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ABSTRACT

The article presents the results of sociologicate@ch of the consumers of pharmaceutical servioes the
structure of the main reasons of the consumergingsthe pharmacies. The aspects of the infornmati@ctivity of
the pharmacists have been analyzed. The appraatietimprovement of a pharmacy’s competitivengsnéans
of informational technologies that is the touctoinfiation terminals placed in trade area has beemnked out. The
unigue pharmaceutical informational basis for thestomers of the pharmacies and the software fortdlieh
information terminals have been worked out.
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INTRODUCTION

Nowadays at the pharmaceutical market of Russiaolb&erve the tendency of increasing the numbethef t
pharmacies. According to this fact, an intense cgtitipn arises in the conditions of the competitfon customers
in the pharmaceutical sphere[1,2,3]. It is esskfttathe modern pharmacies to use different measriacreasing
the competitiveness, for example, implementatiooafsumer services standards, improving the madkgtolicy,
usage of personal approach to the customers, irapremt of the quality of providing information[4,657].
Recently the importance of informational technodegin the pharmacies’ activity has been growingecid
software for ordering and sales of goods is beisgduweb sites of the pharmacies, systems of thelsef the
medicines are being made, etc.[8,9,10, 11, 12,l1@3jur opinion, widening the range of the addiéibservices of a
pharmacy for the consumers by means of the spgaialtked out software is actual. These servicesigeothe
improvement of a pharmacy’s information activitgriying out preliminary consulting of a patient ceming the
usage, comparison and choice of a medicine or apparmaceutical product, giving him the abilityget the
reliable and professionally provided informationrbgans of the touch information terminal placed pharmacy’s
trade area. As a rule, the subsequent personaliltioigsby a pharmacist is of subject characteis pperceived by a
consumer with the greater understanding and ttasises his satisfaction and, as a result, pronieée®rmation of
a pharmacy’s customer.

The aim of this research is working out the appheacfor the improvement of a pharmacy’s competitdss by
means of providing the additional services by theeh information terminals placed in trade area.

The source of the data is 300 questionnaires ofctiressumers’ polland 122questionnaires of the pblthe
pharmacists working the pharmacy chains, such aschpiy dom, Aleksa-pharm, BSU pharmacy, ARTES a\ik
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Pharma Lek, Victoria Pharm(the city of Belgorodjicp lists of Catren distributing pharmaceuticampany;
official informational sources: ‘Encyclopedia of iRedies: Register of the Remedies of Russia’ (20DE3},
Vidal's Reference book ‘Medicines of Russia’ (2@®L2), reference book ‘Remedies’ byM.D. Mashkovsky,
reference book of the synonyms of the medicinesilgnPharmacia software; Internet sources.

We have used the following methods of researchtesyatization, structuring, comparison, groupingyesuision,
graphic, content analysis, sociological survey &joanaires).

EXPERIMENTAL SECTION

To reach the aim of the research, the concept ®fréisearch consisting of three blocks has beeneadodut:
research of the approaches to the improvement ef gharmacies’ competitiveness; analysis of the main
characteristics of the pharmacies’informational ivatgt improving the competitiveness using innovati
informational technologies (fig. 1).

At the first stage, as a result of the theoreticlgtof the approaches to improving the pharmadesipetitiveness,
it has been stated that the possibility of prowgdihe qualitative information and consulting seegicand the
additional services, especially at the basis obrimiition technologies, plays an important parthie treating a
pharmacy’s favorable image.

At the second stage, the sociological research gnima population of the city of Belgorod as the stoners of
pharmaceutical services has been carried out.derdo achieve this aim, the questionnaire comgjstif 8 blocks
has been worked out: 1) social and demographicdilprof a consumer; 2) aspects of the choice efgtharmacy;
3) symptoms and medical problems which are theesan$ visiting the pharmacies; 4) population’s aamass of
the drugs; 5) factors of the choice of drugs; 8lcttire of the pharmaceutical additional servicBsaspects of
providing information services in the pharmacie$}; p@rspectives of using the informational techn@egto

optimize informational and inquiry activity.

The profile of a customer has been defined. Itasthy a woman (68%) of 20 to 30 years old (35%)tkivg (50%)
with higher education (46%) who visits a pharmangepa week (48%).

