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More prescription drugs are dispensed by pharmacists rather than doctors in response to government healthcare
reform. However, the results of our preliminary survey suggested a hypothesis that patients were not always satisfied
with explanations provided by pharmacists upon dispensing, and therefore patient satisfaction might be enhanced if
pharmacists spent more time on consultation services. The survey was conducted in 1,800 people. 321 people (17.8%)
answered that pharmacist explanations were not sufficient or that they expected further consultation with pharmacists.
The most common reason why they did not ask for consultation was that other patients were waiting (41.7%) . If up to
30-minute consultation service was available at a pharmacy where patient privacy was ensured, 898 people (49.9%) an-
swered that they wanted to use the service. The average willingness-to-pay (WTP) for the service was 338 yen and the
mean WTP was 400 yen. When those who answered 0 yen were excluded, the average was 386 yen and the mean was 400
yen. The online survey revealed that some patients were not satisfied with pharmacist explanations upon dispensing, and
that there was a need for consultation services at pharmacies. Many of the reasons why patients did not ask for consulta-
tion although they wanted to were attributable to pharmacies, and the survey results suggested a need for improvement
in their services. In view of the WTP for the service, it is considered worthwhile to discuss the introduction of such a sys-
tem for consultation services into dispensing fee.
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Table 1. Reasons Why You Did Not Consult with Pharmacists
Other Environment | You missed Pharmacist There was You would
Background of patients | did not allow | a chance to did not seem not enough search for Other Total
respondents were you to ask for ask for reliable time for information

waiting | consultation. | consultation. : consultation. | by yourself.
Male 64(39.5) 63(38.9) 54(33.3) 31(19.1) 55(34.0) 35(21.6) 9(5.6) | 162(100.0)
Female 70 (44.0) 70(44.0) 57(35.8) 33(20.8) 55(34.6) 28(17.6) 13(8.2) | 159(100.0)
30’s and younger | 55(46.6) 50(42.4) *49 (41.5) *16(13.6) 48 (40.7) 25(21.2) 8(6.8) | 118(100.0)
40’s and older 79(38.9) 83(40.9) 62(30.5) 48(23.6) 62(30.5) 38(18.7) 14(6.9) | 203 (100.0)
It is your family
pharmacy 46 (46.0) 40 (40.0) 32(32.0) 24(24.0) 32(32.0) 24(24.0) 5(5.0) | 100(100.0)
It is not your fa-
mily pharmacy 88(39.8) 93 (42.1) 79(35.7) 40(18.1) 78(35.3) 39(17.6) 17(7.7) | 221(100.0)
You have experi- *
enced side effects | /1(42:3) | 74(44.0) 59(35.1) 36(21.4) 52(31.0) 37(22.0) | 13(7.7) | 168(100.0)
Neither you nor
your family/
friends have expe- 44 (45.4) 33(34.0) 38(39.2) 12(12.4) 40(41.2) 19(19.6) 5(5.2) | 97(100.0)
rienced side effects
Not known 19(33.9) 26(46.4) 14(25.0) 16 (28.6) 18 (32.1) 7(12.5) 4(7.1) | 56(100.0)
Total 134 (41.7) 133(41.4) 111(34.6) 64(19.9) 110(34.3) 63(19.6) 22(6.9) | 321(100.0)

