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INTRODUCTION 

Community-based pharmacy practice progresses beyond 

the four walls of the conventional community-based 

pharmacy, emphasizing item arrangement or planning 

and dispensing to convert a health care destination. Also, 

to provide the service that the patient wants, community-

based pharmacy practice is growing. The pharmacist 

practitioners in a Community- based pharmacy are 

pharmacists that are interested in this transition, 

specifically when engaged in leading and advancing 

team-based patient care programs in communities to 

promote the health of the patients.(Goode, et. al., 2019) 

 

Community pharmacies are also the first calling point for 

patients seeking information on mild illnesses for 

infections or self-care therapies. Local pharmacies also 

run health promotion programs to assist clients by 

encouraging good grooming, vaccination, and self-care 

for viral infections to reduce the need for antibiotics. 

Local pharmacies are well placed, in partnership with 

other health care professionals, to strengthen and 

encourage health, to educate patients about their illnesses, 

to advise on minor conditions, to include the correct 

details about the proper use of drugs and their possible 

side effects, to promote adherence and to avoid drug 

therapy issues. (Howard,  2017) 

 

Beyond dispensing drugs, community pharmacists' 

function has increased and thereby concentrated more on 

improving patient-centered treatment, patient-care 

programs, and pharmacist-patient interaction. A 

pharmacist plays an important role in enhancing the 

health- related quality of life of the patient by direct 

patient interaction by minimizing drug-related adverse 

reactions and encouraging greater medication adherence, 

and in turn can help minimize unnecessary visits, 

hospitalization, and readmissions to manufacturers and 

thereby achieve good clinical results all at limited costs. 

Local pharmacists help promote wellness, and 

pharmacists commit to considering their patients' welfare 
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ABSTRACT 

Pharmacists generally have a communal duty of care. Pharmacy practice studies the different aspects of the 

practice of pharmacy, and its impact on health care systems, medicine use, and patient care and services. 

(Cardenas et al. (2020). A significant therapeutic relationship between the customer and the pharmacist depends 

on care, confidence, good communication, and concerted efforts to promote well-being, prevent disease, and 

ensure safe and efficient medication. The study aims to determine the Customer's Satisfaction on the Roles and 

Service Provided by the Pharmacist and Drugstore. A descriptive-quantitative method as the research design is 

used in the study. The 387 respondents selected through convenience random sampling answered the online 

questions via Google. As per IERC protocol, the reliability of the research instrument was established using 

Cronbach’s Coefficient Alpha. The structured questionnaire inspired by a research paper entitled Public 

Perceptions, Expectations, and Views of Community Pharmacy Practice in Kuwait contains a Likert Scale and 

demographic questions piloted to 30 individuals through online media. The questionnaire was checked to detect 

potential errors and prevent them from occurring during the actual online survey. The data gathered and collected 

were subjected to descriptive quantitative analysis as the basis of the interpretation using Frequency Distribution, 

Weighted Mean, Standard Deviation and Pearson r correlation. There is no significant influence of customer’s 

confidence and socio-demographic profile. Therefore, due to the customer's confidence they are satisfied with the 

roles and services provided by the pharmacist. 
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by taking the oath. (Iskandar et al., 2017). 

 

A confident and satisfied customer may spread favorable 

words of mouth about the company image that will 

eventually bring about a positive impact on revenue. The 

important antecedent of a service experience is a 

customer’s feeling of confidence in an organization, and 

this form of customers’ empathy on their confidence level 

in the drugstore is of no difference. With increased trust 

and confidence in the drugstore through increased 

access to information and improvement, interactions 

between potential customers and pharmacists may result 

in revenue growth (Tinggi et al., 2011). 

 

A significant therapeutic relationship between the 

patient/customer and the pharmacist depends on care, 

confidence, good communication, and concerted efforts 

to promote well-being, prevent disease, and ensure safe 

and efficient medication. However, issues can occur 

when the patient and the pharmacist have different 

expectations about the pharmacist and pharmacy services' 

position. The study aims to determine the Customers’ 

Satisfaction on the Role and Services Provided by the 

Pharmacist and Drugstore. 

 

METHODS AND MATERIALS 

An online survey was used to determine the 

respondent’s assessment of the The Customer's 

Satisfaction on the Roles and Service Provided by the 

Pharmacist and Drugstore. As per IERC protocol, the 

reliability of the research instrument was established 

using Cronbach’s Coefficient Alpha. Results showed a 

reliability coefficient of 0.941, indicating very high 

reliability. The study applied the statistical treatment to 

determine the respondents and used a Raosoft sample 

size calculator. A descriptive-quantitative type of 

research design is conducted in this study. A convenient 

quota sample of 387 participants was recruited in 

random places in the Philippines. The researchers sent 

out and collected the data through an online 

questionnaire survey. The data gathered, were checked, 

tallied, interpreted, analyzed, compared and presented 

accordingly. 

 

 

RESULTS AND DISCUSSION 

I. Socio-Demographic Profile of the Customers 

Table 1.1: Age of the Respondent. 

