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Research of ethics and deontological aspects in pharmacies
T. P. Zarichna A,D,C, T. S. Brytanova *D,E,F, T. S. Raikova C,D, T. A. ChorniiB

Zaporizhzhia State Medical University, Ukraine

A – research concept and design; B – collection and/or assembly of data; C – data analysis and interpretation; D – writing the article;  
E – critical revision of the article; F – final approval of the article

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.

Key words: market, consumer, client, loyalty.
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Дослідження етико-деонтологічних аспектів в аптечних закладах
Т. П. Зарічна, Т. С. Британова, Т. С. Райкова, Т. А. Чорній

Мета роботи – вивчення етико-деонтологічних аспектів, що пов’язані з професійною діяльністю провізорів (фармацевтів).

Матеріали та методи. Для досягнення мети дослідження проаналізували наукові джерела з етико-деонтологічних питань, що 
пов’язані з професійною діяльністю провізорів (фармацевтів). Протягом дослідження використали методи інформаційного пошуку, 
систематизації, порівняння та узагальнення, а також соціологічні. Об’єкт дослідження – результати анкетування та інтерв’юван-
ня відвідувачів і працівників аптечної мережі КП «Примула»; аптечних мереж, які входять в компанію ТОВ «Аптека-Магнолія» 
(«Аптека АНЦ», «Копійка») й аптеки соціального проєкту «Благодія»; аптечних мереж, що входять у компанію «Мед-сервіс». Для 
наведення результатів використовували методи описової статистики. Для визначення значущості окремих факторів (Wij), що 
отримані в результаті анкетування, їхні оцінки перерахували у відповідну питому вагу компоненти.
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Результати. Систематизували такі фактори: ті, що визначають якість обслуговування; які пов’язані з купівлею лікарських засобів 
(ЛЗ); котрі визначають пріоритетні якості роботи аптечних закладів; що впливають на відносини провізора та лікаря. Найбільш 
негативно на відвідувачів аптек, на думку споживачів, впливають неуважність провізора, його помилки, дратівливість, грубість, 
некомпетентність, а також висока ціна ЛЗ, наявність черг і повільне обслуговування. На думку провізорів (фармацевтів), найбільш 
негативно на відвідувачів аптек впливають грубість, некомпетентність співробітників аптек, дратівливість, ціна на ЛЗ, асортимент 
ЛЗ, наявність черг і повільне обслуговування.

Результати оцінювання параметрів, що визначають взаємини провізора та лікаря, показали: загалом провізори підтримують 
авторитет лікарів в очах відвідувачів і поряд із ними провадять просвітницьку роботу серед населення. Але п’ята частина опита-
них бере на себе функції лікаря, що абсолютно неприпустимо. Використовуючи технології соціологічного опитування, здійснили 
аналіз, за результатами ранжування визначили провідні раціональні та емоційні фактори, що формують лояльність для окремих 
сегментів професійної діяльності аптечних закладів із використанням етико-деонтологічних принципів.

Висновки. Здійснили систематизацію факторів: ті, що визначають якість обслуговування; які пов’язані з купівлею ЛЗ; що визна-
чають пріоритетні якості роботи аптечних закладів; що впливають на взаємини провізора та лікаря. З використанням технології 
соціологічного опитування проаналізували і за результатами ранжування визначили провідні раціональні й емоційні фактори, що 
формують лояльність для окремих сегментів професійної діяльності аптечних закладів з використанням етико-деонтологічних 
принципів.

Встановили: погляди щодо невдоволення споживачів відвідуванням аптечних закладів відрізняються несуттєво від поглядів 
провізорів (фармацевтів). Найбільш негативно на відвідувачів аптек впливають неуважність і грубість провізора, висока ціна ЛЗ, 
наявність черг і повільне обслуговування. Загалом провізори підтримують авторитет лікарів в очах відвідувачів і поряд із ними 
провадять просвітницьку роботу серед населення.

