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The aim of the study was to study the ethical and deontological aspects related to the professional activities of pharmacists.

Materials and methods. To achieve the goal of the study, an analysis of scientific sources on ethical and deontological issues related
to the professional activities of pharmacists (pharmacists) was carried. During the research, the methods of information search,
systematization, comparison, and generalization, as well as sociological research methods were used. The object of the study was
the results of questionnaires and interviews of visitors and employees of pharmacy chains of KP “Prymula”; pharmacy chains that are part
of the company “Apteka-Mahnoliia”: Pharmacy ANC, Kopiika and pharmacies of the social project “Blahodiia”; pharmacy chains that are
part of the company Med-service. Descriptive statistics methods were used to present the obtained data. To determine the significance
of individual factors (Wij), obtained because of the questionnaire are listed to the corresponding specific weight of the component.

Results. The systematization of the following factors: which determine the quality of service; related to the purchase of drugs (medicines);
which determine the priority of qualities of pharmacies; determining the relationship between a pharmacist and a doctor. It was found
that the most negative impact on pharmacy visitors, from the point of view of consumers, was the inattention of the pharmacist, his
mistakes, irritability, rudeness, incompetence, as well as the high price of drugs, queues, and slow service. From the point of view of
pharmacists, pharmacy visitors were most negatively affected by rudeness, incompetence of pharmacy employees, irritability, the price
of drugs, the range of drugs, the presence of queues, and slow service. The results of the assessment of the parameters that determine
the relationship between the pharmacist and the doctor showed that, in general, pharmacists maintain the authority of the doctor in
the eyes of visitors and, along with the latter, carry out educational work among the population. However, a fifth of respondents assume
the functions of a doctor, which is completely unacceptable. Using the technology of sociological survey, the analysis was carried out
and, based on ranking, the leading rational and emotional factors that form loyalty for certain segments of the professional activity of
pharmacies using ethical and deontological principles were identified.

Conclusions. The systematization of the following factors: which determine the quality of service; related to the purchase of drugs that
cause dissatisfaction; which determine the dissatisfaction of visitors to pharmacies; which determine the priority of qualities of pharmacies;
determining the relationship between pharmacist and doctor. Using the technology of sociological survey, the analysis was carried out
and, based on ranking, the leading rational and emotional factors that form loyalty for certain segments of the professional activity of
pharmacies using ethical and deontological principles were identified. It is established that the views on consumer dissatisfaction with visiting
pharmacies differ insignificantly from the views of pharmacists. Pharmacist visitors are most negatively affected by the inattention and
rudeness of the pharmacist, the high price of drugs, the presence of queues and slow service. It is established that, in general, pharmacists
maintain the authority of the doctor in the eyes of visitors and, along with the latter, conduct educational work among the population.
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HocnigxeHHA eTUKO-AEOHTONOrYHMX aCNeKTiB B aNnTeYHUX 3aKnagax
T. M. 3apiuHa, T. C. bputaHosa, T. C. Paitkosa, T. A. YopHii
MeTa po60oTK — BYBYEHHS ETUKO-AEOHTONOrMYHMX aCNEKTIB, L0 NOB'A3aHi 3 NPOMECiHO AiSnbHICTIO NPOBI30pIB (hapmaLeBTiB).

