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Construction of the Pharmaceutical Care Quality Evaluation System in Retail Pharmacies Based on
SERVQUAL Model

FU Fei'*,HAN Yi’, FENG Bo'(1.School of Management, Jilin Medical University, Jilin Jilin 132013y China; 2.
School of Business Administration, Shenyang Pharmaceutical University, Shenyang 110016, ‘China; 3.Li Ka
Shing Faculty of Medicine, the University of Hong Kong, Hong Kong 999077, .€hinaj; 4.Scheol of Pharmacy,
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ABSTRACT OBIJECTIVE: To provide reference for further improving pharmaceutical care quality in retail pharmacies. METH-
ODS: Pharmaceutical care quality evaluation system in retail pharmacies “was established based on the SERVQUAL theory. And a
questionnaire was conducted for 206 customers_to @falyze the efféct of pharmaceutical care quality on consumer’s satisfaction in re-
tail pharmacies based on this systein, RBESULTS: ‘Base on the tangibility, reliability, responsiveness, security and transference of
SERVQUAL scale, the 5 primafy ‘indicators of pharmaceutical service quality evaluation model, and related layout, service environ-
ment, staff qualifications, commitments, service timeliness, complaints service, pharmacist prescription audit staff professional ca-
pacity cangbe construeted; 27 secondary indicators for medication records, after-sales service, etc. were established. The regression
analysis of 166 valid questionnaires among 206 questionnaires showed the effect on pharmaceutical care quality satisfaction in retail
pharmacies from small to large was reliability (weight 0.359), tangibility (weight 0.338) , security (weight 0.230), and transfer-
ence (weight 0.159). CONCLUSIONS: Therefore, ensuring the reliability should be focused on in aspects of protecting service per-
sonnel qualifications and fulfilling the commitment to the customer to improve customer’s satisfaction.

KEYWORDS SERVQUAL theory; Evaluation system; Pharmaceutical care; Service quality; Customer’s satisfaction
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Fig1 Research model based on SERVQUAL model
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