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Abstract
This action research aimed to: (1) examine the situation and problems related to the management and
referral of psychiatric emergency patients; (2) develop a seamless management and referral model for psychiatric
emergency patients; and (3) evaluate the developed model within the Yang Sisurat District Health Service

Network, Maha Sarakham Province. The study was conducted from September 2023 to September 2024 by
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integrating the concepts of Seamless Care and Case Management. The research process comprised three phases:
situation analysis, model development through two action research cycles, and model evaluation. Participants
included 45 multidisciplinary team members and community network partners involved in the development
process. Outcomes were evaluated among 69 psychiatric emergency patients after implementation and
compared with data from 67 patients before implementation. Data were collected using interviews and focus
group discussions, patient care records, the Overt Aggression Scale, and a satisfaction questionnaire. Quantitative
data were analyzed using frequency, percentage, mean, and standard deviation, while qualitative data were
analyzed using content analysis.

The findings showed that the previous service system had gaps in risk and severity assessment,
preparation and transfer of referral information, inter-facility coordination, and continuity of follow-up care in
the community. The developed model consisted of five components: (1) systematic risk assessment and
classification; (2) seamless care and referral across all levels of health services; (3) case management for high-
risk and complex patients; (4) information linkage and continuity of care after treatment; and (5) workforce
capacity building and quality monitoring. After implementation, complete assessment of severity and risk
increased from 71.64% to 97.10%, and continuous follow-up after treatment increased from 58.21% to 94.20%.
The proportion of patients requiring referral decreased from 26.87% to 17.39%. Among referred patients,
complete patient preparation and referral information increased to 100%, and referrals completed within two
hours increased from 50.00% to 91.67%. No adverse events during waiting or transfer were reported after
implementation. Among 28 patients meeting the criteria for case management, 96.43% received comprehensive
assessment, 92.86% had individualized care plans, and 92.86% experienced no recurrent violence during follow-
up. Overall satisfaction among the multidisciplinary team and network partners was at the highest level (Mean
= 4.54, SD = 0.39).

Keywords : psychiatric emergency patients, seamless referral, case management
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