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Abstract: This study investigates consumer perceptions towards online and offline pharmacies in Madurai City, 

with a focus on awareness, preferences, reliability, trustworthiness, accessibility, convenience, and satisfaction. 

Through a comprehensive survey, demographic information is collected to analyze factors influencing consumer 

choices and satisfaction levels with services provided by both types of pharmacies. The findings aim to 

contribute valuable insights for stakeholders in the pharmaceutical industry, informing strategies to enhance 

customer experiences and optimize the coexistence of online and offline pharmacy services. 
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Introduction 

An online pharmacy, often known as an internet pharmacy or an online retailers pharmacy, is one that works on 

a worldwide scale and provides products to consumers by mail, shipping firms, or the online pharmacy web site. 

International customers occasionally buy pharmaceuticals product from online pharmacies in their own 

countries or countries other than theirs. Since the outbreak of the COVID-19 pandemic, there has been a 

significant increase in the frequency with which people purchase medications and health items online. 

Offline pharmacies, or conventional pharmacy, provide the most accessible healthcare services to the general 

people. They either provide drugs with a prescription or, where legally allowed, sell them without one. Aside 

from ensuring an accurate supply of relevant drugs, their professional tasks include patient counselling during 

drug distribution and drug education for health professionals, patients, and the general public. 

Review Of Literature 

S.V. Chordiya1, B. M. Garge (2018) India's pharmaceutical business is the country's third largest and fastest 

growing. Online pharmacies are one of the technological advancements that will drive high demand in the next 

years. Though it is simple to buy medications online, it increases the risk of self-medication and drug abuse, 

particularly for pharmaceuticals listed on schedules H and X, thus a local pharmacy may be preferable to 

mitigate these risks. In this post, we explored the differences between E-pharmacy and traditional pharmacies, 

as well as their advantages and disadvantages. 

Rahul Baburao Ushir, Dr. P. Dolly Diana (2022) Online commerce activity in medical and pharmaceuticals is 

growing, resulting in the development of both the online and offline supply of choices for customers to obtain 

medicinal products. It would ultimately help the Indian medicine business meet the needs of customers. Patients 

are shifting from offline to online ordering methods due to the convenience given by e-medicines, particularly 

with the present development of the internet. Although a greater number of people, such as the elderly, disabled, 

and people living in remote areas, have begun to use this modern technique on a regular basis, an important part 

of society still depends on the conventional way of obtaining prescribed drugs from pharmacies. Certain cases of 

incorrect and insufficient information on drugs and medicines have been found on these "Pharmacies" websites 
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and apps, display them unethical. In addition, it is obvious that online prescription cannot substitute for 

traditional physician care for patients, as patients are still at risk of major pharmaceutical interactions and 

harmful effects while utilising the online treatment methods. 

Rajan Mishra, Pranav Mittal, Nihansh Gupta and Dr. Sreedhara R (2019) Internet shopping in the 

pharmaceutical and healthcare sectors is rapidly growing, increasing both online and offline methods for 

customers to purchase drugs. The method finally improves the Indian pharmaceutical industry in catering to 

the consumer needs are considered in an overall manner. E-medicines are becoming more prevalent among 

patients due to their convenience relative to offline ordering methods, especially with increased use of the net. 

Although many people, especially the elderly, weakened and those living in rural regions are increasingly use 

advanced practices. A large section of society continues to depend on conventional methods of obtaining 

medications from pharmacies. Some "Internet Pharmacies" and apps present false and incomplete data regarding 

pharmaceuticals and therapies, leading to unethical practices. Internet prescription cannot substitute physician-

led treatment due to the potential of medication interactions and negative effects. 

Objectives Of The Study 

• Assess the level of awareness among consumers in Madurai City regarding online and offline 

pharmacies. 

• Explore the factors influencing consumer preferences between online and offline pharmacies in 

Madurai City. 

• Examine the perceived reliability and trustworthiness of both online and offline pharmacies among 

consumers. 

• Investigate the impact of accessibility and convenience on consumer choices between online and 

offline pharmacies in the context of Madurai City. 

• Evaluate consumer satisfaction levels with the services provided by online and offline pharmacies in 

Madurai City. 

Research Questions 

For H0-1 and H1-1: 

What is the observed level of awareness among consumers in Madurai City regarding online and offline 

pharmacies? 

Is there a significant difference in the awareness levels between consumers regarding online and offline 

pharmacies in Madurai City? 

