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Learning effects of pharmacist training in customer service during

OTC drug marketing using simulated customers
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Summary ; There is currently no established learning environment in Japan to teach graduate pharmacists how to
sell over-the-counter (OTC) drugs. The Faculty of Pharmaceutical Sciences at the Tokyo University of Science
therefore hosted a seminar as part of its postgraduate education program to teach pharmacists how to provide
customer service when selling OTC drugs through participatory learning using simulated customers (SCs). In the
seminar, participants performed a 7-min role-play in which they practiced providing customer service to one of SCs
attending a pharmacy to purchase stomach medication by gathering customer information and then recommending
and explaining a product selected from 8 types of stomach medicine. Most of the seminar’s 17 participants had little or
no experience (“no experience”, 64.7%) in marketing OTC drugs, with the majority stating that they participated in
order to improve their communication skills (76.5%) and to learn how to communicate with customers (58.8%) rather
than to enhance their marketing skills (17.6%). The SCs played the role of customers as well as the mothers and wives
of customers; the participating pharmacists appeared to have trouble gathering information from customers
purchasing for other users. This participation-based learning using SCs proved highly effective, as demonstrated by
the increase in positive responses for all 7 OTC drug-marketing skills assessed using a questionnaire survey. The
study findings suggest the importance of continuing to implement similar training in the future.
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