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Abstract

Introduction: Considering that the population density, social stress and frustrations, environmental and air pollution,
and diseases directly related to unhealthy lifestyle are high, it is necessary to ensure the protection and support of
public health, and to improve the quality and accessibility of localized healthcare services evenly, which in turn must
meet the satisfaction of clients and professionals.

Statistical data indicates that between 2022-2023, a total of 2595 pharmacies operated in Mongolia, including 268
(10.3%) first-level pharmacies, 2178 (83.9%) second-level pharmacies, and 149 (5.7%) circulating pharmacies. In
the first quarter of 2024, a total of 2916 pharmacies are active, comprising 249 (8.5%) first-level, 2531 (86.8%)
second-level, and 136 (4.5%) circulating pharmacies. Based on these statistical figures, the number of pharmacies
has been increasing year by year, making it necessary to study the satisfaction levels of professionals and clients.
Methods: The satisfaction survey of pharmacy customers and pharmaceutical professionals was conducted using a
single-stage sampling method. The sample size was calculated considering the representativeness of the population
using the Surveysystem calculator and proportional allocation methods with a table for accurate estimation. Data
collection was carried out between the second quarter of 2024 and the first quarter of 2025, using two types of
questionnaires based on the SERVQUAL model, with five likert-scale measures, along with informed consent forms.
The survey was conducted among pharmacy staff and customers in Ulaanbaatar districts: Bayangol, Baganuur,
Bagakhangai, Nalaikh, Sukhbaatar, Chingeltei, Khan-Uul, Songinokhairkhan, and Bayanzurkh, using random
sampling methods. Data processing was performed with microsoft excel and spss 25.0.

Atotal of 1381 participants were involved, including n=997 pharmacists and n=384 customers from nine districts of
Ulaanbaatar, to evaluate and analyze satisfaction levels. The findings are as follows:

Among the customers who participated in the survey, 45.8% (176) were male and 54.2% (208) were female. A total of
(n=384) customers took part in the study, of whom 67.7% (260) reported being satisfied with the pharmacy services
the highest proportion in the dataset. Examining satisfaction by age group showed that customers under 25 years old
(94) and those aged 2635 (70) were satisfied with the services.

In the survey on job satisfaction among pharmacy professionals, 11.9% (124) of respondents were male and
83.9% (873) were female. When evaluating the job satisfaction of professionals across districts (n=997), no major
differences were observed between districts. However, the proportion of respondents who reported being “Very
satisfied” and “Satisfied” were relatively higher in the following districts: Bayangol at 10.3% (103), Khan-Uul at 7.9%
(79), Bayanzurkh at 11.1% (111), Sukhbaatar at 7.02% (70), and Songinokhairkhan at 8.4% (84). By age group, the
highest levels of job satisfaction were seen among professionals aged 26-35 (52.4%, 230) and 36—45 (55.2%, 112).
Conclusion
1. Among the 384 clients involved in the study, 67.7% (n=260) were satisfied with the pharmacy services, assistance,

and environment.
2. When assessing the job satisfaction of pharmacists, 77.4% (n=772) of the 997 pharmacists across 9 districts
reported being confident in their career choice and “Satisfied” or “Very satisfied”.
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YHA3cnan

HWUACNaNMnH XyH aMblH HArTapLinm, HUArMUIAH
ctpecc Oyxumaan, opdHbl OOMOH araapbiH
boxunpaon, ambaparnbiH OGypyy X9BLUMNS3C LWyyn
Xamaapax eBunen eHgep OGaWraa Tyn XyH
aMblH 3pYYST MAHOMNWI Xamraanax, A3MXux, 6yc
OycunanuH Tycnamk YAMYUATS3HUIA  YaHap
XYPTIIMXKUNT XKUTL, camkpyynaxag YAnynyynary,
M3PraXXMNTHYYAWNH CITraN XaHaMXna HANLYYaX
Waapanara 3yn écoop TaBurgax 6anHa.