Meanwhile, the basic factors of choosing a pharmay its nearest location to the place of dwell{i@i@%),
reasonable prices (45%), high professional levahefpharmacists (43%), convenient working houB94B wide
assortment (13%), new technologies in the fieldpafviding the pharmaceutical services (11%), adviokthe
friends, relatives and advertisement (10% eachjasdtbeen stated that most of all the reasonsstders’visiting
the pharmacy are catarrhal diseases (73%), heagl@®i¥h), running nose (36%), sore throats (33%)ghd28%),
high temperature (13%), nerve strain and hypovitasis (5% each).

Then the consumers’ awareness of the remediesdes diated. Almost all the respondents need tloeniation
about the new medicines (96%). The main sourcesuch information according to the consumers of the
pharmacies are friends, relatives (63%), pharmadisb%), doctors (53%), Internet sources (27%)eresfce
materials and medical encyclopedias (21%). The rfaditors of the choice of the medicines are pritghe
medicine (76%), recommendations of the medical e#g(f#5%), doctors (41%), convenience of usage (3864)
advertisement (1%).

In the process of the research, the structure ofrett additional pharmaceutical services accordimgthe

respondents’ opinion has been developed. Theifirat consultation of the informing pharmacist (58%gcause
68% of the respondents need the additional consuitaf the pharmacists after visiting a doctor #econd is
blood pressure measuring (25%), the third is atividdal order of the medicines (21%), the forthhising the

goods of a pharmaceutical assortment (16%), theweght measuring, pharmacist consultation overghene

(8% each), information at site of the pharmacy (6%)e additional competitive advantage of a phagnriadhe

opportunity of payment by plastic card (16%). Atten is paid to the fact that in 20% of the cadespgatients get
the consultation of the specialized doctor at aphay.

Then for revealing the main reasons of the conssiwisiting the pharmacies and defining their infation needs
we have analyzed the visits of 500 consumers fitmrcity of Belgorod to the BSU pharmacy from Febyu2013

to March, 2014 by means of the observation metRodthis research a‘List of observation’ has beenked out, it

includes 10 parameters of studying the visits wiaioh combined into 3 blocks: 1) specification of tkason of a
customer’s visiting a pharmacy; 2) outlining theegtions often asked by the consumers; 3) evaluatfotihe

informational and consulting activity of the phagish from the OTC department.
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After processing the observation data, the strectdrreasons of visiting a pharmacy by the consarhes been
formed. It reflects the main groups of the diseas®$s symptoms. The prevailing among the statedlogss are
the diseases of the cardiovascular system (22.7irff&ctious and parasitical diseases (22.1 %),adis& of the
organs of the digestive(14.8 %), respiratory (9)2u¥6genital (6.4 %) and nervous system (5.8 %).

The greatest quantity in the structure of theeguas’ visiting the pharmacies are the complaintshef symptoms
and problems of medical character: headaches @%. €ommon cold (14.5 %), rhinitis and hypovitansiso(13.3
% each), cough (7.9 %), sore throat (7,6%), skimatges (3.7 %), nerve strain (3.4 %), hypertendieartaches,
allergy (2.2 % each), high temperature, musclejaimt pain (1,7 %), diarrhea (1.5 %).

Moreover, it has been stated that some consumens @dgth dental, cosmetological and dermatologicabfems,
the main of them are acne (16.7 %), xeroderma (43,3darkened dental enamel (11.7 %), hair lossdddf and
wrinkles (10 % each), callosities and increasedasiweg (6.7 %), slow hair growth (5 %), burns, tejettasia and
gingivitis (3.3 % each).

In the process of the research, the most intengahted remedies(TOP-drugs) which are taken foryesgmptom
or medical problem have been found out. They arvefpharmaceutical categories: nasal medicatiantseptic
drugs and antibiotics, analgesics and antipyretios;steroid anti-inflammatory drugs and medicifescatarrhal
diseases. TOP-drugs are Theraflu (28%), Naphth{#@9o), Strepsils (12%), Pentalgin (11%), Nurofe@%d,
Tyzine spray (9%), Antigrippine, Spasmalgon (8%h@aRhinonorm (7%).

During the observation, a consulting activity of fsharmacists has been analyzed. It has been #tatetie time of
consulting of the patients (1-2 minutes) is notugioto provide all the information of the remediexause of the
great number of consumers. This fact allows to egppthat 90.4% of the pharmacies’ consumers dat'tthe
necessary information (the method of usage andggoside effects, etc.)from a pharmacist.