 
 

Table 1.1 shows that 55.6% of the respondents are from 

aged 21-30 years old, these findings indicate that the age 

range 21-30 with 215 frequency are young adults who are 

active on social media and who patronize para 

pharmaceutical products like whitening soap, lotion, 

cologne and groceries in drugstores. These individuals 

are computer literate and can manipulate online surveys. 

Only 0.5% are 61 years old and above since individuals 

in this age range are not much interested in social media. 

They reason out that they find it hard to manipulate 

gadgets. 

 

Table 1.2: Gender of the Respondent. 
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Table 1.2 Shows that 270 or (69.8%) of the respondents 

were female and 117 or (30.2%) were male. This reveals 

that more females who are also frequent customers in the 

drugstores are active in social media than males. Females 

are very interested in online selling and networking 

making them computer literate. Females also visit 

drugstores to buy household needs and vitamins for the 

family. 

 

Table 1.3: Civil Status of The Respondent. 

 
 

Table 1.3 shows the civil status of the respondents. Many 

of the respondents are Single 87.1%, 11.6 % are Married, 

0.8% are Widowed and 0.5% are Divorced. This implies 

that in terms of using social media, single individuals 

have more time in social media and other online 

platforms that is why they compose the highest 

percentage in the study. Married, widowed and divorced 

individuals spent more time attending to their family and 

on household chores. 

 

Table 1.4: Profile Of The Respondent In Terms Of Highest Educational Attainment. 

 
 

Table 1.4 shows that 79.1% or 306 respondents are 

college individuals. The result reveals that since 

transactions in Education and business are now done 

online, college individuals who worked towards attaining 

a living or Education are active in the social media or are 

present in online platforms that is why they are able to 

access the online survey. Individuals who are in 

elementary level have a frequency of 2 or 0.5% because 

they cannot follow instructions in the use of social media. 
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Table 1.5: Location of The Respondents. 

 
 

Table 1.5 shows the location of the respondents where 

the majority (60.7%) are from Luzon, (23.8%) are from 

Mindanao, and (15.5%) are from Visayas. This implies 

that most of the researchers are from Luzon and have 

more concerted efforts in looking for respondents than 

from Visayas and Mindanao. This can also be attributed 

to the number of new community drug stores which are 

starting to operate in Luzon. 

 

2. Respondents’ pattern for visiting a drugstore 

Table 2.1: Frequency of Visiting A Community Pharmacy/Drugstore of The Respondents. 

 
 

Table 2.1 shows that 42.9% of the respondents often visit 

a pharmacy or drug stores more frequently than the rest of 

the respondents. The introduction of health wellness and 

fitness in the market makes individuals health-conscious 

now especially during this time of pandemic. 
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Table 2.2: Identify The Factors Influencing The Customer’s Choice Of Any Particular Community Pharmacist 

 
 

Table 2.2 shows that 281 of the respondents chose the 

statement “Convenient Pharmacy that opens 24/7” as 

rank 1. The most offered reason for a Convenient 

Pharmacy that opens 24/7 is services of the drugstores 

are available all the time. Patients are happy with the 

convenient pharmacy because they can get drugs at any 

time during the day without waiting. The statement 

“Close to their home or workplace or shopping mall” is 

rank 8 or the last in the rank because customers always 

consider the availability of the drugstore anytime and 

anywhere. The need for medicine has no structured time 

to purchase, once needed customers approached an 

available drugstore anytime. 

 

3. Determine the customers’ perception towards community pharmacist 

Table 3.1 Image of Community Pharmacist. 
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Table 3.1 shows that 278 of the respondents consider 

pharmacists as somebody who knows a lot about drugs 

and is concerned about and committed to caring for the 

public. This means that people consider pharmacists as 

reliable sources on drug-related concerns and devoted in 

caring for the patients. The pharmacists' role in the 

community has greatly expanded, from being merely 

focused on dispensing medicines to having patient 

interactions. 

 

Table 3.2: To Determine The Respondents’ Perception Towards Community Pharmacist. 

 
 

4. To determine the customers’ confidence on. 

Table 4.1: Determine The Customer’s  Confidence. 
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Table 3.2 shows that 34.9% or 135 of the respondents 

approached pharmacists for a consultation about any 

drug-related problem or question. Society believes that 

pharmacists are more knowledgeable about the doses and 

side effects of medications and they are the most 

accessible healthcare professionals. To consult a 

pharmacist, no agreement is required, and the patients 

can get free consultations and impartial advice anywhere 

(Rutter, 2020). Physician has 31.3%, next in rank to the 

Pharmacist. Many consider consultation to a physician 

expensive and must spend time making appointments for 

consultation and the patient has to be observed for some 

time before administering medicine. Family members or 

friends have 27.6% since advice can be based on 

experience and the patient is near the family members. 

The nurse has 6.2% because patients or society considers 

the nurse as just an assistant to a physician and has less 

knowledge on dispensing drugs. 