Cratuctnk TOOH GapumTaac y33axag 2022-
2023 oHbl xoopoHa MY-g 2595 sMuinH caH yinn
axunnaraa siByyncHaac Hargyrasp 33parnanuiH
268 (10.3%), xoépayraap 3aparnanuiH 2178
(83.9%), aprantuiiH 149 (5.7%) aMuIAH caH TyC
Tyc yun axunnaraa sasyyncaH 6on 2024 oOHbl
axHUM ynupang MY-g 2916 amMuiiH caH yun
axunnaraa aByyncHaac Harayraap 33p3rnanunH
249 (8.5%), xoéppyraap 33parnanunH 2531
(86.8%), aprantuiiH 136 (4.5%) amMuiAiH caH Tyc TyC
333K 6anHa. [193px CTaTUCTMK TOO M3A33MN33C
Y39X94 KU Mp3X TycamM SMUKH CaHIMMKWH
TOO ecex Oavraatam ysingaH MIpProXunToH,
YANUAYYNArYUnH CITraN XaHaMXur cyanax Hb
3YNTON OM.

CypanraaHbl axnblH 30puUnro

Hunicnanunn  gyypryyasg Ganmpnax SMURAH
caHraap vyunynyynarumg 60nMoH  3aM  3yWH
M3PraXXMNTHUMA CITIAN XaHAMMKUIAT YHIN3X.

MaTtepuan, apra 3ym

OMUIH CcaHraap YWAN4Ynyynary, aMm 3yuH
M3PraXXUNTHYYANIH caTran XaHaMXWIH
cyfanraar Har arlHbl 3areapaap rymMuaTracaH.
CypanraaHg xampargax TYYBPUNH 3X ONTOHITOTMIAH
Teneenex YagBapbilr  YHO3CNOH  TYYBPUWH
XAMXKI3r ToouZor surveysystem KanbKynatop,
nponopupIr
HapumBunanTanraap TOOUOX TabnuMubIH aprbir

39X OnoHIor Aaxb xapbuaHry|7|

awmrnacaH'232, CypnanraaHbl M3A33NITUNT
SERVQUAL 3arBapT TynryypnaH namkeptmimH 5
XAMXKYYP33p YHIM3X 2 TOPNIUNH aHKET acyymx,

TaHWynax 3eBLUEOPSNIMNH XyYyAChIlr awmrnacaH*s.
2024 oHbl 2-aap ynupnaac 2025 oHbl 1-aap
YIMPrbIH  XOOPOHA, HWWCNANUWH OYYPryyauiH
3C, OMb-aap caHamcaprynm TyyBpWUWH apraap
3M 3YWY, YUNYIYYNarYauinH CITran XaHamXuiiH
magaannuir uyrnyyncad. WuHxnnraar 95%-
WAH WTIANUAMAH TyBWKHA, 5%-MAH angaaHbl
CypanraaHbl  yp AyH

6onoscpyynantbir Microsoft Excel nporpamm

XOMX33radp YHIJ13B.

093p erergen xunB. CyganraaHbl erergnuir MS
Excel 2016 nporpammbIr awmriad ypbadunaH
©anTrargcaH kop, 3arBapbliH Aaryy opyyscaH.

CypanraaHg  aBcaH  XOMXKUIO3XYYHYYOURH
CTaTUCTUK ©onoBcpyynanTbir SPSS-
25.0 nporpamm awwurnaH GonoBcpyyncax.

[eckpunTuB cTaTUCTUK Y3YYNanTyya AOyHAax,
OyNarnNacaH XyBbCYypuUWr TOO XyBb aluurfiaH
WN3PXUWAMXK, HacHbl Oynar XOOpPOHAbIH C3Tran
XaHaMXWIH 3epyyr xapbLuyynaxgaa nepcoHbl Xu
KBagpaT TecCT, Wwaapanararan Toxmongong t-test,
anova aiumrnaH TooucoH 6GonHo. p ytra 0.05-
aac bOara Toxuongong ctaTUCTUK ad xonbdorgon
Oyxun sanraatam rax Yy3COH. OMMUIWH CaHrUiH
YANMYUNTI3HUIA CITraN XaHaMKua XYNCUIAH anraar
TOOOPXOWMNOXbIH TyNnA Tycraap OynryyaviH t- test
WnHXMNras (independent samples test) xuncaH.
OM 3YWH M3PraXWnTaH, YANYAYYA3rYnnH C3Tran
XaHaMXWH acyymMmXunH HanasapTtan 6ananbir
KpoHbax anbda k0athdrLUMEHTOOP TOOLICOH.

