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W B MSEEE s AT R ZE Y R AN BRI - RS B A HEESR
HH (Baker, 1997; Bandesha Raynor, & Teale, 1996; Hermann, Herxheimer, & Lionel,
1978; Vander Stichele, Van Haecht, Braem, & Bogaert, 1991 ) * f&$8 Wolf » Davis >
Tilson ~ Bass Bl Parker (2006 ) ¥ SEVIEURFIAISERATHES T <A - FEREUR
3 R AR R I AL, B SOR A A BRI~ SRS RIBER ~ AR
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Ry o ERFHERE P B SEYIRERH S B B A SRR e R B B - 1Rt
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ERE - ARTHEERITEEUR - RS =R i s e s
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MERAR 12 AT KBB4 o R AR B ERA BE FIIETE - 388 49.4% B4 DA RS Ry
FEEHEHIRIE » 1A 65.7% RS G PR A 3@ B ER - 2000 £ Pew/
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YA EiEmoREESE R - B D2 R - s &Ry 8RRy
SRS I HEA RTRE (91% ) ~ LB R EE (26% ) ~ S BlE 2 - R IGE
(1% ) Feamfieks @B ANEEERE (9% ) (FRT-8E » 2006) « HIFAFH:AHACAIE 42
e R AR B ICH A A 2 AR AN SRR A S Bt i R B R
A E AR — o MBEFEIT REITE - bR T RiF I ERREES - HERZ
DIAREIEEL ~ TR ~ PR R R TR R - 40T rh e e e e B B el R BB
FATE T BB RE A A B P 52 2 —SCRIL AR SRR Ryt s e e GRBUHE -

2011) = SRIMAECEE HAT Ry 1k - M0HERF Bl SRS Y& AT RACHBOR BRARIER
af o AWSEEAE 1R A RS L SRR AR IR TR RERE - DU e s
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R R R (R B A B - A I R B S SE R AR AT T AR B
BAGR o FEBEHNELR A PRSI E G ~ BB - 8 BRI SRR REGE
TTHREFRAHR FER AR ~ WA o AR e B e =) S S e L1 3
it a I ERE 70 BHEEBEEAIHEHE (architectural difference ) DU EEHRIEL
fizft (digitization of information ) » JENi% ELEGRHATAEE A R A R
HERYELENME ~ BORFIE e PRI R (0 (BES ~ 1R3E% » 2010) -

BRI ZEYIIGRE - AR R BEYIAHBR R - 1 P RS Y ZE YA R
R R E ER RE RA R SOR L B S H BRI/ (Hepler & Strand, 1990) °
T A YR S S B IERERI AR » 25 B LA 75 T M o P SE IR 0 AR 1 -
It - BRI i SR AN TR R B G2 - AR TER R SRS ERL L 1 -
7 R SEY AR AR IE DUBS il s = - B /MEY RE MRS A Y » — Ryl r.
it o RS AN A B - B B o fROL RN B SR
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ENREENERE R g ER S - BEEAL ~ ke~ SUb - K5 - fRERIRGE
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bR TR AR B A9 B CRURE A B I B it & AL & ) & s BB RN
GRS A BRVBIRE - At G Of @ (S S8 20 (Health Belief Model)
Fi BHY T RLF o (patient preference) » J& FNMEARFF A IS RIARRIET T I
BRI - BREREANEZTRERE « 1 HEREEM (perceived
susceptibility ) @ FEflE A ST BB & FTREMERY EBIEEAL  TEBERTT R 5E
thoe SEE KR R T R ERA AT RENE - BB ET RS R ERER - 2. 5
s E M (perceived seriousness ) © FE¥HHE AN 2 B EMERYRSZ © BB BE
PEAMEFRE A BB B R AG SR AR  HALRE R R T ey AR T s B B
i o 3. BEITEIFE (perceived benefits) : FEIE A B FTERIGZ I TEIRE T AL
FERIER B B A E B A 5 BRIFFEHE RS R EZITEN S EEL AR - BRI SR
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k&~ tAROKAE ~ [FIREEIRESE ) » DUSGREI A IE (AE R RSN ) - 6.17
BB RE IAERY (AERSHEAR ) FIAMERY (AN A Rk ~ ABRR Z B
R AAGSBANEE ) (FLZHE » 2000 5 ZIEFE » 2000 ) « ANMFE2E S A TERE I 2E
ViFs AR N A R I H A TR B 2 TEREREE - AMERTTEIRR - B H
N FVERTE 2 5 E 05 B RS S R R R B R B F SR P B 2l 2 i
FERINA ST EELS FRITE IRV REE LY B SE Rt & H S TEI Ry —4E -

