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Consumers’ satisfaction about Pharmaceutical care provided by pharmacist in
RA

L. Nazaryan, A.Barseghyan, M.Simonyan, A. E. Tadevosyan

Yerevan State Medical University after Mkhitar Heratsi, Yerevan, Armenia

Pharmacy professionals are drug experts who can provide medicine information,
optimized medicine therapy management, promoting safe and cost effective use of
medications for positive therapeutic outcome. Evaluation of consumer satisfaction
with pharmaceutical care as a crucial part of the health services through appropriate
studies is important to identify gaps and factors influencing it.

Purpose: to analyze and evaluate the satisfaction of general consumers about
pharmaceutical care provided in pharmacies of the Republic of Armenia (RA).
Methods. The study was carried out among 383 consumers using pharmacy in the
regions of Armenia and Yerevan. The research instrument was a questionnaire.
Statistical analyses were performed using Statistical Package for the Social Sciences
(SPSS) software (version 11.0).

Results. During the study it becomes clear that a very small percentage of consumers
(17%) consulted by a pharmacy employees in case of minor ailments. Most of them
don’t get the necessary information about medicine from the pharmacy employee.
They use OTC medicine independently taking into account their previous experience
(25%), they apply to the physician (34%), sometimes use the internet (11%) and
advertising information (11%). Very few of them are clearly satisfied with the answers
of a pharmacy employee (29%) and fully trust them (26%).

Conclusions. Steps should be taken for improving the professional knowledge of
pharmacy employees about medicines and pharmaceutical care, which, in its turn, can
restore consumer trust in them, promote the rational use of Over the counter (OTC)
medicines by consumers, and also effect the economic and financial situation of the
pharmacy. Research data can be considered as an indicator that there is a need to
develop pharmaceutical care algorithms which can help for advice.

Keywords: Pharmaceutical care, self-medication, consumer satisfaction, pharmacy
employee, algorithm.

TyTbIHyIbLIAPAbIH ApMeHus PecnyGaukachiHia Jopixana KbI3MeTKepiepiHiH
YCBIHFaH (papMalleBTHKAJIBIK KéMeriHe KaHAFaTTaHYybI

JL.I. Hazapsin, A.b. bapcersin, M.I. Cumonsia, A.3. TaneBocsiH
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apachlH/Ia KYPri3iimi. 3epTTey Kypasibl apMsiH TUTIHIC JKa3blIFaH cayaaHama OOJIbL.
Hotmxenepni rannay ymin SPSS 6arnapnamanap makeri Konaansuiast (12.0 Hyckacs!).
HoTtuixenep. 3eprrey OapbIChIHIA TYTHIHYIIBUIAPABIH OTE a3 MAbBI3BI KIMIripiM
aypy JKarIalbIHAA FaHA JopiXxaHa KbI3METKEPIHEH KOMEK CYpaMTHIHBI OeNTiii OOMIbL.
OmnapaplH KeMIIIri A9piXaHaHBIH MEJUIMHA KhI3METKEPIHEH KaXKETTi aKmaparThl
anMaiinel. Oyap anabIHFBI TOKIPHOCHI eCKepe OTBIPBIN, AdPi-AOPMEKTEepai 63
OeriHIIe KaObUIIAWIbI, Jopirepre Oapaibl, Keiile HHTEpHET IEH JKapHAMAJbIK
aKmaparThl nainanaHanasl. Tek eTe a3 Oeriri JopixaHa KbI3METKEpiHIH jKayanTapblHa
KaHaFaTTaHa/Ibl JXOHE OJIaPFa TOJIBIKTAll CeHE/I.

KopbiThinapl. ®apmaneBTTepAiH Iopi-IopMeKTep Typaibl KociOu OimiMiH jKaKkcapTy
YLIIH KajaMmzaap skacay KaxeT, OyJl 3 Ke3eriHje TYThIHYLIBUIAPJbIH OJlapFa JereH

CEHIMIH

KQJIIbIHA ~ KeJNTipeni, TYTHIHYLIIBUIAPIBIH  J3pi-A9pPMEKTepAl  YTHIMJBI

naianaHyblHa BIKMAI €Teli, COHBIMEH Karap opiXaHaHBIH YKOHOMHKAIIBIK JKOHE
Kap KbUIBIK JKaF/laifbiHa acep ereri. 3epTTey AepeKTepiH KeHec alyFa KOMEKTeCeTiH
(hapMmarieBTHKaJIBIK KOMEK AITOPUTMICPIH 931pIiey KaXKETTLIIr 6ap KOpPCeTKIl peTiHae
KapacThIpyFa OOomabl.

Hezizei cos0ep: apmayesmukanivlk KoMmeK, 03iH-03i emoey, nayuenmmepoiy
KAHA2AMmanybl, 0PIXand KblamMemxepnepi, aizopuma.

