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An empirical study on the patient evaluation and patronization for pharmacists and
pharmacies by medication guidance
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Abstract ; This study investigated the structure of influence of differences in patient situations on pharmacists and pharmacies,
as well as the impact on willingness to continue using pharmacies, based on patient evaluations of medication guidance.

We distributed questionnaires to patients who used pharmacies to evaluate medication guidance given by pharmacists.
A comprehensive evaluation of pharmacists and pharmacies was done from five evaluative dimensions comprising

“medication usage information,” “precautionary information,” “customer service considerations,” “patient understanding”
and “management function.”We also examined the structure of the impact on willingness to continue using pharmacies
by structural equation modeling, and investigated what differences occur in the structure of influence of differences in
patient situations by simultaneous multi-population analysis.

In the evaluation of pharmacists, “management function,” “customer service considerations” and “patient understanding”
had an impact, in that order, in many situations, whereas ‘medication usage information” and “precautionary information” had
almost no impact. Furthermore, “management function” was found to have a relatively strong impact in any situation.

In the evaluation of pharmacies, “pharmacist evaluations” followed by “customer service considerations” and “management
function,” in that order, had an impact. “Pharmacy evaluations” generally had an impact on willingness to continue
using pharmacies, but as the number of encounters with the same pharmacist increased, the impact of “pharmacist
evaluations” was found to increase.

The differences in the weight of the evaluation depending on the patient's experience and situation suggested the
need to re-examine medication guidance methods for pharmacy loyalty.
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