* p<0.05, x* test.
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Table 2. Reasons Why You Have Not Wished to Consult with Pharmacist
You did not h You were satisfied
Backeround of ar(l)u dilﬁi I:l(itiesa;/rf with pharmacist You were satisfied | You have consult-
cke dent ¥ d(': i explanation and with doctor ed with pharmacist | Other Total
respondents yourcrgi dli(t:?oilon or drug information explanation when necessary
sheet
Male 222(30.1) 356(48.2) *332(45.0) *256(34.7) 26(3.5) 738(100.0)
Female 208 (28.1) 391(52.8) 290(39.1) 320(43.2) 26(3.5) 741 (100.0)
30’s and younger *191 (39.6) 258(53.5) *160 (33.2) 194 (40.2) *15(3.1) 482 (100.0)
40’s and older 239(24.0) 489(49.0) 462 (46.3) 382(38.3) 14(6.9) 997 (100.0)
ghﬁ;gf;g;fa“1ﬂy *104(21.9) %220/(46.3) +232(48.8) *212 (44.6) 5(5.3) | 475(100.0)
ghﬁrﬁfgégourfanlﬂy 326(32.5) 527(52.5) 390(38.8) 364(36.3) 272.7) | 221(100.0)
gﬁ??&:ﬁi& 108 (23.1) *238(50.9) 206 (44.0) %232 (49.6) *26(5.6) | 468(100.0)
Neither you nor
gxgxﬁggg?“ 236 (31.1) 406(53.6) 316(41.7) 257(33.9) 18(2.4) | 758(100.0)
side effects
Not known 86(34.0) 103 (40.7) 100(39.5) 87(34.4) 8(3.2) 253(100.0)
Total 430(29.1) 747 (50.5) 622(42.1) 576 (38.9) 52(3.5) | 1479(100.0)
* p<0.05, %2 test.
2%, EENEMET I IO oS, DMK Table 3. Do You Want to Use Consultation Services?
P—EXZRA L7z ERS EEEL7Z AT 898 A Background of Yes No Total | P-value
(49.9%) THo. PHVDFERTHHN (p= respondents | 06 | ©) O tes)
=) y . L P 433 467 900
0.042), FEIfEfZ#EBRLIZA (p<0.001) TOHE Male @8.) | 19| (1000 |
MEno 7z (Table 3). Z® 898 NIZHh L THFT Female 465 | 435 900 :
. . R - _ 51.7 48.3 100.0
F5INEDH—ERAOBAE LTV 5ETHS GL7)| 48.3) | 100.0)
i - _ , 310 | 290 | 600
Ko ThIWEEBZLZhEI:N-ET A, 78 A 30’s and younger (L7 | (48.3) | (100.0)|
(87.8%) FERTHRALEZWERELZ. FD 40°s and older (45985) (56113) (1102008) )
SO K TOTMEIZ 338 [, driid 400 M, ' : :
. It is your family phar- 307 268 575
0 DRI ZFR< &I 386 [, HoLfiid 400 macy (53.4)| (6.6 (100.0)|
S - s S M A A | It is not your family | 591 634 1225 ’
FIToho . FHTHE ERIED BIAHE) It is not D1 s s
2 > 72 (Mann-Whitney 82 %€ - p=0.031, p= You have experienced | 371 265 636
0.001 (O HOEIZZBRWEEE)). £/, FNTIX side effects (58.3) | (41.7) | (100.0)
N RETR— N < Neither you nor your
400 J5 LA 1= 800 75 A T <, 800 S MLALT family/friends have ex- (4?;_8;) (516% (10%5(5)) <0.001
B <720 TS, HRETIZT T 400 [T &1 S perienced side effects ' ' '
140 169 309
i TH > 7= (Table 4). Not known 45.3) | (54.7) | (100.0)
898 902 1800
% £ Total 49.9) | (50.1) | (100.0)
S EIOWFEO B HMIXERE T T, HEHZL
OB OEAROFRIBAICEFIIN 25T L HIEL
TNWRWDTIERWD, Ld-s TERNERR O HBHEEEZEL TS, ISICEKMMOHHTIIAT

Y —EXZ2BETNEFNICHT 22— 0D
DTN END DAL TH > 2. FEOD
FAETIUI8XDANINETIZTZED X D InfkEmn

SIZERICE S ENRNERIEZLEZADHIZD

BEREUSNAOER LT,
DIN51,

1 >4 —%vw ETHX
EFICHEEH<NGE] EWwol &%



1140

Vol. 129 (2009)

Table 4. Willingness to Pay for Consultation

All answers Answers excluding 0 yen Patients who will
Background of respondents Average | Mean Average Mean pay f(()(rys)ervice
(yen) | (yen) (yen) (yen) °
Total 338 400 386 400 87.8
Males *357 400 **411 400 88.6
Females 321 400 362 400 86.8
30’s and younger 337 400 398 400 85.8
40’s and older 339 400 392 400 88.8
It is your family pharmacy 339 400 373 400 90.9
It is not your family pharmacy 338 400 392 400 86.1
You have experienced side effects 343 400 387 400 87.9
Neither you nor your family/friends have experienced side effects 345 400 393 400 88.7
Not known 306 400 359 400 85.0
Annual income
Under 4 million yen 352 400 398 400 88.4
4 to 8 million yen 327 400 373 400 87.9
Over 8 million yen 367 400 414 400 89.4
Not known 289 400 349 400 82.5

** p<0.01, * p<0.05: Mann-Whitney test.
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