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An Analysis on the Factors Affecting Revisit and Defection of Long-term Outpatients
in Neighboring Pharmacy of General Hospital

Chang Kyun Oh, Byung Chul Choi and Uy Dong Sohn”

Department of Hospital and Clinical Pharmacy, The Graduate School of Food and Drug Administration,
Chung-ang Univercily, Seoul 156-756, Korea

Abstract — There have been rapid changes in the pharmaceutical environment after the separation of Dispensing and Pre-
scribing practice. In the early stage of this system, outpatients had few options to choose their pharmacies due to various
obstacles. Under these circumstances, this study on the defection tendency of long-term care patients was performed
through the analysis of outpatients who quit visiting a pharmacy nearby general hospital. PowerBuilder ver 9.0 program was
used to extract significant data, and SPSS package was employed for statistic analysis. 3,308 outpatients who visited a phar-
macy nearby hospital for a month (in January, 2004) were studied. Patients' sex, age and location of residence, the class of
medical insurance, the characteristic type of medication (powder, split form, medication for external use/injection), waiting
time, disease (department) were considered as variable factors. It turned out that the patient revisit ratio was 80.8% and
the patient defection ratio was 32.4%. As was expected, those factors mentioned above influenced on the revisit and defec-
tion ratio considerably. In terms of patient factors, it proved that there was no relationship among sex, location of residence,
the class of medical insurance and revisit (defection) ratio. Only age factor influenced the ratio; the older, the higher revisit
ratio and the less defection ratio. In respect of dispensing factors, there were obvious relationships among the factors and
the ratio; bill (money they had to pay individually), waiting time, number of medications, splitting of tablets, unit price of
drug and revisit (defection) ratio showed significant relationship. The result of this study revealed an aspect of outpatients'
behavior and it could be used as a reference for better patient service and customer relationship management.
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H) 2o 9(64.3) 5(35.7) 14(100)

(%) BAY. * BAA F

24 A& ** Kendall's t-b &t
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TR A7 sAe] QI ok ARKE Y o]F 21 #A 455
Table VIII - AL-EEol IS vAE 29 - A5
A H}E b= ]
TE e A% ) yZ-value P-value
A& A <bE
1 =t 256(74.0) 90(26.0) 346(100)
1~5%+¢ W gk 1158(79.6) 296(20.4) 1454(100) 0.001
2ARgGT 5~10%+ m) %t 731(83.5) 144(16.5) 875(100) 18.782 0,066
10~505F9 wjg 443(83.7) 86(16.3) 529(100) ‘
509k o)A $(80.0) 2(20.0) 10(100)
1209 o)t 1901(80.6) 458(19.4) 2359(100) 0015
ZALF 120~149¢ 450(84.3) 84(15.7) 534(100) 8.349 20,000
1502 o)A} 245(76.3) 76(23.7) 321(100) :
5% o]3t 1687(82.0) 371(18.0) 2058(100)
6~10% 659(82.7) 138(17.3) 797(100)
11~15% 148(70.1) 63(29.9) 211(200)
16~20% 51(63.0) 30(37.0) 81(100) 0.000
JIA 7
71713k 21~25% 15(75.0) 5(25.0) 20(100) 36464 1=-0.054
26~30% 9(75.0) 3(25.0) 12(100)
31~60% 13(81.3) 3(18.8) 16(100)
61% ol 14(82.4) 3(17.6) 17(100)
1 407(67.8) 193(32.2) 600(100)
2 615(78.5) 168(21.5) 783(100)
3 641(85.1) 112(14.9) 753(100) 0.000
A A= 4 396(85.7) 66(14.3) 462(100) 100.719 120144
5 258(85.7) 43(14.3) 301(100) ‘
6~10 270(88.5) 35(11.5) 305(100)
11 o] 9(90.0) 1(10.0) 10(100)
o s z3t 1008(89.6) 117(10.4) 1125(100)
_1?_%} ok = . .
= u] £33 1588(76.0) 501(24.0) 2089(100) 86.860 0.000
1004 ©)8} 175(67.6) 84(32.4) 259(100)
2 Aoh 101~500< 555(74.2) 193(25.8) 748(100)
- 501~1000-4 807(82.4) 172(17.6) 979(100) 70,406 0.000
A3 c_;f%w} 1001~50009 937(86.4) 148(13.6) 1085(100) . 7=0.136
5001~10000-¢ 52(92.9) 47.1) 56(100)
10001¢ )4 67(83.8) 13(16.3) 80(100)

