Rahma, 2021) with patient satisfaction (Hartani, 2021).  

Telepharmacy is a telemedicine health service within the pharmaceutical sector that 

utilizes telecommunications to cater to patients in remote (Kementerian Kesehatan Republik 

Indonesia, 2021; Win, 2017) and rural areas (Poudel & Nissen, 2016; Le, Toscani & Colaizzi, 

2020) during the Covid-19 pandemic (Iftinan, Wathoni & Lestari, 2021; Lubis, 2021; Putri & 

Wicaksono, 2021). Furthermore, it has been implemented since 2012 as an effective form of 

telepharmacy services (Baldoni, Amenta & Ricci, 2019; Sarkar et al, 2018) and its adoption 

has been increasing worldwide (Asseri et al, 2020). The results of other research show that most 

services such as drug counseling, prescription review, Drug Information Service, drug therapy 

monitoring, and pharmaceutical homecare are carried out offline/manually (Mansyur et al, 

2019; Kementerian Kesehatan Republik Indonesia, 2020; Djuria & Sinulingga, 2021). 

There is a need for initial information despite the Covid-19 pandemic serving as an 

opportunity for the implementation of telepharmacy, particularly in the archipelago of the 

Bangka Belitung Islands Province, which necessitates remote healthcare services. These 
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surveys will help assess the current state of telepharmacy implementation in the Bangka 

Belitung Islands, allowing for the conduction of evaluation, improvement, and service 

development. 

 

2. RESEARCH METHOD 

The method employed was observational research with a qualitative phenomenological 

approach. Data collection was conducted in the Bangka Belitung Islands Province from 

February to August 2022. The research included a total of 11 respondents, selected through 

purposive sampling. The respondents consisted of the heads of regional and branch 

organizations of the Indonesian Pharmacist Association in the Bangka Belitung Islands 

Province. Additionally, the heads of the regional health center pharmacy association and the 

Bangka Belitung Islands Province Hospital Pharmacy Association were also included as 

respondents.  

In this qualitative research, primary data collection was conducted using triangulation 

techniques. This involved employing in-depth interviews, observing activities at health centers, 

pharmacies, and hospitals randomly, as well as using documentation. The collected data were 

then analyzed through the Miles and Huberman model, which consists of data reduction, 

display, and conclusion drawing/verification. Data reduction involved the simplification, 

classification, and elimination of unnecessary parts without contributing to the results. 

Furthermore, data display entailed presenting the data in a systematic and easily understandable 

manner. It involved organizing and compiling the data to facilitate meaningful interpretation 

and identification of patterns or themes. Conclusion drawing/verification is the final step in the 

data analysis process drawn based on the analyzed results. It remains subject to change when 

additional supporting evidence is discovered during subsequent data collection stages. 

 

3. RESULTS AND DISCUSSION 

The data processing shows that telepharmacy has indeed been implemented in the Bangka 

Belitung Islands Province. The findings from in-depth interviews indicate that the services, 

such as Drug Information Services, drug consultation or patient counseling, and prescription 

services (e-prescribing), have been adopted in community pharmacy services at health centers 

and pharmacy drug stores. Additionally, field observations demonstrate the existence of home 

delivery of medicines, patient education, and online non-cash payments. 

Telepharmacy services, including Drug Information Services, drug consultation or 

patient counseling, and patient education, are conducted through telephone communication and 

different social media platforms, such as WhatsApp, Instagram, and video call applications. 

Prescription services employ e-prescribing methods, and home delivery of medicines is 

facilitated. In addition, online non-cash payments are made possible through diverse electronic 

prescription systems utilized in pharmacies. 

These findings align with previous research indicating that virtual consultations, home 

delivery of medicines, and patient education are commonly employed telepharmacy services in 

numerous countries (Unni et al, 2021; Deloitte Indonesia, Bahar Law Firm & Chapter 

Indonesia, 2021). In addition, online non-cash payments, virtual self-medication (Fathony et 

al, 2021), and Drug Information Service activities are carried out online through email and 

WhatsApp (Arrang et al, 2021) as well as video calls during patient education and counseling 

(Koster, Philbert & Bouvy, 2021). 

Research about pharmaceutical services shows that a total of 69 pharmacies (71.88%) 

have used technology-based pharmaceutical services. Telecounseling is conducted by 

providing self-medication services and drug information to customers online (59.4%). The 

online prescription and self-medication services use chat applications (WhatsApp, Telegram, 

Line), email, other online applications (Halodoc, Klikdokter), and video call applications 
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(Skype, Zoom, Google Meet). Chat applications are most often used both in online prescription 

services (50%) and self-medication (87%) (Fathony et al, 2021). 

Pharmacists employ telepharmacy as a means to deliver clinical pharmacy services 

encompassing communication, information dissemination, education, drug therapy monitoring, 

drug information services, and drug dispensation. Telepharmacy media used are varied 

including telephone, WhatsApp, Instagram, SMS, website, TikTok, and Youtube (Sasanti, 

Maharani & Sholihat, 2021). 

In Public health centers in Indonesia, the Electronic Prescription System served to 

provide pharmacological information about every available drug. In addition, the e-Health 

system for Tuberculosis Disease Management in the form of a software module was developed 

with one of the main functions of a short message delivery system through a cellular telephone 

network as a reminder of the patient's six-month treatment schedule (Santoso et al, 2015).  

Telepharmacy in hospitals has not yet been implemented due to the digitization of 

services through the SIMRAS application. The findings differ from research conducted in other 

areas of Indonesia, which indicate the implementation of telepharmacy in hospitals. 

Telepharmacy has not been implemented in the districts of the Bangka and South Bangka. 

However, pharmacists have diligently completed the administrative legalities by using the 

SIAP application.  

Several factors hinder the implementation of telepharmacy in the Bangka Belitung 

Islands Province. These include the availability and preparedness of pharmacists and other 

pharmaceutical personnel. Furthermore, some pharmacists, particularly senior ones, remain 

unaware of the convenience offered by telepharmacy services. Challenges such as limited 

internet network coverage, inadequate service hours, insufficient facilities and infrastructure, 

and a lack of familiarity among the community contribute to these obstacles. Additionally, 

regulatory frameworks and management mindsets also play a role in impeding the 

implementation of telepharmacy. The factors that become obstacles in the implementation are 

limited human resources and time (Arrang et al, 2021 ; Sasanti, Maharani & Sholihat, 2021), 

facilities and infrastructure (Santoso et al, 2015 ; Krisnadi & Laili, n.d), legal regulation 

(Krisnadi & Laili, n.d), technology signal, access to internet (Sasanti, Maharani & Sholihat, 

2021; Hariyanti, 2022), patient’s economy (Sasanti, Maharani & Sholihat, 2021) and 

collaboration between system developers and the government (Santoso et al, 2015).  

The respondents expressed their desire for pharmacists to demonstrate willingness and 

capability in using telepharmacy services for patients. Consequently, there is a need to further 

develop telepharmacy services to enhance convenience for both patients and pharmacists. It is 

essential to conduct effective socialization campaigns to promote the proper utilization of 

telepharmacy among stakeholders. 

4. CONCLUSION          

In conclusion, telepharmacy was implemented in Bangka Belitung Islands Province but 

required development and improvement to enhance its effectiveness and efficiency. Therefore, 

it is necessary to carry out further research on the development of telepharmacy service models 

in the Bangka Belitung Islands Province. 
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