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Abstract

According to Sections 25(5) and 27(3) of the National Health Act B.E. 2550 (2007), the National
Health Commission is authorized to establish guidelines and procedures for monitoring and evaluating the
national health system. Furthermore, the National Health Commission Office is tasked with surveying,
studying, and analyzing various data and the overall situation of the health system in order to produce
reports or to facilitate the implementation of the Act. This research aimed to develop a set of indicators
for monitoring consumer protection on health to be used for tracking, evaluating, and reporting on the
status of Thailand's health system regarding consumer protection in a systematic and continuous manner
using the 3rd National Health System Charter B.E. 2565 (2022) as the reference framework. The selected
indicators in this study were designed to measure consumers’ health protection on five dimensions: laws
and enforcement, product and service surveillance, compensation for damages, consumer empowerment,
and information databases for warning. The findings revealed that Thailand's consumer protection laws
had been revised to be more up-to-date and had been enforced. However, the impact of these revisions
on consumers should be further monitored. There was still a number of substandard health products on
the market, hence could be able to pose some risks to consumers. Related organizations had systems in
place for monitoring and receiving complaints about health products and services, but the standards of
these organization were not consistent among each other. Regarding compensation for damages, there
was still a lack of a direct compensation fund for damages resulting from the consumption of health
products and services. Therefore victims had to resort to legal action to seek compensation by their own.
Additionally, there was a limited number of consumer organizations at the provincial level. Moreover,
warning information databases were found not yet proactive. Therefore, inter-organization coordination
should be improved to ensure timely actions. Furthermore, as this is the first time developing and defining
indicators for monitoring the status of Thailand's health system in terms of consumer protection by
referencing the National Health System Charter, targets of some indicators still need to be developed. In
addition, data collection according to these indicators should be systematized further. The indicators
should also be continuously reviewed to ensure their suitability and alignment with changing contexts or

situations.

Key words: health system, National Health System Charter, indicators, consumer protection
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Executive Summary

Background

Development of indicators and providing report on the status of Thailand’s health
system regarding consumer protection on health is a mandate of the National Health
Commission specified in the National Health Act B.E. 2550 (2007) according to the Sections
25(5) and 27(3) of the Act. These sections authorize the National Health Commission (NHC)
to establish criteria and methodologies for monitoring and evaluating the national health
system. Additionally, the National Health Commission Office (NHCO) is responsible for
surveying, studying, and analyzing health system data to create reports or facilitate
operations under this Act. In order to achieve the intended objectives, ensure continuity, and
effectively utilize the 3rd National Health System Charter B.E. 2565 (2002), which serves as a
reference for Thailand’s desirable health system, a set of mutually recognized health system
indicators has been developed for being used in monitoring, evaluating, and publicly
reporting on Thailand’s health system which is aimed towards an “equitable health system”
within five years. In addition, the information could be reported to relevant organizations, as
well as to be developed as policy recommendations proposed to the Cabinet and other

related organizations.

Objectives
e To develop a "set of indicators for Consumer Health Protection" in alignment with the
3rd National Health System Charter B.E. 2565 (2002);
e To provide a report on the status of Thailand’s health system regarding the Consumer
Health Protection based on the developed consumer health protection indicators;
e To propose policy recommendations and measures to guide the consumer health

protection system towards goals of the desirable health system.

Implementation
1. Reviewing Consumer Rights Protection: Analyzing strategies, laws, agency missions,
and relevant indicators at both domestic and international levels, and identifying key
data and indicators to develop consumer protection indicators.
2. Conducting In-depth Interviews and Focus Group Discussions: In-depth Interviews

were conducted with government agency executives, health consumer protection
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experts, executives of Thailand Consumers Council, private sector representatives in
health products and services, and professional health council representatives. Focus
group participants included policymakers, provincial agency heads, subcommittees of
the Consumers Council, non-profit consumer organizations, and patient network
representatives. This provided essential information for drafting health consumer
protection indicators and selecting criteria for the indicators.

3. Developing the Consumer Health Protection Indicator Set: This involved defining
terms, detailing indicators, identifying data sources, setting monitoring and
measurement criteria, and weighting indicators with expert input.

4. Preliminary Data Collection: Collecting baseline data for consumer health protection
situation reports using developed indicators. This included utilizing publicly available
datasets and reaching out to relevant consumer protection agencies.