Marepianu Ta metoau. NS BOCATHEHHS METU AOCTIAKEHHS NpoaHanisyBany HayKoBi [Kepena 3 eTUKO-AEOHTOMNOMYHNX MUTaHb, LU0
NOB’s13aHi 3 NPOHeCiHO AiANbHICTIO MPOBi3opiB (hapmaueBsTiB). MpOTAroM AOCNIMKEHHS BUKOPUCTAM METOAM iHGhOPMAL,iiHOTO MOLLYKY,
cucTemaTm3adii, NOpiBHAHHA Ta y3aranbHeHHS, a Takox couionorivHi. O6’ekT JOCNimKEHHS — pe3ynbTaTi aHKETYBaHHS Ta iHTEPB'oBaH-
HA BiABigyBayiB i NpauiBHMkiB anTeuHoi mepesxi KIM «[MMpumynay; anTeyHux mMepex, ski BxogsaTb B komnaHito TOB «Anteka-MarHonis»
(«Anteka AHLl», «Koninka») 1 anTeku couianbHOro NpoekTy «bnaroais»; anTe4Hnx Mepex, Lo BXOAATL y komnaHito «Mea-cepsicy. [ins
HaBEOEHHs pe3ynbTaTiB BUKOPUCTOBYBaNM METOAM OMUCOBOI CTATUCTUKU. [ANsi BU3HAYeHHs 3HauyLLocTi okpemux chakTopis (Wij), wo
OTPUMaHi B pe3ynbTaTi aHKETYBaHHS, TXHi OLiHKM Nepepaxysanu y BianoBiaHy NUTOMY Bary KOMMOHEHTH.
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Pesynisratn. CuctematnayBany Taki haktopy: Ti, LLIO BU3HAYaIOTb SKICTb 06CNYroByBaHHS; siki NOB'A3aHi 3 kyniBneto nikapcbkux 3acobis
(N3); koTpi BU3HAYaOTL NPIOPUTETHI SKOCTI POBOTM anTeYHMX 3aknagis; WO BMIMBAOTL HA BiAHOCKUHM NPOBi3opa Ta nikaps. HanbinbLw
HEeraTWBHO Ha BifBidyBauyiB anTek, Ha AyMKY CMOXWBauiB, BNIMBAIOTL HEYBaXHICTb NPOBI30pa, M0ro MOMWUIKW, APaTiBMMBICTb, rpybicTb,
HEKOMMETEHTHICTb, a TaKoX BUCOKa LijHa J13, HasiBHICTb Yepr i noBinbHe 06cnyroByBaHHS. Ha AyMKy npoBisopis (dhapmaLeBTiB), HanbinbLL
HEeraTWBHO Ha BifBifyBaYiB anTek BMIMBAKOTb rpybiCTb, HEKOMMNETEHTHICTb CMiBPOOBITHYKIB anTek, ApaTiBnmMBICTb, LiHa Ha J13, acopTmeHT
N3, HasBHICTb Yepr i NOBiNbHe 06CNYroByBaHHS.

Pesynbratit OUiHIOBaHHA MapameTpiB, L0 BU3HAYaloTb B3aEMMHW NpOBI3opa Ta nikaps, nokasanu: 3aranom nposi3opy NigTPUMYHOTb
aBTOPMTET NikapiB B 04ax BiABigyBaYiB i nopsz i3 HUMW NPOBaAATL NPOCBITHULLKY POBOTY ceper HaceneHHs. Ane n'sta YacTHa onuTa-
HUx 6epe Ha cebe dyHKuii nikaps, Lo abcomoTHO HeNpUNYCTMMO. BUKOPWUCTOBYIOYM TEXHOMOTIT COLiONONYHOMO ONUTYBAHHS, 3INCHANK
aHani3, 3a pesynstatamu paHxXyBaHHS BU3HAYMNW NPOBIAHI paLioHanbHi Ta emMoLiiHi hakTopu, Lo opMY0Tb NOAMbHICTL 4118 OKPEMUX
CErMeHTiB NPOMECINHOI AiANbHOCTI anTeYHUX 3aKnagis i3 BUKOPUCTAHHSIM €TUKO-AEOHTONOMYHMX NPUHLIMMIB.

BucHoBku. 3ajiicHunu cuctemaTm3auiio hakTopis: Ti, WO BU3HAYAKOTb SKICTb 0OCNYroByBaHHS; Siki NOB’A3aHi 3 kynieneto J13; Lo B13Ha-
YalTb NPIOPUTETHI AKOCTi pOBOTM anTe4YHUX 3aKknagis; Lo BNNMBaKOTb HA B3AEMUHU MPOBi3opa Ta nikapsi. 3 BUKOPUCTAHHSAM TEXHOMOTi
COLLIONOriYHOro ONMTYBaHHSA NpoaHanisyBanu i 3a pesyfsratamy paHXyBaHHS BU3HAYMIIM NPOBIAHI paLioHasibHi 1 eMOoUiiHi hakTopwm, Wwo
hOpMYIOTb NOSMBHICTb ANSi OKPEMUX CETMEHTIB NMPOGECINHOI AiNMbHOCTI anTeYHKX 3aKnagiB 3 BUKOPUCTAHHSM €TUKO-A€0HTONOMYHMX
MPUHLMMIB.