Y10BIIETBOPEHHOCTH

norpeduTesiei (apmaneBTHYecKOIl oneKoi,

NpeaocTaB/JeHHOM nepcoHa oM antek B Pecnybinke Apmenust
JL.T. Hazapsn, A.b. Bapcersia, M.I'. CumonsH, A.D. TageBocsH
EpeBanckuii rocynapcTBEHHbIN MEIUIMHCKUN yHUBepcuTeT uM. M.I'epauu, Epesan,

ApmeHus

OneHKa yIOBICTBOPEHHOCTH HOTpeOuTenel (apmareBTHIeckoit
BaXHEHMIEH 4YacThl0 MEIUIMHCKUX YCIyr ¢

OIIEKOM Kak
MOMOIIBIO  COOTBETCTBYIOIINX

HCCIIEZIOBAaHUH Ba)KHA JUIS BBISIBIICHUS IPOOEIIOB U (haKTOPOB, BIMAIOIINX HA HEe.
Hens. Lenbro nceienoBanus ObUIO MPOAHATM3UPOBATh H OLICHUTH YAOBIETBOPEHHOCTh
OOBIYHBIX TOTpeOuTeNnel (apManeBTHUECKOH MOMOIIBIO, OKa3bIBAGMON B amTeKax
Pcry6muxu Apmennst.

Metoasl. Vccnenosanne ObUT0 MpoBeaeHO cpean 383 moTpeduTeneil, moib3yoImXcs
antekoil B pernonax Apmenuu u Epeana B 2018 . m mepBom kBaprane 2019 r.
HHcTpyMeHTOM Hccne1oBaHus Oblla aHKeTa, HallMCaHHas Ha apMSHCKOM s3bIke. st
aHallu3a pe3yJabTaToB UCMOB30BajICs makeT nporpamMm SPSS (Bepcus 12.0).
Pesyabrarel. B xome wucciienoBaHWS  BBIICHHIOCH, YTO OYCHb HEOOJNBIION
IPOIEHT NOoTpebnuTenell odpamaercs: 3a MOMONIBIO K COTPYIHHKY alNTEKH B CIydae
HE3HAYUTEIBHBIX HEJOMOTaHUH. BONBIIMHCTBO M3 HUX HE TOIYYaroT HEOOXOAUMYIO
nHpOpManuio oT MeapaboTHHKA anTeKu. OHI CaMOCTOSTEIBHO IPUHUMAIOT JIEKapCTBa
C Y4€TOM MPEAbIAYIIEro OIbITa, OGpaL[Ia}OTCﬂ K Bpady, UHOT1a UCIIOJIB3YOT HUHTEPHET
U pexsiaMHy0 HHpopMmanuio. OueHb HEMHOTHE U3 HUX SIBHO YJIOBJICTBOPEHBI OTBETAMHU
COTPYJHHUKA alTeKN U TOJTHOCTHIO UM JOBEPSIOT.

BeiBoabl. HeoOXoquMo NpeAnpuHATH IIard A YIydIIeHHs Mpo(ecCHOHAIBHBIX
3HaHUH (hapMaleBTOB O JIEKAPCTBEHHBIX CPEACTBAX, YTO, B CBOIO OYEPENb, MOXKET
BOCCTAaHOBHUThL JIOBEpHE IOTpeduTeneil Kk HHUM, CIIOCOOCTBOBATH PAIOHAIBHOMY
MCIIOJIb30BaHUIO O€3pEeleNTypPHBIX JICKAPCTB IOTPEOUTEISIMH, a TaKKe IOBIMATH
Ha HYKOHOMHYECKOe W (UHAHCOBOE IOJNOXKEHHEe anTeku. JlaHHBIe HccienoBaHM
MOTyT pacCMaTpUBaThCsl Kak II0Ka3aTeslb TOTO, YTO CYIIECTBYET HEOOXOIMMOCTH
B pa3paboTKe aNropuTMOB (hapMarleBTHIECKOI ITOMOIIHN, KOTOPEIE MOTYT MOMOYb B

TOJIy4Y€HUHU COBETA.

Knrwouesvle cnosa: (DapMauesmultecmﬂ oneka, camogiedenue, y()oeﬂemeopennocmb
nayuenmoe, compdeuKu anmekxu, aicopumm.

Introduction

Around the world, more and more people use over-
the-counter medicines for self-medication [1,2]. With the
increasing usage of OTC medicines, irrational medicine
use and adverse drug reactions are also becoming
important health care problems [3].