 

Table 4.1 Shows that the extent of customer confidence 

in the roles of the pharmacist in terms of attitudes. The 

median score for confidence and trust in community 

pharmacists reflected satisfied confidence/trust with a 

weighted mean response of 3.96. This implies that all the 

factors stated are practiced by a community pharmacist. 

Customers are satisfied with a pharmacist's efforts to 

improve patient wellbeing, administer patient drugs, and 

resolve issues related to medications. 

 

5. Determine the customers’ expectation towards 

Table 5.1: To Determine The Customers’ Expectation Towards. 

 

https://books.google.com.ph/books?hl=en&lr&id=y5XnDwAAQBAJ&oi=fnd&pg=PP1&dq=what%2Bis%2Bcommunity%2Bpharmacy&ots=igG_tzv33g&sig=Mj4zjPPxjS_JrcgKzFe50iKZyfo&redir_esc=y%23v%3Donepage&q=what%20is%20community%20pharmacy&f=false
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Table 5.1 shows the median expectation score of the 

participants, which is 4.04 reflected a satisfied 

expectation. The result reveals that society is fulfilled 

with the roles of a pharmacist. Patients put their trust to 

the guidance and to the knowledge of the pharmacist on 

drug-related issues. Four factors, “Teach me about the 

directions for the use of medications”, “Answer my 

drug-related questions, Advise me on minor 

ailments/side effects, e.g., headache, heartburn, 

constipation, muscle pain, and minor skin problems”, 

and “Check my prescriptions for accuracy in terms of 

drug name and dose” got a very satisfied response. The 

result implies that the pharmacist has gained an excellent 

appreciation from customers on these factors. These 

factors are the expectations of the customers which are 

strongly evident from the pharmacist. 

 

Ten of the factors got a satisfied response. The result 

implies that the factors are not at all times practiced or 

strongly evident in the pharmacist. This could be due to 

barriers like time, personal experiences and customer’s 

attitude towards the pharmacist. 

 

6. Determining services offered by 

Table 6.1: The Community Pharmacist. 

 
 

Table 6.1 Shows that the people or the community is 

aware of the services offered by the pharmacist. The 

statement, “The pharmacist provided medication with a 

clear drug label and explains how to take my medications 

as directed’’ ranked first because this service is very 

evident when buying medicine. Once the medicine is 

given to the customer the pharmacist provides a clear 

drug label and instruction on how to take the medicine 

and explains what will happen if the medicine is not 

taken religiously. This is related to the statement, “The 

pharmacist always explains the side effects of 

medications’’ which is rank 2. It is the duty of every 

Pharmacist to inform the customer the side effects of a 

particular medicine when taken in an empty stomach, 

when sick with a degenerative or serious illness or other 

symptoms that may cause adverse effects to the body 

when taking the drugs. 

 

Advice on smoking cessation ranks last. Giving advice is 

a role of the pharmacist but as to whom the advice is 

given would be difficult because the pharmacist cannot 

be asking everyone who visits the drugstore, “do you 

smoke”? This action is unethical. If the pharmacist is 

aware that the individual smoke, then the advice to stop 

can be given and the adverse effects of smoking should 

be explained to the person. 

 

Based on the responses, the researchers found out that 

the public is aware of the services and roles of a 

pharmacist. 
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Table 6.2: Services offered by the drugstore. 

 
 

Table 6.2 Shows that people are conscious of the 

environment, the physical setting, and the facilities of the 

drugstore. Rank 1 to 5 are factors which influence a 

customer to visit and patronize a drugstore. A well-

maintained pharmacy, a clean and comfortable 

environment are top priority in the choices because 

people are sensitive to physical appearance. This is very 

much true in this pandemic because people want to boost 

their immune system by making the surroundings clean. 

 

The statement, “Provides Screening services, e.g., blood 

pressure, blood glucose, blood cholesterol and body 

weight measurement” is last in the rank because these 

services were introduced late. Many are not aware that 

these services are offered in the pharmacy. Patients used 

to submit for laboratories on blood glucose and 

cholesterol, blood pressure and body weight 

measurement in hospitals and clinics. Having these 

services in the pharmacy give the patients the chance to 

monitor their health without waiting and spending a lot 

of money. 

 

 

 

7. Is there a significant relationship between the respondents’ demographic profile to the respondents 

confidence 

Table 7.1:  Age. 

 
 

Table 7.2: Sex. 
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Table 7.3: Marital status. 

 
 

Table 7.4: Highest Educational Attainment. 

 
 

Table 7.5: Location. 

 
 

CONCLUSION 

The study showed there is no significant influence on the 

customers’ level of confidence and socio-demographic 

profile. They expressed satisfied confidence and 

expectations on the knowledge and attitude of the 

pharmacist on drug-related issues. Therefore, due to the 

customer's confidence, they are satisfied with the roles 

and services provided by the pharmacist. Nonetheless, it 

is important to raise public awareness on the customers’ 

satisfaction, expectations,  knowledge, and attitude on the 

roles and services provided by the pharmacist and 

drugstore. 
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