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Investigation on the Effect of Drugstore Salesclerk Factors on the Consumers’ Drug Purchasing Behavior in
Beijing Citizens

ZHANG Chun-ling"*, CHEN Yu-wen', SHI Yong’(1.College of Business Administration, Shenyang Pharmaceuti-
cal University, Shenyang 110016, China; 2.Beijing Health Vocational College, Beijing 100053, China)

ABSTRACT OBJECTIVE: To investigate the effect of salesclerk factors on the consumers’ purchasing behavior in drugstores in
Beijing citizens, and provide reference for better satisfaction of consumers’ requirements. METHODS:: Clustering random sampling
method was launched among the drugstore consumers in 16 districts of Beijing, the results were statistically analyzed, and then the
suggestions were provided. RESULTS: Totally 180 valid questionnaires were collected from the 208 questionnaires with effective re-
covery rate of 86.5% . 70.6% consumers preferred the salesclerk to ask actively when they entered a drugstore; moderate depen-
dence on the salesclerk was found mainly in the aspect of “medicine selection”, “medication methods guiding” and“helping disease
judgment” ; moderate trust to the salesclerk was found, and “the poor professional knowledge”, “poor service attitude” and “poor
professional ethics” were the main reasons for the distrust; “the professional moral” and “knowledge” of salesclerks were the most-
ly expected qualities; the licensed pharmacist in the drugstore was not recognized by 66.1% consumers. CONCLUSIONS: Drug-
store should understand the consumer’s expectations and requirements to its salesclerk and improve accordingly in the respect of
strengthening the train of professional quality, enhancing the ability of pharmaceutical care, increasing the propaganda of licensed
pharmacist, conducting medication consultation actively, exploring the diversity of consumer’s requirements, and meeting the con-
sumer’s requirements more extensively.

KEYWORDS Beijing citizen; Consumer; Drug purchasing behavior; Drugstore salesclerk; Factor; Investigation
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Fig 1 Fishbone diagram of drugstore salesclerk factors ba-
sed on the consumers’ purchasing procedure
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Tab 1 Descriptive statistical results of investigated samples

(n=180)
i it ik FAHL % FIHE %
3 il 97 539 539
otk 83 46.1 100
Ak 18~25% 0 122 122
26~35% 16 89 211
36~45% 85 472 68.3
46~554 46 256 939
SSHLLE 11 6.1 100
I MR 56 311 311
i Rk 60 33 644
K% 33 184 8.8
LN 7 15.0 978
Bt Tl 4 22 100
R X 70 389 389
X 110 61.1 100
ol 5 34 189 189
i AR 4 250 439
AL 2% 144 583
bl 44 %5 8.8
£ 31 172 100
A 300060 T 75 417 417
3000~<5 0007¢ 70 389 80.6
5000~<10 0007 29 16.1 9.7
1000076121 L 6 33 100
T fR zﬂe 157 872 872
& 3 128 100
EHELE R 18 100 10.0
B 162 90.0 100

JBE AT o LA 3 A T B 2l R 3 LSO ST REAS A6
Geit4h Rk B, AR PR B (P=0.237>>0.05) Ko A ol 254 LAl
W (P=0.737>0.05) 952 U5 938 X 24 5k B OB L AL
RIS Lo AR 22 P8 R o R SR R 3R 7 %2
O, G5 LE, RS (P=0.872>>0.05) R[] 2% i (P=
0.945>0.05) Y32 V7T 24 LA, 22 B IEge i o
FERERE — PR HOBEZ4 5 B A DL F 32 5T 9 b, S
B2 5 FH24 Iy vk aa S A3 B e e & 32 VT 2
A SRS WA AT 3 IR 55 (W3 2) , 847 36 N (22.8%)
A B P2 A S o — R, DA 240 Y B RS2 U T
BB IR T2 T SR AR 25 7 Ik 55 TR P E IS
R2 —RUERBAEELRNZIHERESFLERER
BIBBR ST B St 45 R (n=158)
Tab 2 Statistical results of the expected service items by con-
sumers moderate or more dependence on drugstore
salesclerk (n=158)

I ik B, %
BUERL 107 677
i 86 544
TN 70 43
At IR ER 40 253
BMEERfGR 37 34

TEXT 32 Ui T 9% 8 T 75 R 24 )k 8k B2 25 dh i A i
o R MRS IAE 12 AN (6.7% ) , ad TR W S22 S s i
ETINA 125 A(69.4% ), B 137 A(76.1% ) o {E3X S 2171
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Tab 3 Statistical results of the effect of gender and age of

Ak

drugstore salesclerks on consumer’s trust(z=180)

i U Uik FL%
3 Pk 10 56
ot 4 250
T 125 094
A HiE 2 117
i 76 92
A 37 206
T 46 255
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A7 F0 PO BASAE ) 32 05 11 B3, 25 8 51 0 Ll AR
227 MRS A 2 A B 72 7R AN A A
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F4 ZHHEHBENMEEAEELRNERSITER (n=102)
Tab 4 Statistical results of the reasons of consumer’ s dis-
trust to drugstore salesclerks (rn=102)

i ik T, %
FAIAE ] 02
TR A 2 38 373
I 34 33
Ak SE 2 196
i 4 39

SRR AN [R50 1) 52 U5 1 2 0 245 006 78 Ml 53R 55 285 8 1) 01 2

JEHAL, 22 A BT L (P=0.037<0.05) ; iF — 58 Xk

GIBTR B, oM S O TE 2 S B B R 55 A BE o T AS [R5

[ 5217 T8 B 80 25 5 7B 51 A RO B Al iR VA 3 RE

T BT ZARFULA AR L U8, 22 5 gt X

(P>0.05)

x5 HEEMFWHEENMIIHER B FITER (=
180)

Tab 5 Statistical results of independent sample ¢ test of the

consumer’s gender (n=180)

il Bfif F P

LA 904 1.667 0.603 0312
Tes 5 8.84+1839 6214 0.037
EIES 77142251 0.027 0741
BHEA 78842367 0.269 0817
Tl 9151591 7.924 0.053
Tl 87741881 0.145 0.637
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(n=180)
Tab 6 Statistical results of the drug categories expected to
accept medication guidance by consumers (7= 180)

HI s HIME,%
it 118 65.6
Wik 90 50.0
BiAmZ 68 378
ShHZ 57 317
DInER 55 306
JiFAE i pi] 156
MRIRT L 2 144
SRR % 133
RS pi] 128
TSR pi] 128
AR5 22—
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