The wuse of medicines without prior medical
consultation regarding indication, dosage, and duration
of treatment is referred to as self-medication [4]. This
inappropriate use may result in irrational medicine use,

delayed seeking medical advice, increased side effects and
drug interactions [5]. The prevalence of self-medication
was 75% in Chile, 65% in Brazil, and 53% in Mexico
[6,7].

Over the past four decades, the pharmacy profession
has made considerable efforts to shift its focus from
medication supply to direct patient care [8]. Pharmacists
are expected to provide pharmaceutical care within
a patient—pharmacist professional framework that is
based upon caring, trust, communication, cooperation,
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and mutual decision making in which the pharmacist
works very closely with the patient [9,10]. Pharmacists
and patients both have specific and significant roles and
responsibilities in the pharmacist-patient professional
relationship [11].

First of all, patients need pharmaceutical care during
discharge of OTC medicines. All prescription (Rx) and
non-prescription (over-the-counter = OTC) medicines can
be purchased only from pharmacy [12].

The impact pharmacy employees can have on patient
care can be measured not only by clinical outcomes but
also by patient satisfaction with the service [13]. It is
widely accepted that consumer satisfaction is an integral
component of the quality of health care [14]. Various
studies have been conducted worldwide assessing public’s
or patient’s satisfaction of the roles and responsibilities of
pharmacists [15,16,17,18].

There is no doubt that pharmacies must now try
to create new image by overcoming the perception of
pharmacist as medicine dispenser to professional provider
of healthcare goods and services oriented to patient
needs with the aim of fully satisfying them. Pharmacists
who can demonstrate greater patient satisfaction may
be at a competitive advantage. It can be translated into
greater loyalty to particular pharmacies and can facilitate
the provision of pharmaceutical care through better
consumer—pharmacist communication. Patient satisfaction
becomes an important indicator of availability and quality
of provided care. The current offer of pharmaceutical
care in community pharmacies exceeds demand, the
consumer has a choice, and consumer’s satisfaction
begins to play an important role in pharmaceutical
care [19].

Generally, patient/consumer satisfaction is an
important measure of how well services are provided
[20]. Community pharmacists have difficult choice in
balancing the commercial and professional aspects of
their profession. In RA, like in other countries, pharmacy
runs on a profit basis and is not subsidized by the state,
therefore if pharmacy wants to survive, profit is a must.
Pharmacy has the hard dual role — commercial and
professional. As the solution of this duality may be
consistent patient / consumer-centered orientation which
should in turn provide financial stability. We believe that
patient/consumer satisfaction can significantly contribute
and influence the economic and financial situation of the
pharmacies.

The role of the pharmacist and also consumer
satisfaction with the pharmaceutical care providing in
pharmacies in RA has not been the subject of serious
analysis.

The study asses the role of the pharmacist in consumer’s
satisfaction and necessity of using pharmaceutical care,
which can manage self-medication.

This study was conducted to assess the impact of
pharmacy employee interventions on self-medications
in RA. Received data from a patient satisfaction survey
can serve as an indicator of service quality provided. It is

expected that such a study would be a useful addition to
the existing data worldwide.

The purpose of the study was to analyze and evaluate
the satisfaction of general consumers with pharmaceutical
care provided by pharmacy employee.

Methods

The present study is a cross-sectional (survey) study
that examines the consumers of pharmacies living in
Armenia in 2018 - 2019. The primary information
has been collected using a questionnaire (a structured
questionnaire) and as a result of statistical processing of
the data obtained during a sociological survey we received
the final result.

To determine the level of consumer satisfaction in the
services provided by pharmacy employees in the Republic
of Armenia, we used the questionnaire survey method
developed on the basis of standard WHO consultation
questionnaires (20006), taking into account the specifics
of work [21]. Questioning is a method of obtaining
information by written responses of respondents to system
of standardized questionnaire issues.

Mathematical processing of the information array was
carried out using modern computer technologies. The
sizes of the sample were determined by the formula of
repeated random selection:

_ Nxz2p(1-p)
"= d2xN + z2 p(1 —p)

where n is the size of the sample;

N- population of the Republic of Armenia

z — probability of the error of the first type (o) not
exceeding 0.05 and equal to 1.96

p- estimated proportion of the population

d - tolerated margin of error

Number of questionnaires distribution in the RA was
determined by The Survey System Version 11.0 taking
into account the number of the population surveyed (n=
2972700 in RA), taking into consideration the volume of
the surveyed, the first type error is with 5% probability
(a =0, 05), the evaluation accuracy is 3% (A = 3%). We
considered the worst-case scenario - P = 0.5, since the
results of similar studies conducted in Armenia were not
found.

_2972700x 1,962x 0.5(1 — 0.5)
~0.052x2972700 + 1.962x 0.5(1 — 0.5)

n=383

Taking into consideration the multiple content of the
survey, we have presented questionnaires suggested by
YSMU SRC and approved by YSMU Ethics Committee:
Pharm Test A, Pharm Test B, Pharm Test C, Pharm Test D,
each of which includes a specific questions [22].

