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WoM — word of mouth

SERVQUAL- SERVice QUALity

ICH- International Conference on Harmonisation
WHO- World Health Organization

GCP- Good ClinIC Practice

TMQ- Total Quality Management

ISO- International Organization for Standardization
MBNQA- The Malcolm Baldrige National Quality Award
EFQM- European Foundation for Quality Management
GMP- Good Manufacturing Practice

GPP- Good Pharmacy Practice

GLP- Good Laboratory Practice

GDP- Good Distribution Practice

SCSB -Swedish Customer Satisfaction Barometer

CS —Customers Satisfaction

Si- Satisfaction Index

Di - Dissatisfaction Index

SPSS- Statistical Package for the Social Sciences

TA - Tangibles

RL- Reliability

RN- Responsiveness

AS- Assurance

EM- Empathy

AV- Average
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Abstract

The present paper presents the completed work, which covers the importance of service
quality and evaluation models. It also covers the results of the research, which describes the
quality of service in Georgian pharmacy chains. The paper consists of: an introduction, four
chapters, a description of the research, conclusions, recommendations, used literature and

appendices.

The introduction covers the importance of quality in the field of services and why companies
should take care of its continuous improvement in order to gain a competitive advantage and

establish a worthy place in both local and global markets.

In the theoretical part of the paper, we reviewed works related to service quality, quality
management systems and pharmacy services: books, scientific articles, reports, etc. Also, the

opinions of various researchers or scientists.

The aim of the paper is to determine whether the material environment of the pharmacy
(modern equipment, safe and orderly environment), the competence of the pharmacist, the
pharmacist's attention and attention to the quality of service provided by the customer play

an important role when visiting the pharmacy chain.

We used a proven SERVQUAL questionnaire during the research. Due to the pandemic
restrictions in the country, the survey was conducted online. Respondents were surveyed

using a Google Forms structured questionnaire.

As a result of the research, our hypotheses were justified: it was confirmed that for the users
of Georgian pharmacy chains, the most important thing is materiality, i.e. physical
environment (modern equipment, safe and orderly environment), the competence, attention

and charming attitude of the pharmacist towards each user.
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