Yp AYH
bugHnn  cypanraaHg  HulT 1381 XyH
xampargcaHaac  HUMCNaNuMAH 9 OyypruiH

n=997 am 3ynd, n=384 yUNUNyynardynumr Tyc

TYC XaMpyyrbpK C3Trafl  XaHaMkuur — cygnad
TOAOPXOMANCOH. Yp AYHr 3a4S1aH aBd y3Baf:

1. CymanraaHgxampargcaHymnnynyynardygauinH

45.8% (176) apartanyyya, 54.2% (208) Hb

aMarTandyyn 933k barHa. CypanraaHg

n=384  yuWnunyynardy  xampargcaHaac
AMUMH  CaHMMWH  YANuMUNrasHa 67.7%
(260) ynnunyynard caTran  XaHamxTtamn
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70 yrnunyynard Tyc TyC C3Tran XxaHamxram
6anHa (XycHarT 1).

GanHa. YyH33C HacHbl 6ynrasap Hb CITran
XaHaMXuUH Gananbir aBd y3Ban 25-aac
[00LL HacHbl 94 yinunyynard, 26-35 HacHbl

Table 1. Comparison of Customer Satisfaction with Pharmacy Services by Age Group

Crosstabulation

oAy gy po s pu g iy

Total
1.00 2.00 3.00 4.00 5.00
Count% 8 1 23 94 8 134
within
Age_gr
>25 1 % within 6.0% 07% 17.2% 70.1% 6.0% 100.0%
Q1_level
Count% 7 1 21 70 3 102
within
26-352 Age_gr . . . . . .
9% within 6.9% 1.0% 20.6% 68.6% 2.9% 100.0%
Q1_level
Count% 3 2 10 34 2 51
2 within
(= 36-45° Age_gr
S % within 59% 39% 19.6% 66.7% 3.9% 100.0%
< Q1_level
Count% 7 0 7 13 1 28
within
46-554 Age_gr
o 25.0% 0.0% 25.0% 46.4% 3.6% 100.0%
% within
Q1_level
Count% 5 2 10 49 3 69
within
56<5 Age gr
em 72%  29%  145% 71.0%  43% 100.0%
Q1_level
Total survey
participants 39 6 71 260 17 384
Total
Total 78%  16% 185% 67.7% 4.4% 100.0%

Variables %

(70), CoHrnHoxawmpxaH 8.4% (84) 3a3par
ayypryyasa “Maw nx catran xaHamKran”,

2. OM 3YNH MAPraXkuUnTHUIA CITIAN XaHaMXUIAH
cypanraaHg 11.9% (124) oapartanyyya,
83.9% (873) awmartanmuyyan Tyc TyC

“CaTtran xaHamkTanm” roCaH XxapuynTbiH XyBb

333k GanHa. Oyypar Tyc OypuinH n=997
MIPraXUNTHYYOUNH  @XWUn  M3praxungas
XaHgax CaTral XaHamXkunr Tyc Oypasp
YHAONaxa34 AYYPryYAuMrAH  XyBb[
TeaunneH axwurnargaxryn 6aviraa ©onosd
BbasaHron 10.3% (103), XaH-Yyn 7.9% (79),
BasHaypx 11.1% (111), Cyx6aatap 7.02%

Anraa

xapbuaHryn eHgep 6anHa (XycHart 2). Om
3YMH M3PraXUnTHYYAUMUT HacHbl Bynrasp
Hb COTraN XaHaMXUH Gangnbir aByd y3Ban
26-35 HacHbl 6ynrmnH 52.4% (230), 36-45
HacHbl 55.2% (112) M3praXXnnTaH XamrmmH
NX CITran xaHamxTan 6anHa (XycHarT 3).
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Table 2. Job and Professional Satisfaction of Pharmaceutical Professionals by District

Job and career satisfaction

Not Total
No —  otisfieq Moderately o icfieq  VerY
opinion at all satisfied satisfied
Bagakhangai 0 0 0 1 1 2
Bayangol 1 0 45 103 42 191
Baganuur 0 0 6 7 4 17
= Khan-Uul 0 2 44 79 39 164
;UE> Bayanzurkh 2 2 38 111 53 206
A Nalaikh 0 0 4 11 8 23
Chingeltei 0 2 21 58 19 100
Sukhbaatar 1 0 24 70 46 141
Songinokhairkhan 1 0 32 84 36 153
Total 5 6 214 524 248 997
Satisfied % 986 98.8%
Not satisfied at all % 11 1.10%