YRS MBS (g) T AJQY, *¥ Kendalls - b

(
Z} 8L o) 4 Pvalue<0. OSEH BE H94

i
%)

70

65

60

503l 6-10 11-15

Fig. 3-di7|A2t3) A g

16-20 21-25

o3 18] Bi ek 27

26-30

bel oto] zgtal Apge] A9

A FAE eSS

31-60 610[4 (&)

AME-E0] 2 Slol) ik, Sto] AEgo] FoAE A& FAAR) WEo|Hwh, okE u
e NFON, Bl e A0 A8 Fasd, 2 st e Zol AR g7t Bt AR AR net
2ozl BOE 5 W4 QI ofwo] el oa) At A o) Motk B 5 gith 8Pt A A2E 5 s B
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Table IX - o2&l F&& A= Ql-#$A54

ojg o

B % 2. P-val
T8 o)m olgata] e A A ¥ -value value
o 460(30.4) 1051(69.6) 1511(100)
1 o
3T o] 581(34.1) 1122(65.9) 1703(100) 4.932 0.026
104 =%k 12(34.3) 23(65.7) 35(100)
10~194 31(31.3) 68(68.7) 99(100)
20~294) 38(32.8) 78(67.2) 116(100)
30~39A 105(47.7) 115(52.3) 220(100)
o) 40~494 145(36.1) 257(63.9) 402(100) 35.696 **()_:000
50~594] 214(33.0) 434(67.0) 648(100) T**=-0.070
60~6941) 300(30.5) 684(69.5) 984(100)
70~79A) 156(27.2) 418(72.8) 574(100)
80~89A4| 38(29.2) 92(70.8) 130(100)
9041 o]} 2(33.3) 4(66.7) 6(100)
S 367(29.3) 887(70.7) 1254(160.0)
AFA A A7) 206(28.9) 506(71.1) 712(100.0) 3.132 0.209
=) 8 140(33.5) 278(66.5) 418(100.0)
h=Res) 1014(32.6) 2093(67.4) 3107(100)
359 LIR=Ree] 20(21.5) 73(78.5) 93(100) 5.280 0.071
)2 7(50.0) 7(50.0) 14(100)

(L BEE% BAD. * TAF 724 Y& ** Kendall's b

Zo] Weks 7HlEl] FE olf7) AntEds A ) o
F2 FraEAdont A3 EAE Beksled, 1) o Baki)
59 A 1059 ol3te HaxAgE FAEEE AT S
Ziolzivtd & o 32 AEe] 22 WE 5 3l Aoz V)
2ik31=

O|EHE0| AEE Dl 29 - olZEn ATESRC] =2 o)
7v s Age)z) sl 2 QoM Alao] A8 gk
ORI #Jx). o|2 g B9 A= WAFoE AMEE
& o7} B Lo nlzabA Uebsth APE-gelM FA
Ao feolido] Qlrta Hkel A= ojEEoME thFE &
A Sle A7E Yeidth ‘

Aol ME A= AYEEIME F2g0] 9= HoE 1}
Ehtont olghg-2 e wit xlolrt AR 0H (p=0.026), &
A7} 34.1%% B2 30.4%R0)F ZF B9}

vols} olgg 7] A Qo Yoyt BEE o2 F
o] "oJA)31(p=0.000, Kendall's t-b zt=-0.070), AHHE-go) =
oF =RIBA7} 2 AYFol vl8 T Eoyaltyy} F& AL
& ok W olgdEo] =& 32 30UE 47.7%% Ul

H

gy [+)
AEE Y T e QJE80] A3k, 3% A9 vk &
T 5 Q1 QRlo] o sl FgshH= Rom 8 B 5
AUtk AFA A L REFHL o)L BoIME A3} Zo] H
ojdo] gisith(Table IX).
olgEe] oM Tt ZAEA HFEo) EF Y 2L
Fo] 3%t AAaAAZE Bt Table X). BRIFTHE0] 5842

rl
y

o|&E-2 Y Vel (p=0.001, Kendall's t-b 2t=-0.044), &
ALE7t AFE ogES ol R THp=0.000).