At the basis of the questioning, the informationeéds of the pharmacists have been found out.eAfirdt place is
the information about the remedies (38.5 %),th@seds information of the latest changes in theesplof the state
regulation of pharmaceutical activity (32 %), themmes the data of the clinical manifestations &f diseases,
approaches to pharmacotherapy and pharmacothei@apeniplexes, fake remedies (23.8 % each).

The main difficulties in the pharmacists’ work haalso been defined. According to the respondemgiion, they
are the necessity of increasing the knowledge efribw remedies (41 %), difficulties in communicatigith the
patients (32 %), the problem of performing somekiviay duties simultaneously or for a short periodiofe (23.8
%), and the last is a difficult task of memorizihg great amount of information (14.7 %).

Due to the lack of a pharmacist’'s opportunity toaact a long conversation with the consumers, ege of
alternative informational technologies is efficiantcase of the placement of touch information feals in the
trade area.

As a result of the analysis of the data of socidialgsurvey, the ability of their usage has beealwated and the
attitude of the consumers to the implementationtte touch information terminals into the activity the
pharmacies has been defined. According t045% qforetents, touch information terminals can be comrerto
get the exact information about drugs and dise68@s), the prices for drugs and other services (5086yeover,
there are other advantages of their usage: anopywhinformation’s delivery, the lack of queues ¢a@ach) and
the lack of the probability of arising of the cacfisituations (8%).

The aim of the next stage of the research has treenevelopment of the unique informational basistbuch
information terminals which consists of the 3 bleick) data basis for comparison of the trade naofedrugs
according to the pharmaceutical, customer and tiegacteristics; 2) data basis for preventionetitimedication;
3) data basis of the pharmaceutical assortmenbodigfor the elimination of the main problems of tustomers’
visiting the pharmacy.

The usage of data basis for comparison of the drutig limits of one international nonproprietaigme (INN) has
allowed to make a consumer’s choice of the tradeen@l N) depending on his/her preferences of ortbetriteria
(manufacturer, price, form and others). It gives tpportunity to inform the pharmacies’ customefsthe
availability of different proprietary names for oneternational Nonproprietary Name (INN)that is thsost
important fact in the conditions of law amendmeakb®ut the principles of the prescription of the moees.
According to the new requirements, a doctor prbssria medicine according to INN, and a pharmadfstsa
patient the remedies containing the necessaryeastilistance with the different trade names.
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Sick people often come to a pharmacy to get theutation because of the diseases that have diffeganptoms.
It makes the pharmacists face the embarrassingtisituwhen they are asked to recommend the drugseating
the unidentified nosologies. To eliminate suchaitns the informational basis for prevention df-sgedication
has been formed. It allows a patient to choosartam symptom or a medical problem that has brobghtto the
pharmacy; to see what diseases or conditions azsedg to evaluate the risk of untimely visitinglactor and self-
medication; to form the subsequent behavior. Fangde, 18 reasons can correspond to the symptanTurfning
nose. Such approach allows the patients to retieseverity of the symptoms and visit the doctdigatory.

For the cases of consumers'visiting the pharmdoie©TC-drugs or with problems not demanding thenediate
consulting a doctor which can be eliminated by epa (hair, face, nail care and others)the infdiarabasis of the
OTC-drugs and other pharmaceutical goods has beemefl. It allows the consumers to choose the goods
themselves according to their preferences.

RESULTS AND DISCUSSION
Thus, using the created data basis the unique aathas been worked out.

The software allows to increase the consumers’rpheeutical literacy and a pharmacy’s informaticaaivity, to
carry out the preliminary consulting of the conswneto acquire the reliable and professionally jted
information of the remedies by means of the toudbrmation terminals, to shorten the queue to thermacists, to
decrease the possibility of self-medication, torfa positive opinion of a pharmacy and the wishisd it again.

In the process of the research, it has been sthtddthe visitors of the pharmacies need the widemmge of
consulting services because of the informationcitedifter a doctor’s consultation. However, the ymess of the
pharmacists and the lack of the guarantee of anoogness demand the implementation of informatiadffl
contact technologies adapted to the pharmacewdpdare. The usage of these technologies leads#&biam of a
pharmacy’s positive image, the emergence of thailaegcustomers and the positive image of a pharmacy
increasing its turnover and, as a result, the asirg of a pharmacy’s competitiveness at the pheeotecal market.
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