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Executive Summary (English)

In this study, the SERVQUAL model was used to define Salesforce Excellence as service quality
competency. We conducted research, and measured service quality by modified SERVQUAL model, in
the contents of which we added an additional value to meet the specific targeted industry, the needs of
pharmaceutical industry. In addition, we established a hypothesis that business ethics, which has recently
been important ever, as a component of service quality, affects customer satisfaction and so conducted an
empirical study targeting medical personnel such as doctors, nurses, and pharmacists. Because the study
subjects deal with life due to the nature of their innate jobs, they place much more value on ethical

awareness, so it was considered and judged that the groups were suitable for conducting this study.

In fact, ethical issues are faced by every function in business sector including accountants,
financial managers, purchasing departments, and market research personnel. If a salesperson as a
boundary spanner, works without self-understanding the importance of ethicalness and is obligated under
intense pressure to make more profitable results, and then he would be able to be faced with the situations
with ethical dilemmas (Weeks and Nantel, 1992). So, understanding this critical issue, the virtue of the
ethical behavior of salespeople is highly recommended to be verified and measured by statistical
approach, whether it is highly appreciated or requested from the perspective of customer satisfaction

degree.

That is, ethicalness of salesperson is also getting more important ever to deal with prescription
choice environment in pharmaceutical industry because it is related with patient care. A salesperson in
pharmaceutical company, who is if well understanding the guideline of ethical practice called “ethic code
of conduct” plays a key role in building a better relationship with healthcare professionals because there

is emerging much high expectation of moral ethicalness in pharmaceutical business practice.

This empirical case report which is conducted by surveying customer’s feedback on this matter in

multinational pharmaceutical company would be taken and analyzed.

As a front-line employee, salesperson who represents his own products to customers can have a
significant impact on company performance by contributing to customer satisfaction. Accordingly, we
wanted to find a correlation between salesperson behavior and customer satisfaction, that is, we tried to
measure whether the behavioral aspects of salespeople play important roles in pharmaceutical industry, if

so0, and traits of salespeople that positively affect service quality to satisfy customer satisfaction. First, we



borrowed the SERVQUAL model, a model that has proven to be a highly effective tool for measuring
quality of service in various sectors. In addition, we tried to add specific attribute for the pharmaceutical
sector when considering the industry-specific approach, which is defined in this study, as with a
salesperson ethic as we judged that the study subjects place more value on ethics because they deal with

life in their jobs.

Rational prescribing decisions should be reinforced by the quality of interactions between
healthcare professionals and the companies that develop medicines. The medicines that research-based
companies produce and the scientific information they provide to physicians are important components of
healthcare quality for patients. With the increasing number of treatment options available to patients these
days, healthcare professionals need to be kept up to date with the scientific advancements of new
medicines and technologies. Likewise, providing patients with information relating to medicines may
encourage healthcare professionals to explore various treatment options to optimal matching for patient
needs, more directly saying that any knowledge of treatment options which they can get through the

interaction with salespeople are inevitable for their own needs.

That is, healthcare professionals have their own needs and expectation from salespeople in
pharmaceutical company. Basically, physicians purchase medicinal drug to meet their specific needs
which is to help treat patients in prescription with higher priority as a medical doctor. Basic characteristics
of medicinal drug, implying core of assurance that the patients will be well treated with pharmaceutical
products and not be suffering any harm and adverse reaction from drugs, are all contributing factors
fundamentally to build a better trustful relationship. Beside this basic condition, the pharmaceutical
companies are trying to win in the competitive environment. So, they are trying to seek for additional
winning strategies such as in improving service quality management. The management of their service
quality for customer satisfaction that is mandatory to gain advantageous status is being encouraged to be
searched out and received as a strategic goal in these days. Nowadays with so many new drugs being
continually developed and approved by FDA, it is on the other hand exceedingly difficult for healthcare
professionals to keep updating advancing information without manufacturers’ intention or interference. To
provide pharmaceutical high-tech knowledge about new medicine efficiently, hands of salesperson look
more effective means to deliver its information onto professional medical doctors’ adjacency. In this
regard, salespeople play an important bridge and edge role between healthcare professionals and the
company, that is, in delivering valuable information about drugs effectively to healthcare professionals to
be accepted and prescribed. This interactions between pharmaceutical salespeople and healthcare
professionals should always be appropriate and support a good patient care because otherwise there might
be a misleading consequence such as having misrepresentation of information at the expense of patient