The results of this study were made by statistical
methods that were universally recognized. The collected
data were registered in statistical the SPSS software
package (version12.0).

The survey was conducted among 383 consumers

n
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selected randomly sampling in the regions of the Republic
of Armenia and in Yerevan in 2018 and the first quarter of
2019, using anonymous profiles. Questionnaires drawn
up in Armenian were accessible and understandable to
users of all age groups and educational levels. Criteria
including age 18+, permanent residence in Armenia. The
survey was conducted in accordance with the wishes of
the participants.

In the research process are used: systemic, logical
types of analysis, comparison method, sociological
research method.

Results

There were 383 consumer/patients randomly
surveyed in RA. The results of the questionnaire survey
carried out among consumers with different ages and
education. Comparatively, there was a higher percentage
of participants in the age group of 18-30 (26%) and only
few in the 61-and more (2%) age group. Majority of the
participants were well educated having a higher educational
qualification (47%), 22% have a vocation education. To
the question “’who do you often turn to most for advice
will taking a medicine “’, the answers were classified as
follows: most consumers (34%) apply to physician, 25%
use medicines in case of minor ailments independently
taking into account their previous experience, without
any consultation, 17% resort to the pharmacy employee
consultation (Fig.1).

neighbor
relative...

Fig.1. Sources of counseling for minor ailments.

It turns out that only a small percentage of consumers
(26%) trust a pharmacy employee, 21% of consumers
don’t trust a pharmacy employee at all, and the majority
(53%) said that they sometimes trust and use the advice
of a pharmacy employee, which allow them to begin the
process of self-medication (Fig.2).

To the question “Can a pharmacy employee answer
your questions fully?” Most consumers (49%) answered
that they are sometimes satisfied with the answers of a
pharmacy employee. 29% of them clearly stated that a
pharmacy employee was aware of all the questions asked,
and 22% said that a pharmacist could not answer the
questions (Fig.3).

Fig.2. Consumer trust to the advice of the pharmacy
employee

= Sometimes

mYes m No

Fig.3. Consumer satisfaction with the answers by pharmacy
employee about OTC medicines

Discussion

According to our survey, most consumers choose
OTC drugs independently without consulting a pharmacy
employee based on their past experience. The Internet and
advertising have also served as information sources for
consumers when choosing OTC drugs, and though such
consumers have a small percentage among all respondents,
it should be taken into account that self-medication tends
to grow rapidly. Advertising for pharmaceutical companies
serves as a means of transmitting commercial information
that can also promote the self-medication process. Internet
information, however, cannot be subject to strict regulation
and can be confusing and even misleading for consumers.
Thus, without the professional and reliable advice of a
pharmacy employee, self-medication for OTC drug users
can be risky.

Only 26% of respondents trusted a pharmacy employee
fully. Similar results were obtained in surveys in Saudi
Arabia, where almost half of the participants distrusted the
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pharmacy employee, considering him/her just a salesman,
and almost 56% of the participants believed that the
pharmacy employee was more interested in profits. When
we compare these results with the results of our study, we
understand that the picture is much worse with consumer
confidence only 26%.

According to the results of our survey, the majority of
consumers (34%) seek for the advice of a physician before
going to the pharmacy. Surely, this is a good indicator in
self-medication process, but we do know that we have
some mild illnesses and a large group of OTC drugs that
the patient can buy from the pharmacy without a doctor’s
prescription, saving time and money. It is assumed that
a large number of consumers in the RA, regardless of
whether they have a serious illness or a mild one, turn to
a doctor, as they do not trust the advice of the pharmacy
employee. It should not be forgotten that the pharmacy
employee is a mediator between the doctor and the patient.
Atthe time of the medication choice, a pharmacy employee
should not replace the doctor because he does not know
the personality of the patient’s organism, the course of the
disease and in case of necessity, the pharmacy staff should
guide the patient to the doctor.

Thus, when consumers lose their trust in the pharmacy
employee, it is difficult for the pharmacist to provide
pharmaceutical care. This indicates that consumer trust
plays an important role in determining the quality of
pharmaceutical care.

The survey also studied consumer satisfaction with
pharmacy staff responses about OTC drugs. Very few
of them (29%) were clearly satisfied with the answers
of the pharmacy employee and fully trust them. This
result is similar to the findings of the study conducted in
Qatar, where only 37% of the public agreed that Qatar’s
pharmacists were knowledgeable enough and were
always ready to answer questions. The consumer should
receive a fully-fledged information from the pharmacy
employee, whether he/she should use the very medication
for specific benefits and results. It can be assumed that
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