BcTaHoBunu: nornsam LWoAO0 HEBAOBOSIEHHS CMOXMBAYIB BiABiAyBaHHAM anTeyYHWUX 3aknagiB Bidpi3HATbCA HEeCYTTEBO Bid NOMsLiB
npoBi3opiB (hapmaLeBTiB). HalbinbLL HeraTMBHO Ha BiABidyBaYiB anTek BNIMBaOTL HEYBAXHICTh i FpybicTb NpoBisopa, BUCOKa LiHa J13,
HasABHICTb Yepr i NoBinbHe 06CNyroByBaHHS. 3aranom npoBi3opu NATPUMYIOTL @aBTOPUTET NikapiB B 04ax BiABIAYBaYiB i NOPAA i3 HUMK
NpoBaasTh NPOCBITHULLKY POBOTY cepes HaceneHHs.

Knio4oBi crioBa: pUHOK, CNOXMBAY, KNIEHT, NOSAMNbHICTb.
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WUccnepoBaHue 3TUKO-AEOHTONOMMYECKUX aCMeKTOB B anTeYHbIX YYpexAeHUsX
T. . 3apuunas, T. C. bputaHosa, T. C. Paiikosa, T. A. YepHui

Llenb paboTkl — 13y4YeHne 3TUKO-AEOHTONOMMYECKIX aCreKTOB, CBSA3aHHBIX C MPOeCcCUoHanbHOM AeSTENBHOCTLIO NPOBM30OPOB (dhap-
MaLeBTOB).

Matepuanel u metoabl. [ing SOCTUXEHNS Leny UCCRefoBaHNs NMPOBEAEH aHann3 Hay4YHbIX UCTOYHUKOB MO 3TUKO-AEOHTONOMMYECKM
BOMpOCaMm, CBA3aHHbIX C NPOdeCCHOHaNbHOM AesTeNbHOCTBI0 NPOBKU30POB (hapmaLeBToB). B TeueHne nccnenoBaHWs UCNONb30BaHbI
MeToAbl MHOPMALIMOHHOIO Noncka, cucTemaTnaaumm, cpaBHeHns 1 06obLueHus, a Takke coumonornyeckune. OBbEKT ccnegoBaHns —
pe3ynbTaThl aHKETUPOBAHUS Y MHTEPBLIOVPOBAHUSA NoceTuTenen n pabotHnko anteyHoi cetn KIM «MMpumynay; anTeyHbIx ceTen, KoTo-
pble BxogsT B komnanuto OO0 «Anteka-MarHonusy» («Anteka AHLL», «Koneikay), a Takke anTeku coumanbHOro npoekTa «bnarogus»;
anTeyHbIX CETew, KOTopble BXOAAT B komnaHuio «Mea-cepsucy. [ins npeacTaBneHns pesynsTaTos MCMOMb30Banv MeToAbI OnncaTenibHoM
cTaTucTukn. [ina onpegenenuns 3Ha4MmocTy oTaenbHbix aktopos (Wij), nonyyeHHbIX B pe3ynstate aHKeTUPOBaHUS, UX OLIEHKW nepe-
CYMTaHbl B COOTBETCTBYIOLLMIA YAEMNbHbBIA BEC KOMMOHEHTHI.