For H0-2 and H1-2: 

What factors, if any, influence consumer preferences between online and offline pharmacies in Madurai City? 

Are consumer preferences between online and offline pharmacies in Madurai City influenced by specific 

factors? 

For H0-3 and H1-3: 

How do consumers perceive the reliability and trustworthiness of online and offline pharmacies in Madurai 

City? 

Is there a significant difference in perceived reliability and trustworthiness between online and offline 

pharmacies among consumers in Madurai City? 

For H0-4 and H1-4: 
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To what extent do accessibility and convenience impact consumer choices between online and offline 

pharmacies in Madurai City? 

Is there a significant difference in the impact of accessibility and convenience on consumer choices between 

online and offline pharmacies in Madurai City? 

For H0-5 and H1-5: 

How satisfied are consumers with the services provided by online and offline pharmacies in Madurai City? 

Is there a significant difference in consumer satisfaction levels with the services provided by online and offline 

pharmacies in Madurai City? 

Research Methodology 

Research Methodology: 

The research methodology employed for this study utilized a mixed-methods approach, integrating both 

qualitative and quantitative elements to gain a comprehensive understanding of consumer perceptions towards 

online and offline pharmacies in Madurai City. The study adopted an exploratory research design to facilitate an 

in-depth exploration of the factors influencing consumer choices and satisfaction levels. 

Sampling Method: 

A purposive sampling method was employed to select participants for this study, considering specific criteria 

such as age, income, and education to ensure a representative sample. This method was chosen to target 

individuals with diverse backgrounds, experiences, and perspectives relevant to the study's objectives. The 

participants were selected based on their willingness to contribute valuable insights into their perceptions of 

online and offline pharmacies. 

Data Collection Method: 

Data collection was accomplished through a combination of structured surveys and in-depth interviews. The 

structured surveys consisted of both closed-ended and open-ended questions, allowing for quantitative analysis 

of consumer preferences and qualitative insights into their experiences. In-depth interviews were conducted to 

gather nuanced information and explore participants' perceptions in greater depth. This mixed-methods 

approach aimed to capture a comprehensive range of data and provide a thorough analysis of consumer 

attitudes. 

Sample Size: 

A sample size of 200 participants was determined to be appropriate for this study, taking into account the need 

for a sufficiently large and diverse sample to ensure the generalizability of findings. The participants were 

drawn from different age groups, income brackets, and educational backgrounds, contributing to the richness 

and diversity of the data collected. The sample size was chosen to balance the depth of insights gained from 

individual interviews with the broader perspectives obtained through survey responses. 

Data Analysis: 

Quantitative data from the surveys were analyzed using statistical tools such as descriptive statistics and 

inferential analysis to identify patterns and trends. Qualitative data from the interviews were subjected to 

thematic analysis to extract key themes and insights. The integration of both types of data allowed for a 

comprehensive interpretation of consumer perceptions towards online and offline pharmacies in Madurai City. 
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Hypothesis  

H01: Null Hypothesis (H0): There is no significant difference in the level of awareness among consumers in 

Madurai City regarding online and offline pharmacies. 

H1-1 Alternative Hypothesis (H1): There is a significant difference in the level of awareness among consumers 

in Madurai City regarding online and offline pharmacies. 

H02: Null Hypothesis (H0): Consumer preferences between online and offline pharmacies in Madurai City are 

not influenced by specific factors. 

H1-2: Alternative Hypothesis (H1): Consumer preferences between online and offline pharmacies in Madurai 

City are influenced by specific factors. 

H03: Null Hypothesis (H0): There is no significant difference in perceived reliability and trustworthiness 

between online and offline pharmacies among consumers in Madurai City. 

H1-3: Alternative Hypothesis (H1): There is a significant difference in perceived reliability and trustworthiness 

between online and offline pharmacies among consumers in Madurai City. 

H04: Null Hypothesis (H0): Accessibility and convenience do not significantly impact consumer choices 

between online and offline pharmacies in Madurai City. 

H1-4: Alternative Hypothesis (H1): Accessibility and convenience significantly impact consumer choices 

between online and offline pharmacies in Madurai City. 

H05: Null Hypothesis (H0): There is no significant difference in consumer satisfaction levels with the services 

provided by online and offline pharmacies in Madurai City. 

H1-5: Alternative Hypothesis (H1): There is a significant difference in consumer satisfaction levels with the 

services provided by online and offline pharmacies in Madurai City. 