Table 3. Comparison of satisfaction levels of surveyed professionals by age group

Crosstabulation

1.00 2.00 3.00 4.00 5.00 Total
Count% within
2 0 46 93 34 175
1.00 Age_gr
% within Q1_level 1.1% 0.0% 26.3% 53.1% 19.4% 100.0%
Count% within
4 2 1 4
2 2.00 Age_gr 3 3 9 30 09 39
% % within Q1_level 0.7% 0.7% 21.4% 52.4% 24.8% 100.0%
o Count% within
f(” 3.00 Age gr 0 1 32 112 58 203
% within Q1_level 0.0% 0.5% 15.8% 55.2% 28.6% 100.0%
Count% within
1 7 27 1
400 Age gr 0 0 9 5 03
% within Q1_level 0.0% 0.0% 18.4% 53.3% 26.2% 100.0%
Count% within
0 2 23 32 20 77
5.00 Age_gr
% within Q1_level 0.0% 2.6% 29.9% 41.6% 26.0% 100.0%
Total survey 5 6 214 524 48 997
participants
Total
Total Variables % 0.5% 0.6% 21.5% 52.6% 24.9% 100.0%
Xanuamx Cyonaau b.lUuHausuyar, O.ApuyHaa HapbiH

Nx Bputann 6allinHa 3enaHablH HAArAMA3MMNH
3M 3YWYAUWH XMNC3H cypdanraaraap Yopp-Kykk-
YOnblH aXnblH CITraN XaHaAMXUNH X3MXKYYPIap
KpoHGaxuinH anbda koaddpumumeHT 0.90 6ainxkaa®.

cydanraaraap  CaTran  XaHaMXWH
Tyc ©Oypa HamgsapTtan
anbgaraap Togopxownnoxod AyHoax ytra 0.88

rapcaH Tyn cyganraaHbl acyymX Hb OHOBYTOM

oynar

Gananbir  KpoHbax
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BGonoscpyynaracaH XaMaaH Y3CaH’.

buoHuin cymanraaraap yununyynard 60noH
M3PraXXUNTHUN  CITFANT  XaHaMXUAT  YHOMAX
2 TepnuH aHKeT acyyMXuur Tyc Tycad Hb
KpoHOax anbdaraap TOOOPXOWMCOH. JMUIH
CaHraap YWNYNyynardygumH CaTran XaHaMXWnH
cyganraaHbl acyynTblH HawgsapTanm ©GananbiH
WMHXUAraar GanryynnarbiH - YWUYMnrag, Coeén
OPYHbI YHIMradHUM G6ynar 11 acyynTbir KpoHGax
anbga y33axag 0.8>020.754 xoopoHa OaliHa.
WnHxunrasHum Hangeaptam 6Gangan XynasH
36BLUEOPOIraAexynL, XamxaaTan b6anHa. OM 3yMH
MAPrOXUNTHAA CITFAN XaHaMXUWH CyaarraaHbl
acyynTblH HamgBapTak OaranblH  LWMHXWAT33r
GanryynnarblH COEn, axnblH GanpHbl arynrym
O9MXKIMAIT OpPYMH, C3TraN XxaHamxk 6ynar 12
acyynTbeir kpoHbax anbga y3axag 0.9 xoopoHa
6anna. LurxunrasHui HamgBaptan  Gangan
CalH rapcaH Tyn 2 TOpruWMH aHKET acyyMX Hb
OHOBYTOW BonoBcpyynaracaH.

2017 oHpg xwiraceH X, OtwoyHbGasp, T.
OtroyHuaugar, . MaHusuar HapblH “ OMUIAH caHraap
YANUAYYIarygune CaTran xaHawek” cydanraaraap
CITran XaHaMXWUH TYBLUMH XaHranTryh 40oryyp
y3yynanTTan 6anHa rax gyrHargcaH 6amHa. Tyc
cyganraaH SMWWH caHraap yununyynard 105
XYH XampargcaH 6ereeg yrinunyynar4amiH catran
XaHaMX XamMrmiH 4OOryyp y3yynanTTan acyyanyya
Hb OMUWAH CaHXYYXUNTUAH TOO X3MX33, aM
3YMYMIAH Xapuruaa xaHanara 3apar 6ave®. MaHaw
cypanraaraap 4 MeH VYUYyynardaumH caTran
XaHaMXug, 3Arasp Xy4uH 3yMrc eHaep HeneeTanr
XapyyncaH Hb A33pX cydanraaHbl Yp OYHTaM OyxX
BarnHa®.