Pesyniratsl. CuctematnavpoBan Takue akTopbl: onpeaenstolme kKaiecTso 06CnyxunBaHus; CBA3aHHbIE C NMOKYMKOW NeKapCTBEHHbIX
cpencTs (J1C); onpepensioLine NpYopuTETHbIE Ka4ecTBa paboThbl aNTEYHbIX YYPEKAEHWIA; ONpeaenstoLLme B3auMOOTHOLLEHUS MPOBK30-
pa 1 Bpaya. Hanbonee HeraTMBHO Ha MOCETUTENEN anTek, C TOUKU 3peHUs NoTpeduTenen, BIMSIOT HEBHUMATENBHOCTL NPOBM30pa, ero
OLLIMBKK, pasapaxuTENbHOCTL, FPYBOCTb, HEKOMMETEHTHOCTb, @ Takke Bbicokas LeHa J1C, Hannuune ovepeaeii u MeaneHHoe obenyxuBa-
Hue. C TOYKM 3peHust NpoBM30pOB (hapmaLieBToB), Hanbornee HEraTMBHO Ha NOCETUTENEN anTek BNUSOT rpy6oCTb, HEKOMMETEHTHOCTb,
pa3fpaxuTenbHOCTb NPOBK30POB (hapmaLeBToB), LeHa Ha J1C, accoptumeHT J1C, Hannyme odepenen u MeaneHHoe obCnyxuBaHue.

PesynbraThl OLeHKV NapameTpoB, onpeaensoLwmx B3arMOOTHOLLEHUS NPOBM30pa 1 Bpaya, nokasanu: B LienoM NpoBu3ophl NOAAEpXu-
BalOT aBTOPUTET Bpayel B rna3ax NnoceTuTenemn 1 Hapsay C HUMM NPOBOAST NPOCBETUTENBLCKYLO paboTy cpean HaceneHus. Bmecte ¢ Tem
nATas YacTb ONpPOLLEHHbIX BepeT Ha cebs hyHKLMM Bpaya, 4To abCcontioTHO HeLoNyCTUMO.

C 1cnonb3oBaHWEM TEXHOMNOMMM COLMOIOTMYECKOro onpoca npoae,qéH aHanuns, Ha 0CHOBEe paHXupoBaHWA onpeaeneHbl Beayume paun-
OHallbHble N 3MOUMOHarbHbIE d)aKTOpr, CbOpMVIpyFOLLI,I/Ie NOANbHOCTb ANA OTAENbHbIX CEerMeHTOB ﬂpOd)eCCVIOHaﬂbHOVI AeATeNbHOCTU
anTeYHbIX yqpe>K,quvu71 C ucnonb3oBaHnMemM 3TUKO-AEOHTONOrMYeCKNX NPUHLMNOB.

BbiBoapbl. OcymeCTBneHa cuctemaTumsaumna pakTopoBs: onpeaenstoLme Ka4yecTso O6CJ'Iy>KVIBaHMF|; CBA3aHHbIE C ﬂOKyI'IKOIZ J1C; BblI3bIBa-
IOLLIME HEeOBOSLCTBO NOCETUTESNEN anTek; onpeaensoLmMe NpropuTeTHbIE KayecTea pa6OTbI anTe4yHbIX y‘-lpe)K,Cl,eHVIVI; onpenendawwmne
B3aMMOOTHOLLEHUA NpOoBM30pa N Bpaya. C ncnonb3oBaHUEM TEXHOMOMMMU COLMONOrMYECKOro onpoca nposedeH aHann3 U Ha oCHoBe
PaHXnpoBaHUA yCTaHOBNEHbl Beayllne paunoHalnbHble U SMOUMOHaNbHbIE dhakTopsl, (bOpMMpy}OLLI,MG NOANbHOCTb ANA OTAENbHbIX
CErMeHTOB NPOeCCHOHanbHOM AeATENbHOCTY anTeYHbIX y\Jpe)K,D,eHVIVI C ncnonb3oBaHNEM 3TUKO-AEOHTONTIOTMYECKMX NPUHLNNOB.

