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Ciel'studie: Pouzit metédu mystery shopping pri vzdeldvani studentov farmacie s cielom sledovat, ako sa odporucania o sprav-
nej dispenzacii a poradenstve realizuju vo verejnych lekarfiach na Slovensku.

Pouzité metody: 54 Studentov Farmaceutickej fakulty Univerzity Komenského v Bratislave bolo edukovanych pocas vzdelava-
cieho projektu o dispenzicii a poradenstve o OTC lieku a sticasne na tlohu mystery shopperov. Pre zvolent tému poradenstva
(prechladnutie, nddcha) sa vypracovali dva scenare (priama poziadavka lieku a poZiadavka na lie¢bu podla symptémov ocho-
renia). Sledovali sme 3 kateg6rie poradenskej ¢innosti (identifikacia pacienta, dispenza¢né informacie a komunikacia). Polozky
tychto kategérii sme hodnotili skérovanim (ano/nie), v pripade komunikacie to bola 5-stupnova Likertova Skala (1 — vyborng;
5 - nedostatoc¢nd) a opisali ich deskriptivnymi ukazovatelmi. Celkové skdre poradenstva sme vyjadrili ako vazenu priemernu
percentudlnu Uspesnost uvedenych troch oblasti a ich vah (0-100 %). Pri analyze prediktorov Uspesnosti poradenstva sme
pouzili participa¢ny model (p < 0,005). V3etky udaje sme ziskali anonymnym spbsobom.

Vysledky: Mystery shopping vykonali $tudenti v 270 lekarnach v 42 slovenskych mestéach. Celkové skére poradenstva vietkych
lekarni dosiahlo Uspesnost 39,0 + 22,4 %,; identifikacia pacienta 30,6 + 28,7 %; dispenzacné informacie 39,8 £ 25,1 % a komu-
nikacia 74,3 £ 11,5 %. Pri takmer polovici navstev expedienti identifikovali pacienta a symptomy ochorenia. Z dispenzac¢nych
informacii sa az v 70 % navstev podali informacie o davkovani a o cene lieku. Bezpec¢nosti lie¢by sa nevenovala dostato¢na
pozornost. Pozitivne sa vyhodnotila zrozumitelnost rozhovoru a o¢ny kontakt. Spdsob poradenstva (p = 0,008), trvanie pora-
denstva (p = 0,022), expedient a vek expedienta (obidve s p < 0,001) boli signifikantnymi prediktormi Gspesnosti poradenstva.
Zaver: Praca poukazuje na moznost pouzitia metddy mystery shopping ako inovacie pri vzdelavani studentov farmacie a ako
objektivneho spdsobu sledovania dispenzacnej a poradenskej ¢innosti vo verejnych lekarnach.
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Mystery shopping and education of pharmacy students in dispensing and counselling about OTC medicine

Objective of study: To use the mystery shopping method in the education of pharmacy students considering how recommen-
dations for good dispensing and counselling have implemented in community pharmacies in Slovakia.

Methods: Fifty-four students of the Faculty of Pharmacy at Comenius University in Bratislava were educated during the special
training on dispensing and counselling about the OTC medicine and for the role of mystery shoppers. Two scenarios (product-based
request and symptom-based) were developed for the selected topic of counselling (common cold). Three categories of counsel-
ling (patient identification, dispensation information, and communication) were described. The items of these categories were
evaluated by scoring (yes/no), in the case of communication it was the Likert scale with 5 points (1 - excellent; 5 - poor) and they
were described by descriptive variables. The total counselling score was expressed as the weighted mean percentage success
rate of the three categories and their weight (0-100 %). We used the participatory model (p < 0.005) to analyse the predictors of
the total counselling score. All data was obtained in an anonymous manner.
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