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Abstract

Background:Reducing the global burden of non-communicable diseases is a priority and a necessity for
sustainable development. This study seeks to determine the factors affecting the maintenance of customers in
the prevention and control units for noninvasive diseases.

Methods:In this descriptive-analytic study in 2014, 418 patients from non-communicable disease prevention
and control units of Southern Tehran health center were selected through systematic random sampling. The data
were analyzed by descriptive and regression analysis and the satisfaction level of the services was examined
through telephone calls.

Results: About two thirds of the participants were female. Nearly half of customers were illiterate with an
elementary education and only 6% were above a diploma. A total of 94% of customers were satisfied with the
services. There was a direct positive correlation between the number of visits during the period of observation
and the number of contacts during the period of observation (r = 0.53, P < 0.001). The duration of follow-up
was significantly correlated with the maintenance of customers (P =0.004, OR = 1.002). Duration of follow-up
of the patient, number of follow-ups from the health center, and number of visits during follow-up in those who
had active documents was significantly higher than that of whom had inactive documents (P < 0.001).
Conclusions:Despite the fact that the number of visits and number of calls during a follow-up is related to
the number of referrals and their active records, which lead to greater customer loyalty, the mere satisfaction
with services does not necessarily result in customer retention.

KeyWOI'dS:Customer Retention; Non-Communicable Disease Prevention; Non-Communicable Diseases;
Screening; Iran
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