OTMeueHo, 4TO B3rnsabl NOTpebuTenel OTHOCUTENBHO HEAOBOMNLCTBA OT MOCELLEHWS anTek HECYLLECTBEHHO OTIMYAOTCS OT B3rMNSA0B
npoBwn3opoB (dapmaLieBTo). Hanbonee HeraTMBHO BAUSIIOT HA MOCETUTENEN anTek HEBHUMATENbHOCTb W rpy60CTb NPOBM30PA, BbICOKas
ueHa J1C, Hannuve odepenei n MegneHHoe obenyxvsaHve. B Lenom npoBrn3opbl NOAAEpXKVBaOT aBTOPUTET Bpayen B rna3ax nocetu-
Tenemn v BMECTe C HUMM NPOBOAAT NPOCBETUTENBCKYIO paboTy cpeayu HaceneHws.

KnioueBble cnoBa: PbIHOK, I'IOTpe6I/ITeJ'Ib, KIMUEHT, NOANbHOCTb.
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Research of ethics and deontological aspects in pharmacies

The main task of the pharmacy is to provide highly qualified
timely medical care to the population with a high culture
of service. To perform this task, it is necessary to orga-
nize the work of the pharmacy in accordance with current
standards, to ensure compliance with legislation governing
the work of pharmacies, to strictly adhere to ethical and
deontological principles [1-3,7-9].

In our country, the ethical standards of conduct of both
medical and pharmaceutical workers coincide with legal
requirements and are supported by laws and regulations.
The main approaches to solving this problem are set out in
the Fundamentals of the legislation of Ukraine on health care.
Section X “Medical and pharmaceutical activities” contains
articles that regulate the rights, duties, and responsibilities
of medical and pharmaceutical workers in their professional
activities [4].

The main ethical document is the Code of Ethics of
pharmaceutical workers of Ukraine. The Code of Ethics for
Pharmaceutical Workers of Ukraine is based on the Code of
Pharmacists adopted in 1997 by the Council of the Interna-
tional Pharmaceutical Association and approved by the WHO.
The International Code of Ethics and Recommendations of
this Code contain 9 basic principles that govern the rela-
tionship between the pharmacist, the patient, the healthcare
professional, and colleagues. The professional ethics of a
pharmaceutical worker is based on the principles of legality,
competence, objectivity and honesty, partnership and inde-
pendence, confidentiality, and individual approach to each
citizen. The Code aims to protect the dignity and human right
to health care and sets out ethical standards of professional
conduct and responsibility that should serve as a model guide
for pharmaceutical chemists and pharmacists in their dealings
with society in the context of market relations as the phar-
maceutical profession grows and becomes more important.
It should promote the formation of trust in the professional
activities of pharmaceutical chemists and pharmacists, in-
crease the status and image of these professions in society [5].

Aim
The aim of the study was to study the ethical and deon-

tological aspects related to the professional activities of
pharmacists.

Table 1. Parameters that determine the quality of service

From the point of view of visitors to pharmacies

Materials and methods

To achieve the goal of the study, an analysis of scientific
sources on ethical and deontological issues related to the pro-
fessional activities of pharmacists (pharmaceutical chemists).
During the research the methods of information search, sys-
tematization, comparison, and generalization, as well as so-
ciological research methods were used. The object of the study
was the results of questionnaires and interviews of visitors and
employees of pharmacy chains of KP “Prymula”; pharmacy
chains that are part of the company “Pharmacy-Mahnoliia™:
Pharmacy ANC, Kopiika and pharmacies of the social project
“Blahodiia”; pharmacy chains that are part of the company
Med-service.

Descriptive statistics methods were used to present the ob-
tained data. To determine the significance of individual factors
(Wij), obtained because of the questionnaire are listed to
the corresponding specific weight of the component. To do
this, the answers for each factor were summarized. The factor
with the highest score was taken as “1”. The significance of
other factors is calculated as the ratio of the sum of responses to
the parameter that received the maximum score. To determine
the rating of factors that shape consumer satisfaction with
the work of pharmacists (pharmaceutical chemists) conducted
additional studies to assess the significance of factors influenc-
ing consumer choice [6].

Results

The following factors were selected for this study:

— Consumer dissatisfaction with the quality of service
(Table 1).

— Consumer dissatisfaction with the organization of phar-
macies (Table 2).