5. Stakeholder Meetings: Engaging representatives from consumer protection-related
agencies, including executives, academics, agency representatives, and practitioners,
to review and discuss health consumer protection indicators and reports.

6. Utilization of Developed Indicators: Implementing the developed indicators for
monitoring and evaluation, compiling reports on health consumer protection, and

formulating policy recommendations and various measures.

Key Findings
1. Indicator Development: The development of consumer health protection indicators
was based on four key criteria which were (1) being able to reflect comprehensive
outcomes; (2) having clear definition and measurement method; (3) having existing
data available and being able to be monitored without requiring new data collection;
and (4) being able to be developed in the future. The final set of developed
indicators included five components with 13 indicators as follows:
Component 1: Legal Mechanisms and Enforcement (3 indicators)
1. Percentage of newly enacted or amended consumer protection laws in the
past five years
2. Percentage of consumer health protection laws being evaluated for their
effectiveness and compliance with present context and international

standards
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3. Number of reports from Thailand Consumers Council regarding actions or
omissions affecting consumer rights on health products and services being
forwarded to responsible government agencies or other responsible entities
and publicly disclosed

Component 2: Health Product and Service Surveillance (3 indicators)

1. Existence of a safety monitoring and complaint system for health products
and services, with public information dissemination

2. Percentage of consumer complaints about health products and services being
resolved by relevant agencies and Thailand Consumers Counsil within the
designated timeframe

3. Percentage of health products meeting required standards

Component 3: Compensation for Consumer Harm and Damages (2 indicators)

1. Availability of government and Thailand Consumers Councils' mediation
systems for compensating health products and service-related damages

2. Percentage of consumers receiving compensation for damages related to
health products and services

Component 4: Empowerment of Consumers and Consumer Organizations (4 indicators)

1. Percentage of provinces having provincial consumer protection agencies

2. Percentage of provinces having legally registered consumer organizations

3. Percentage of health-related policies developed by participation of Thailand
Consumers Council being acknowledged or accepted by government agencies

4. Percentage of the population having health literacy on health products and
services

Component 5: Development of Hazard Alert Databases (1 indicator)
1. Availability of hazard alert databases being used by government agencies,
consumer organizations, and consumers
2. Preliminary Data Collection for Consumer Protection on Health Based on
Developed Indicators
Component 1: Legal Mechanisms and Enforcement
Consumer protection laws were up to date, with new laws regarding health

products and services being enacted.
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Consumer health protection laws were effectively enforced, aligned with
current conditions, achieving consumer protection goals, and complying with
international standards.

Thailand Consumers Council, established under the Consumer Organization
Council Act B.E. 2562 (2019), had the authority to report actions or omissions affecting
consumer rights to government agencies or other responsible entities and publicly
disclose the information. Between 2022-2024, there was no recorded report regarding
actions or omissions affecting consumer rights in food, medicine, health products,
and health services, however, reports in other areas were documented. It was found
that the Consumers Council continued to monitor the enforcement of consumer
protection laws.

Component 2: Health Product and Service Surveillance

A safety monitoring system and a complaint system were in place for handling
complaints regarding health products and services, with public data dissemination by
responsible agencies. Government agencies and Thailand Consumers Council handled
complaints within the designated timeframe as follows:

1. The Department of Health Service Support could resolve consumer health service
complaints within the specified timeframe (90 days) at a rate of 100.00% (2022) and
78.02% (2023).

2. The National Health Security Office could resolve consumer health service complaints
within the specified timeframe (25 days) at a rate of 94.15% (2022) and 90.21% (2023).

3. Thailand Consumers Council could resolve consumer complaints regarding health
products within the specified timeframe (90 days) at a rate of 99.35% (2022) and
98.50% (2023) and health service complaints at a rate of 86.35% (2022) and 97.13%
(2023).

4. The Food and Drug Administration did not specify its complaint resolution timeframes
but did focus on legal measures to suppress consumer protection violations through
its operation unit called the “Center for Complaints Management and Suppression of
Illegal Actions Regarding Health Products”, which had a mandate on public
communication on enforcement actions.

Component 3: Compensation for Consumer Harm and Damages
Thailand did not have a compensation fund or system for damages resulting from

the consumption of health products and services. Consumers had to pursue legal action
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to obtain compensation themselves. Whereas the National Health Security Office
provided preliminary assistance to consumers in cases of damages resulting from medical
treatments.

