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The Content of Telephone Inquiries from Healthcare Professionals
to a Pharmaceutical Company: A Survey

Yoshihiro TADORI

Otsuka Pharmaceutical Co., Ltd.
(Shinagawa Grand Central Tower 2-16-4 Konan, Minato-ku, Tokyo 108-8242, Japan)

Abstract

Objective: Investigate the content of telephone inquiries from healthcare professionals to a
pharmaceutical company.

Methods: Using text data from the records of responses to inquiries from healthcare professionals
regarding antipsychotic drug A—from which our drug information center had removed personal
information and responses—we performed keyword-based after-coding to classify the content of each
inquiry on days with 20 or more inquiries (busy days).

Results: Approximately 15,000 inquiries were received in the roughly seven years and four months
following the approval of drug A, with more than 90% of the inquirers being pharmacists. There were
65 busy days: 22 days during the period from the day before the drug’s launch to approximately 430
days after the launch (Period A) and 43 days during the period from approximately 20 days before the
effective date for Specific Drug Management and Guidance Fee 3 (Category I) to roughly 350 days
after that date (Period B). The days with the highest number of inquiries were the launch date (40
inquiries) and four days before the effective date (55 inquiries) for Period A and Period B, respectively.
The most common topics on busy days were those related to prescription duration limits during Period
A and those related to requests for patient information handbooks for the Risk Management Plan
(RMP) for medicinal products during Period B.

Conclusion: On busy days, many inquiries from healthcare professionals to our drug information
center concerned requests for RMP handbooks or confirmation of publicly available information.

Keywords: text analysis, call center, Drug Information (DI), DI services, patient information
materials