RApE RSB SEN P E a2 E i - FEAINEmmEeE - 5
BeRI S - i SEYE AR T SR R A R SR IR K - IS
S (Raynor, Savage, Knapp, & Henley, 2004 )  Jp5 b B8 28 Bl §4) =588
Y& 22 Bl AR BRI ANESwIREE ~ BHERRM4ME (health locus
of control ) ~ [KIE /7= ~ EFEE/KME K% SF (Koo, Krass, & Aslani, 2006 ) °
RS E AR IR R ELE A FFE R ) - e B A HR S AR &Y
Nair % (2002 ) Z 3RS SR Bl Him B A B G RYEEIEE O R 16T/
P HIRES A - YA - EYREEGEC - SRAEH - GEE
TE ]S — A EE R R S FE -
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75 FE B R 8 43 BUERERIREA] R B HRETS A A B S T R K 3R
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2~ HEHEL 1% - B RERAIRAEFER MEh R il ZEY BT - BRI SR
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1952) » A SRR Fie — TR M H SN R 5% - BB REE
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Online Medication Consultation Service
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Abstract

Due to the development of the Internet, online medical consultation has
become another source for consumers to search for medical information.
Medication consultation is one of the medical consultation, and drug treatment
acts an important role in the course of treatment for the patients. The health
will be improved by following the medical compliance. Based on different
demographic differences, the demand for the medical advice is also different.
Thus, the research is based on the gender and age, and sets to analyze the
expression, requirement and require performance characteristics of the online
medication consultation. This study content analyzed 1,272 medication
consultation questions posted on Taiwan e-Doctor platform, an official online
medical consultation service supported by Ministry of Health and Welfare
in Taiwan. It is aimed to provide insights and understanding into people’s
information need for medication.

Keywords: Online medication consultation, Consumer health information,
Information needs, Content analysis

SUMMARY

Due to the development of the Internet, online medical consultation has
become another source for patients, caretakers, and everyday users to search
for medical information. Medication consultation is a subtype of the medical
consultation, and medication treatments play an important role in the course
of treatments for patients. Patients’ health will be improved by medication
intervention and following medical compliance. Based on demographic
differences, the demands for medical advice are also different. Thus, this study
is based on the differences of gender and age and sets to analyze the expression
and behavioral characteristics of online medication consultation. It is aimed
to provide insights and understanding into people’s information needs about
medication.

Medication information is a part of consumer health information. It is
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directly applied to the health information services that consumers need. Because
of the Internet, the dissemination of medication information is no longer
restricted to medical professionals’ advice, medication package inserts, and
labels on the prescription bottles and containers. To achieve effective results of
medication treatments, patients’ medication adherence must be reinforced, but the
adequacy and sufficiency of patients’ knowledge of medication will influence the
consequences of medication use. Therefore, the review of literature would focus
on the themes of (1) definition and examples of consumer health information;
(2) online medication consultation services and some examples; (3) medication
adherence and factors affecting medication adherence; (4) and medication
information needs. The aim of literature review is to provide a foundation to
construct the analytical framework for this study.

This study used content analysis to investigate medication consultation
questions posted on the Taiwan e-Doctor platform (http://taiwanedoctor.mohw.
gov.tw/), which is an official online medical consultation service supported by
the Ministry of Health and Welfare in Taiwan. The consultation service is offered
by a team of more than 240 licensed medical professionals, including medical
doctors, nutritionists, pharmacists, and nurses. 1,302 medication consultation
questions were retrieved and collected in April 2016. After eliminating questions
that used English or other languages and the questions that were not related to
medication, 1,272 questions were analyzed. Key themes under investigation
were identifying the demographics of the consultation seekers (question
askers), expression styles while communicating medication information needs,
characteristics of the questions by medical specialties, and the characteristics of
the motivation and perception of medication information needs. Data analysis
was conducted using a Microsoft Office Excel-based codebook, and descriptive
and reference statistics calculation and testing were conducted using the SPSS
statistical software package.