The National Health Security Office, Office of the Consumer Protection Board, and
the Consumer Council had mediation systems to facilitate compensation for damages
caused by health products and service consumption.

Consumers did not receive direct compensation for damages from health product
consumption. However, for health services, the National Health Security Office provided
preliminary assistance to consumers in cases of damages, with reported percentage of
consumers receiving compensation as follows: 82.36% (2021), 85.08% (2022), and 77.41%
(2023). Total compensation amounts were 208.259 million THB (2021), 291.109 million
THB (2022), and 282.125 million THB (2023).

Component 4: Empowerment of Consumers and Consumer Organizations

Capability of consumer organizations and consumers should be enhanced. More
consumer organizations should be legally registered to ensure their distribution in every
province, and provincial-level agencies should be increased. Thailand Consumers Council
was found actively participated in shaping public health policies but it needed to monitor
the implementation of these policies by government agencies.

Distribution of legally registered consumer organizations was found in 54 provinces
(70.13%) as of October 5, 2024, and distribution of provincial-level consumer protection
agencies was found in 19 provinces (24.68%) as of October 10, 2024. Therefore, number
of provincial-level consumer protection agencies remained insufficient. Many provinces
did not have registered consumer organizations. Some provinces had only one consumer
organization. Hence there was a limit in accessibility for the public.

Consumer literacy on health products was found at a moderate level but tended
to be increasing. However, there were no report on consumer literacy regarding health
services. The findings were as follows:

1. The Food and Drug Administration conducted surveys and found literacy rates for
health products among consumers were at 73.30% (2022), 76.01% (2023), and 78.01% (2024).
2. The Health Consumer Protection Academic Center of ThaiHealth conducted surveys
and found literacy rate for health products among retail business owners was at 62.03% (as

of October 5, 2024).

XV



Component 5: Development of Hazard Alert Databases

There were databases of warning alerts that government agencies, consumer

organizations, and consumers could utilize. It was found that many consumer protection

agencies had developed programs or software applications with a database to check,

monitor, track, or warn of products and services which allowed public to access through

many applications as follows:

1.

“With You” by the Department of Medical Sciences: A platform for knowledge
transfer, health risk communication and alerts, accessible via computers and mobile
devices.

“Safety Alert FDA” by the Food and Drug Administration (FDA): A system providing
alerts on substandard health products. Available at:
https://www.fda.moph.go.th/sites/SafetyAlert/Pages/Main.aspx. “Safety Alert FDA”
was also a channel for the public to search for information to verify suspicious health
products.

“OCPB Connect Application” by the Consumer Protection Board: An application
providing access to business information, consumer alerts, knowledge, news,
information and services. It also provided “Pi Pokpong”, a chatbot developed to
assist consumers.

The Department of Health Service Support: Providing warning alerts through
various channels, such as press releases, The Department of Health Service Support’s
Khui Khao program, other television programs, and published infographics.

Thailand Consumers Council: Providing supports and conducting inspection,
monitoring and public warnings on hazardous products and services that posted

impacts on consumer rights or caused damages or deterioration to consumers.

Recommendations

Policy Recommendations
1. The Office of the Permanent Secretary, The Prime Minister's Office and
Thailand Consumers Council should have proactive policies to support the
increase in qualified consumer organizations at both provincial and
organizational levels.
2. The government should establish a compensation system for damages from

health products and services to ensure consumer protection.
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3. The government should publish reports on the evaluation of effectiveness of
consumer protection laws in order to allow external assessments on
relevance and consistency of the laws with current situation, accomplishment
of the laws on consumer protection goals and their compliance with
international standards.

4. The government should promote health literacy among the public to enable
individuals to protect themselves from health products and services that may
endanger to their lives and well-being.

5. The National Health Commission Office should continuously monitor
consumer health protection status in alignment with the National Health
System Charter periodically (annually or triennially), update data, and

maintain the database for utilization.

Operational Recommendations

1. There should be a joint assessment of the participation of consumer
organizations and government agencies to determine the appropriateness,
sufficiency, their roles and interactions in order to enhance the effectiveness
of their work.

2. The Office of the Consumer Protection Board, the Food and Drug
Administration, and other government agencies responsible for consumer
protection should assess whether consumer protection laws are
comprehensive and up to date.

3. Government consumer protection agencies, Thailand Consumers Council, and
provincial agencies should collaborate to establish a standardized system for
handling complaints, mediation, and compensation for damages resulting

from consumption.
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