care. Therefore, pharmaceutical companies are focused all the time on the development of long-term and



mutually beneficial relationships with healthcare professionals. In fact, essential ingredients in
successfully achieving these long-term and trustful relationships are believed as the basis of pre-condition
for sustainable environment. From an intuitive perspective, essential ingredients, such as a trust or ethics
between healthcare professionals and other exchanging participants as pharmaceutical salespeople,
facilitates to contribute a long-term beneficial relationship development. The so-called soft skills of
mutual relationship quality improvement could have a tangible effect on business performance through
customer’s long-lasting prescription and retention, employee loyalty and related outcomes. Thus, those
essential elements in building beneficial aspect of mutual trust between physicians and salespeople have
been recommended to be searched out and discovered for the purpose of the standardizing them and set it

prior for the success of pharmaceutical business industry.

So, by borrowing the concept of total quality management (TQM), we are trying to find out those
elements by focusing on service quality management from customer perspective which is linked to
customer satisfaction. In the basis of the TQM principles, those quality characteristics should be
determined and evaluated mainly by customers themselves in terms of customer-oriented perspective
(John wlley & Sons. Inc -Russell and Taylor 8e 2014). In the related paper with services marketing,
Croshy, Evans and Cowles (1990) have also described that the complexity and abstractness of a service
level increases the important role of individuals who are responsible, being a representative for delivering
such satisfactory services. In pharmaceutical industry, the roles of medical representative have also
involved in this complexity and abstractness to deal with their products, conveying a great deal of
knowledgeable information. This idea suggests that salesperson’s expertise and rational selling behaviors
have a favorable impact on service qualities and thus developing high quality exchange such as customer

satisfaction.

In this study, so, verification process by asking feedback about their level of satisfaction to
salespeople’s service quality was performed by borrowing the SERVQUAL model in a measurable way.
The SERVQUAL model tools developed by Parasuraman et al (1991) had proposed a theoretical
approach for the possibility of measuring service quality. The model included ten dimensions in
attributing service quality. However, the 10 determinants seem to overlap somewhat. Therefore, it is used
as a modified version in many other studies for measuring quality of service. Several researchers have
already applied abstracted SERVQUAL's five-dimensional model, more concise and compacted form and
modified the principle to suit their specific business situation. Given that the service quality of
salespeople is also complex and abstract in the pharmaceutical industry field, we also decided to bring
five abstract service quality dimensions to measure customer satisfaction. In addition, we wanted to input
our business specific contributing factor in the dimension. In particular, Rosemary R. Lagace and his

colleagues mentioned the ethicalness was important in pharmaceutical industry. In his research, he found



that "ethics is a very elusive component in the pharmaceutical business" as an essential element.
Therefore, in this study, as an additional attribute in pharmaceutical industry, ethicalness should be

included, so, a total of six dimensions with an added ethical perspective were proposed and analyzed.

Accordingly, the pharmaceutical industry salesperson's service quality aspect was approached in
the whole six dimensions (RATERE - Reliability, Assurance, Tangibles, Empathy, Responsiveness, and
Ethicalness) in the form of modification of SERVQUAL model to pharmaceutical sector. So we set the
hypothesis based on possibility of these factors’ attributions, whether each attribute can affect customer
satisfaction or not. And then to prove the hypothesis over the effectiveness of these service quality
attribute of salesperson, questionnaires were prepared for each service quality dimension to be checked
and be found out to define the link of correlation. This empirical study was conducted in multinational
pharmaceutical environment, with the number of 54 respondents, medical doctors. As a result of this
study, it was proved that the ethicality of pharmaceutical salespersons’ service played a significant role in
building customer satisfaction. In addition, the reliability and empathy aspects of salespeople’s service
quality also had statistical significance. The results of this study suggest that to improve customer
satisfaction in the pharmaceutical industry, it is necessary to make efforts to improve service quality
which must be reinforced by ethical awareness as well as reliability centered and empathic capability of

salespeople.

Finally, it can be suggested that salespeople's effort to improve service quality by equipped with
those attributes plays a decisive role in achieving better customer satisfaction and positively affects the

company's financial performance, leading to future sustainable growth.

Keywords: Ethicalness, Empathy, Reliability, Tangibles, Responsiveness, Assurance,
Customer satisfaction.
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Coefficients  Error t Stat value 95% 95% 95.0%  95.0%
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