— Dissatisfaction of consumers associated with the purchase
of drugs (Table 3).

— Priority qualities of pharmacies (Table 4).

— Parameters that determine the relationship between
the pharmacist and the doctor (7able 5).

Discussion

Table 1 shows that the most negative effect on pharmacy
visitors is the inattention of the pharmacist (Wij = 1.00), his

From the point of view of pharmacists

Specific weight of com- Specific weight of com-
ponents (Wij) ponents (Wij)

Pharmacist's inattention 1.00 Brutality 1.00
Pharmacist's errors 2 0.92 Incompetence 2 0.83
Irritability 3 0.50 Irritability 3 0.78
Brutality 4 0.42 Pharmacist inattention 4 0.56
Incompetence 5 0.30 Pharmacist's mistakes 5 0.44
Untidy appearance 6 0.10 Untidy appearance 6 0.22
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Table 2. Parameters of the organization of work of drugstores causing dissatisfaction

From the point of view of visitors to pharmacies

Specific weight of
components (Wij)

From the point of view of pharmacists

Specific weight of
components (Wij)

The presence of the queue 1 1.00 Slow maintenance 1 1.00
Obsessive advertising 2 0.48 The presence of the queue 2 0.94
Slow maintenance 3 0.44 No money exchange 3 0.52
No money exchange 4 0.24 Obsessive advertising 4 0.32
Inconvenient location of the product in the window | 5 0.12 Lack of space for rest 5 0.13
Small area of the trading hall 6 0.08 Small area of the trading hall 6 0.10
Unsuccessful design of the trading halll 6 0.08 Inconvenient location of the product in the window | 6 0.10
Lack of space for rest 7 0.04 Unsuccessful design of the trading hall 7 0.06

Table 3. Options related to the purchase of drugs that cause dissatisfaction

From the point of view of visitors to pharmacies From the point of view of pharmacists
M M Specific weight of
components (Wij) components (Wij)
The price of drugs 1 1.00 The price of drugs 1 1.00
Assortment of drugs 2 0.28 Assortment of drugs 2 0.40
Low quality of drugs 3 0.22 Impossibility to return released drugs 3 0.30
Price mismatch in the shop window and in the check | 4 0.09 Price mismatch in the shop window and in the check | 4 0.23
Impossibility to return released drugs 5 0.06 Unsatisfactory quality of drugs 5 0.13
Inconvenient dosage form of drugs 5) 0.06 Inconvenient dosage form of drugs 6 0.08
Inconvenient dosing of drugs 5 0.06 Inconvenient dosing of drugs 7 0.00

Table 4. Parameters that characterize the quality of pharmacy operations

m Specific weight of components (Wij)

Service culture 1 1.00
The atmosphere of the trading hall 2 0.98
Assortment of drugs 3 0.97
Highly qualified staff 4 0.96
Overall satisfaction with visiting the pharmacy 6 0.94
Location of the pharmacy 7 0.93
The location of the drug in the window 8 0.91
Affordable price 9 0.85
Availability of loyalty programs 10 0.84

Table 5. The results of the evaluation of the parameters that determine the relationship between the pharmacist and the doctor

Positive answer, % | Negative answer, %

Pharmacist’'s support of the doctor’s authority in the eyes of visitors 93.3 6.7

Performing the functions of a doctor by a pharmacist 20.0 80.0
Pharmacist's remarks to the doctor in the presence of visitors 13.3 86.7
Consultation of doctors on the selection and appointment of drugs 35.6 64.4
Collaboration with physicians to determine pharmacological standards for the treatment of formulary lists | 13.3 86.7
Conducting educational work among the population on the use of over-the-counter drugs 444 55.6
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mistakes (Wij = 0.92), irritability (Wij = 0.50), rudeness
(Wij = 0.42), incompetence (Wij = 0.30). The appearance
of the pharmacist does not matter to visitors.

From the point of view of pharmacists, pharmaceu-
tical chemists are most negatively affected by rudeness
(Wij = 1.00), incompetence of pharmacy employees
(Wij = 0.83), irritability (Wij = 0.78). The least attention
is paid to the appearance of the pharmacist (pharmacist)
(Wij = 0.22), his mistakes (Wij = 0.44).