The questions of medication consultation are articulated in a clear,
identifiable, and less urgent tone, while female askers are more likely to disclose
their self-identity. Most askers address the questions for themselves, but statistical
test suggests that the relationship between askers’ identify disclosure and their age
is more significant for female askers. Female askers aged 13 to 25 and 26 to 35
are more likely to ask questions for themselves.

The findings reveal sixteen themes of medication information that
askers need including medication laboratory trial, medication side effect
and management, Chinese medicine, alternative medication, prescription
for chronic disease, medication guides, access to medication, indication,
medication instructions, ingredients, medication advice, drug classification and



Chu and Chiu: An Analysis of the Questions of Online Medication Consultation Service 331

categories, medication storage guidelines, medication contraindication, health
insurance regulations. The information theme that is needed most by all askers
are “medication side effect and management”, “indication” and “medication
instructions”, but the female askers tend to ask more diverse questions that cover
a wider range of subjects than the male askers. Age differences don’t necessarily
influence the primary type of information askers need, but they do influence their
secondary information need. For example, the askers aged 13 to 25 are more
likely to need information on “medication side effect and management” than the
askers aged 26 to 35. Also the askers aged 26 to 35 are more concerned with
information on “drug classification and categories.”

The findings suggest that gender difference contribute to the differences in
the content and structures of the questions. The female askers are more likely to
provide more personal information than the male counterparts. Comparatively,
the age differences illustrate less influence. The questions raised by the female
askers show more diversity than those raised by the male askers but both genders
focus on side effects and treatments, indications, and usage information. The
theme that most people concern is similar but is slightly different in the secondary
category of theme. The askers aged 13 to 25 years old and the age 36 years old
and over have more questions about side effects and treatments than the 26-35
age group. The askers aged 26 to 35 are more concerned with the classification of
drugs than other groups. Gender differences do influence the medical specialties
by age group. The askers of “internal medicine” comprised most frequent askers.
The male askers aged 13 to 25 are more concerned with their skin problems and
thus the questions can be classified into dermatology. And the male askers aged
26 to 35 are more likely to need medication information on psychiatry than the
other two age groups. Questions asked by female askers, on the other hand, are
less likely to be affected by age. However, it is evident that female askers with
aged 26 to 35 need more medication information on obstetrics and gynecology.

In terms of internal and external motivation, this study finds that the askers,
regardless of gender, are more driven by internal than external motivation when
consulting online for medication information. Internal motivation is driven by
the need of information on the medication they are on or will be taking. On the
contrary, external motivation is driven by the questions or concerns raised by
information received from mass media or word-of-mouth. Female askers with
aged 13 to 25 ask questions not related to the medication they are taking. The
questions asked by female askers aged 26 to 35 are driven by the need to know
more about the medication they have had taken in the past but the questions asked
by the female askers with age 36 or over are driven by the need of medication
information both before and after taking medication.
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Medication adherence is influenced by patients’ health decision and health
belief. Based on Heath Belief Model, medication adherence can be predicted
by patients’ perceived susceptibility, perceived seriousness, perceived benefits,
perceived barriers, and other variables. This study confirms past study in the
aspect that female askers’ perceived susceptibility is higher than their male
counterparts, and more women than men post their medication questions online,
and they tend to develop their medication information needs prior and after taking
the medication.

The future research direction of the inquiry is proposed from the perspectives
of factors affecting medication information need and information seeking,
usability and readability testing of medication packages and information sheets,
and the analysis of answers provided by medical professionals to investigate and
compare the communication patterns between patients and medical professionals.
The limitation of this study lies in the fact that the pure text of online medical
consultation only provides two types of demographic variables, which are
gender and age. However, past studies suggest that there are other demographic
variables that may influence medication information needs and medication
adherence. Therefore, future studies may collect a wider range of demographic
variables through survey to increase the predictability of findings. The findings
also imply that the design of drug labels and the usability and readability worth
further investigation in order to develop a set of guidelines for designing drug
labels and packages. Lastly, a closer look at the communication patterns between
information need and information provision is mandatory to investigate physician-
patient communication in an online asynchronous environment.
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