Ключові слова: ринок, споживач, клієнт, лояльність.
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Исследование этико-деонтологических аспектов в аптечных учреждениях
Т. П. Заричная, Т. С. Британова, Т. С. Райкова, Т. А. Черний

Цель работы – изучение этико-деонтологических аспектов, связанных с профессиональной деятельностью провизоров (фар-
мацевтов).

Материалы и методы. Для достижения цели исследования проведен анализ научных источников по этико-деонтологическим 
вопросам, связанных с профессиональной деятельностью провизоров (фармацевтов). В течение исследования использованы 
методы информационного поиска, систематизации, сравнения и обобщения, а также социологические. Объект исследования – 
результаты анкетирования и интервьюирования посетителей и работников аптечной сети КП «Примула»; аптечных сетей, кото-
рые входят в компанию ООО «Аптека-Магнолия» («Аптека АНЦ», «Копейка»), а также аптеки социального проекта «Благодия»; 
аптечных сетей, которые входят в компанию «Мед-сервис». Для представления результатов использовали методы описательной 
статистики. Для определения значимости отдельных факторов (Wij), полученных в результате анкетирования, их оценки пере-
считаны в соответствующий удельный вес компоненты.

Результаты. Систематизировали такие факторы: определяющие качество обслуживания; связанные с покупкой лекарственных 
средств (ЛС); определяющие приоритетные качества работы аптечных учреждений; определяющие взаимоотношения провизо-
ра и врача. Наиболее негативно на посетителей аптек, с точки зрения потребителей, влияют невнимательность провизора, его 
ошибки, раздражительность, грубость, некомпетентность, а также высокая цена ЛС, наличие очередей и медленное обслужива-
ние. С точки зрения провизоров (фармацевтов), наиболее негативно на посетителей аптек влияют грубость, некомпетентность, 
раздражительность провизоров (фармацевтов), цена на ЛС, ассортимент ЛС, наличие очередей и медленное обслуживание.

Результаты оценки параметров, определяющих взаимоотношения провизора и врача, показали: в целом провизоры поддержи-
вают авторитет врачей в глазах посетителей и наряду с ними проводят просветительскую работу среди населения. Вместе с тем 
пятая часть опрошенных берет на себя функции врача, что абсолютно недопустимо.

С использованием технологии социологического опроса проведён анализ, на основе ранжирования определены ведущие раци-
ональные и эмоциональные факторы, формирующие лояльность для отдельных сегментов профессиональной деятельности 
аптечных учреждений с использованием этико-деонтологических принципов.

Выводы. Осуществлена систематизация факторов: определяющие качество обслуживания; связанные с покупкой ЛС; вызыва-
ющие недовольство посетителей аптек; определяющие приоритетные качества работы аптечных учреждений; определяющие 
взаимоотношения провизора и врача. С использованием технологии социологического опроса проведен анализ и на основе 
ранжирования установлены ведущие рациональные и эмоциональные факторы, формирующие лояльность для отдельных 
сегментов профессиональной деятельности аптечных учреждений с использованием этико-деонтологических принципов.

Отмечено, что взгляды потребителей относительно недовольства от посещения аптек несущественно отличаются от взглядов 
провизоров (фармацевтов). Наиболее негативно влияют на посетителей аптек невнимательность и грубость провизора, высокая 
цена ЛС, наличие очередей и медленное обслуживание. В целом провизоры поддерживают авторитет врачей в глазах посети-
телей и вместе с ними проводят просветительскую работу среди населения.

Ключевые слова: рынок, потребитель, клиент, лояльность.
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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.

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 (Table 5).

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

Table 1. Parameters that determine the quality of service

From the point of view of visitors to pharmacies From the point of view of pharmacists

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

ponents (Wij)

Pharmacist’s inattention 1 1.00 Brutality 1 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 From the point of view of pharmacists

Factors Rank Specific weight of 
components (Wij) Factors Rank 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 hall 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

Factors Rank Specific weight of 
components (Wij) Factors Rank Specific weight of 

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

Factors Rank 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

Factors 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 44.4 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 (Table 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 (Table 3).

Next, the priority qualities of the work of pharmacies were 
identified (Table 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 staff (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 (Table 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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