Az o2 g3 BEAdo] 3191eH (p=0.001), Th7IAIZE
o] AFE o|HEEL FA YERTE 16~20% Alo]] o2 EL
45.7%%. 7V =A Jerd=sl(Fig. 5), ol AE-ElA e}
W Agl o] Kek=r gxMEe] tiz| Azt dist E5k glo] =
Aekg 71t & e AElFRl g2 0] 1589 &
Utk o] Aol wlel 16~20 Ato]2] ExtolAE FoF Al &
A% o glef] ZAAIZIO] ARl Aol thet Al AFo] ¥
L3l B = o). dpPkle] ke 238k 7R 23.5%
2 713 olgEo) FA vEeldd)], A9 dolxrt Fof Azt
o] Ho] 2 QHE Z-9oli= 133 A8 s gAlse] 23]
2 & olgsla &g AFE 5 AUtk

ZAFe] 7RFAAFYE BETE o|FES @A vhERTH
(p=0.000).

AAF7E VIA 7392 o2 EL 47.0%FZ AASA &
FAE el 3 71K oo R A" FAE BEE 3}
Akn ZAPES dolTrt %A ghobA] B oA E 4
ZAE Q7] dE) olgdgo] Foltty B4 F 9t
(Fig. 6).

B& 2A2 ojfef ulet o|FET KoY e XlE B
Edll(p=0.000), B8 ok TFH 2 A2 ol2ECQLI%Y] B
okS ¥SIA] ok ZA2 ol 2E(38.1%)°l B3] A =
et o) Aih= Al dolur) 52 ZALFE o]gE9)
Hrh= A RojEr
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Table X - o2& Jag mX= Q-2 AEA
o]g o B
T8 12 A% A A y2-value P-value
olg olgalx A&
194 mjgk 132(38.2) 214(61.8) 346(100)
1~59rgl mgk 486(33.4) 968(66.6) 1454(100) 0.00L
Bolyghar 5~10%k¢ ujgt 254(29.0) 621(71.0) 875(100) 17.682 0,044
10~50%+< =t 162(30.6) 367(69.4) 529(100) )
509+g o] 7(70.0) 3(30.0) 10(100)
1209 © % 824(34.9) 1535(65.1) 2359(100) 0.000
AL 120~149% 141(26.4) 393(73.6) 534(100) 26.817 1=-0.089
1502 o)A} 76(23.7) 245(76.3) 321(100) )
5% o)a} 630(30.6) 1428(69.4) 2058(100)
6~10% 258(32.4) 539(67.6) 797(100)
11~15% 94(44.5) 117(55.5) 211(100)
16~20% 37(45.7) 44(54.3) 81(100) 0.001
71 21~253 7(35.0) 13(65.0) 20(100) 24449 1=0.057
26~30% 4(33.3) 8(66.7) 12(100)
31~60% 5(31.3) 11(68.8) 16(100)
61% o|AF 4(23.5) 13(76.5) 17(100)
1 282(47.0) 318(53.0) 600(100)
2 272(34.7) 511(65.3) 783(100)
3 203(27.0) 550(73.0) 753(100) 0.000
A A5 4 120(26.0) 342(74.0) 462(100) 89.474 =0.130
5 79(26.2) 222(73.8) 301(100) :
6~10 81(26.6) 224(73.4) 305(100)
11 °]4 4(40.0) 6(60.0) 10(100)
. =3 246(21.9) 879(78.1) 1125(100)
23 obE H . '
T S )z 795(38.1) 1294(61.9) 2089(100) 87.521 0.000
1004 ©|3f 114(44.0) 145(56.0) 259(100)
o = 101~500<) 304(40.6) 444(59.4) 748(100)
*gjﬂ ° 501~1000¢ 293(29.9) 686(70.1) 979(100) 60.900 0.000
SkET} 1001~5000-¢ 286(26.4) 799(73.6) 1085(100) 1=-0.117
e 5001~10000¢ 16(28.6) 40(71.4) 56(100)
100019 o)A 23(28.8) 57(71.3) 80(100)

()2 BEE(%) A Y. ** Kendall's
7

&

1-b
7t G E oM Pvalue<0.0524 55 94 ¥ +2E dEl S
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Fig. 5 - )71 A 7t3) o] & &,

ZAIF T R Wbt HQl ok Wt wEE oY
2 9 Ueht=d(p=0.000), 53] #Hxwrbt 100403l
Afolle olgEe] 4.0%= v = YeRer, o) A7
okel 729 e} Fola AAl AT 5 7] WiEel] Bxke oF
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B Ao 4 A7 Kebxe] 71 A 8AE] s
& 80.8%, o[EE-S 32.4%= eI oA e o
A= A AEE 2 o|EES IS AdRTAT il
ERJ=GIT. 34 54320 A, AFAY, REFELS 5 A
FHAPY QIsler, A% WollA Yo/t BESE AEge] =
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o] 604 ol mdF BRloa, e Yid A EE
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lo
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o e 20
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