The results of the factor assessment of the pharmacy or-
ganization that negatively affect the visitors of the pharmacy
showed that the visitors of the pharmacies are most annoyed
by the presence of queues (Wij = 1.00), intrusive advertising
(Wij = 0.48), slow service (Wij = 0,44). There is almost no
attention to the lack of a place to rest (Wij = 0.04).

Pharmacists (pharmaceutical chemists) believe that in
the organization of the pharmacy consumers are most an-
noyed by: slow service (Wij = 1.00), queues (Wij = 0.94),
lack of exchange (Wij = 0.52). Unsuccessful design of
the trading hall (Wij = 0.06), inconvenient location of goods
in the shop window (Wij = 0.10), small area of the trade
hall (Wij = 0.10), lack of space for rest (Wij = 0.13) have
value (7able 2).

Analysis of the reasons related to the purchase of drugs
that cause dissatisfaction showed that the most nega-
tive impact on visitors to pharmacies is the high price
(Wij = 1.00), insufficient range (Wij = 0.28), low quality
(Wij = 0.22).

Practically they do not pay attention to the impossibility
of returning the released drugs in accordance with the law,
inconvenient dosage forms, inconvenient dosage of drugs
(Wij = 0.06).

The assessment of the views of pharmacists (pharmaceu-
tical chemists) showed that the high price (Wij = 1.00) and
insufficient range of medicines (Wij = 0.40), the impos-
sibility of returning the goods in accordance with the law
(Wij = 0.30) irritates pharmacy visitors and causes their
dissatisfaction (7Table 3).

Next, the priority qualities of the work of pharmacies were
identified (7able 4). It was found that the most important cri-
teria for pharmacy visitors are: service culture (Wij = 1.00),
the atmosphere of the trading hall (Wij = 0.98), the range of
drugs (Wij = 0.97), highly qualified staft (Wij = 0.96). The
presence of loyalty programs (Wij = 0.84)is almost irrelevant.

An important element of pharmaceutical ethics and deon-
tology are the moral rules governing the relationship between
pharmacists and physicians, which must be based on the prin-
ciples of humanism and a high awareness of their social duty.

The main thing in the relationship between medical and
pharmaceutical workers is a common goal — to preserve
the health and well-being of patients. At the same time
the doctor bears the load associated with the diagnosis and
prescription of drugs. Therefore, the doctor and the pharma-
cist should work as colleagues, respect each other’s experi-
ence and knowledge.

The results of the assessment of the parameters that deter-
mine the relationship between the pharmacist and the doctor

showed that, in general, pharmacists maintain the authority
of the doctor in the eyes of visitors and, along with the latter,
carry out educational work among the population. However,
one-fifth of respondents assume the functions of a doctor,
which is completely unacceptable. In addition, pharmacists
make remarks to the doctor in the presence of the patient,
which does not meet ethical and deontological standards. It
should be noted that joint work with physicians to determine
pharmacological standards for the treatment of formulary lists
is not active enough (7able 5).

Conclusions

1. The systematization of the main factors: which determine
the quality of service; related to the purchase of drugs that
cause dissatisfaction; which determine the dissatisfaction of
visitors to pharmacies; which determine the priority quali-
ties of pharmacies; determining the relationship between a
pharmacist and a doctor.

2. Using the technology of sociological survey, the analysis
was conducted and, based on ranking, the leading rational
and emotional factors that form loyalty for certain segments
of the professional activity of pharmacies using ethical and
deontological principles were identified.

3. It is established that the views on consumer dissatis-
faction with visiting pharmacies differ insignificantly from
the views of pharmacists. Pharmacy visitors are most nega-
tively affected by the pharmacist’s inattention and rudeness,
the high price of drugs, the presence of queues, and slow
service.

4. It is established that, in general, pharmacists maintain
the authority of the doctor in the eyes of visitors and, along
with the latter, conduct educational work among the popu-
lation.
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