2020 oHa xmirgcaH b. Wnnauayar, O.ApnyHaa,
C. Tercounar, C. MeHxbar, 1. MaHngaxHapaH
HapblH “HUATUAH YANYUNrIaTOM 3MUWH CaHMUINH
3M 3YWH M3PraXUNTHYYOUNH axrblH adaarnnaac
aBax CoTron xaHawek” cyganraaraap aM 3yWH
MIPraXXUNTHYYAMAH  axXNblH adaannaac asax
XaHaMXWH — OyHOax 26+4.2

caTran OHOO

Gaviraa Hb axrnblH a4aananryn Gavraa XOM3aaH

OVYrHeCc3H  GarHa. CygmanraaHaac — xapaxag
HUATUAH YUNYUNTI3TAM SMUNH CaHTMNH 3M 3YIH
M3PraXXUNTHYYAMNAH axrnblH adaannbir 68.4 % Hb
TOXMPCOH rdaarTan caHan OypaH GonoH caHan
HUIANC3H Bon axun Hb uartaa amkaar 6ampgang,
3.0 % Hb caHan HUIM33NYN, axnblH avaansbir
Tarw xysaagar 6avpgang 18.8 % Hb caHan 6ypaH
HUAMK, 51.1 XyBb Hb CaHan HWWMK Gavraa Hb
aXnblH avaanan xapblUaHryn ©Oara OGavraar
Xapyyrmk 6ariHa rax y3caH banHa’.

BugHun 2024-2025 OHbI XOOPOHO, XMWTOC3H
cyganraaraap axnblH - adaanan wux  6Ganpar
acaxag 44.7% n=465 3apumpaa, 12.8% n=133
nx3B4NaH, 9.6% n=100 x3333 4 yryn, 25.2% n=262
yryn, 3.6% n=37 GanHra rax TyC TyC YHSIC3H
GariHa. 9 AyypruiH aM 3yMH MIPrakUNTHYYAWMNH
XeOerMepunH  Hexuena XaHaMXKTan
3caxapg 997 xyH xampargcaHaac 55.27% Hb n=551

XYH xe,u,enmepMMH Hexuenn CaTran XaHamKramn

caTran

rax xapuyncaH 6on 44.73% Hb n=446 catran
XaHaAMXIYA XK Y3K33. [yypryyaumH XoopoHa
anraatan ©Gampgan axurnargax ©Oyn  Gereep,
XKNwaanban, basH3ypx Oyypar XamMrunmH OfoH
caTranxaHamxTtam xapuynttan (81 xyH “sapumgaa’
rax xapuyncax) 6avraa 6on YuHranTan, Hanamx
33par Ayypryyaon xapbuaHryh Oara GawnHa.
Axnaac wanTtraancaH CTpeccT Opaor 3caxaj
n=997 MOapraXXunToH xampargcaHaac 67.8%
N=667 Hb OyHDXaac A33ryyp YHIrcaH 6ariHa.

OyrHanTt
1. CypanraaHg XampargcaH n=384
yinunyynardigunH - 67.7% (n=260) Hb

3MUWAH CaHMMWH TycrnamK, YUIYUnras,
OpYMHA CITIAN XaHamKTan GanHa.

2. Om
XaHaMXUUr yHanaxag 9 ayyprmnH n=997
MIPraXunTHun 77.4% (n=772) am 3yn4
Hap
nTrantan “Catran xaHamktan 6yroy Malwu

3YMH M3PraXKUITHURA CaTran

axXun MSpFS)KJ'II/lVIH COHronTaoo

MX CITIaN xaHamxTtan” 6anHa.

i payay oo s g paliuy
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Tanapxan:

OHaxyy cydanraaHbl  axnbir

XWUIAX3 OWYH caHaa, 3pAsM MIANar, YHIT uaraa

xapamryi 3opuyncaH, Om 3ynH LLUnHxXNax
YxaaHbl Nx CypryynuinH apgamTaH 6ar HapTtaa

Tanapxarn MHSpXMﬁﬂbe.
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