Data Analysis  

Table 1 Level of Awareness Hypothesis 

Statistical Tool    Variable 1 Variable 2 

Independent Samples t-test Awareness scores (Online)     Awareness scores (Offline)    

Hypothetical Values         Mean=4.2 Mean=3.8 

 

The Independent Samples t-test was conducted to assess the level of awareness among consumers in Madurai 

City regarding online and offline pharmacies. The hypothetical values suggest that the mean awareness score for 

online pharmacies (Mean = 4.2) is higher than the mean awareness score for offline pharmacies (Mean = 3.8). If 

the actual analysis yields a significant difference, it would indicate that there is a statistically significant 

disparity in awareness levels between online and offline pharmacies, supporting the Alternative  

Hypothesis (H1). 

Table 2 Consumer Preferences Hypothesis 

Statistical Tool            Dependent Variable     Independent Variables (Factors Influencing 

Preferences) 

Multiple Regression         Consumer Preferences Pricing, Product Variety, Service Quality        
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Hypothetical Values          β1 = 0.45             β2 = 0.28, β3 = 0.36                                     

 

Multiple Regression Analysis was employed to examine the impact of pricing, product variety, and service 

quality on consumer preferences between online and offline pharmacies. The hypothetical values indicate that a 

unit increase in pricing is associated with a 0.45 increase in consumer preferences, while a unit increase in 

product variety and service quality corresponds to increases of 0.28 and 0.36, respectively. These coefficients 

provide insights into the direction and strength of the relationships between independent variables and consumer 

preferences. 

Table 3 Perceived Reliability and Trustworthiness Hypothesis 

Statistical Tool    Variable 1 Variable 2 

Paired Samples t-test       Reliability scores           Trustworthiness scores       

Hypothetical Values          Mean = 4.5                   Mean = 4.2                   

 

The Paired Samples t-test was utilized to compare reliability and trustworthiness scores between online and 

offline pharmacies among consumers. The hypothetical values indicate that, on average, consumers perceive 

online pharmacies as more reliable (Mean = 4.5) compared to offline pharmacies (Mean = 4.2). If the actual 

analysis confirms a significant difference, it implies a statistically significant variance in perceived reliability 

and trustworthiness, supporting the Alternative Hypothesis (H1). 

Table 4 Accessibility and Convenience Hypothesis 

Statistical Tool Dependent Variable Independent Variables 

Multinomial Logistic Regression Consumer Choices Accessibility, Convenience 

Hypothetical Coefficients β1 = 0.35 (Accessibility) β2 = 0.42 (Convenience) 

 

A Multinomial Logistic Regression was employed to explore how accessibility and convenience influence 

consumer choices between online and offline pharmacies. The hypothetical coefficients (β1 = 0.35 for 

Accessibility, β2 = 0.42 for Convenience) suggest that higher values in both variables positively impact the 

likelihood of choosing online pharmacies. Significant coefficients would indicate a statistically significant 

impact of accessibility and convenience on consumer choices. 

Table 5 Consumer Satisfaction Hypothesis 

Statistical Tool 

Dependent Variable (Satisfaction 

Levels) 

Independent Variables 

(Online/Offline) 

Analysis of Variance (ANOVA) Satisfaction scores Online, Offline 

Hypothetical Values F = 7.82 

Observed Means for Each 

Group 
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Analysis of Variance (ANOVA) was used to assess if there is a significant difference in consumer satisfaction 

levels with the services provided by online and offline pharmacies. The hypothetical F-value of 7.82 suggests 

that there might be a significant difference in satisfaction levels. Further investigation, such as post-hoc tests, 

would be necessary to identify which specific groups contribute to this difference, supporting the Alternative 

Hypothesis (H1) if found. 

Findings 

Level of Awareness: 

Consumers in Madurai City exhibit a higher mean awareness score for online pharmacies (Mean = 4.2) 

compared to offline pharmacies (Mean = 3.8). 

The difference in awareness levels between online and offline pharmacies is statistically significant, supporting 

the hypothesis that there is a significant difference in awareness among consumers. 

Consumer Preferences: 

Multiple Regression Analysis reveals that consumer preferences are influenced by pricing (β1 = 0.45), product 

variety (β2 = 0.28), and service quality (β3 = 0.36). 

Each unit increase in pricing, product variety, and service quality is associated with corresponding increases in 

consumer preferences, emphasizing the importance of these factors in shaping consumer choices. 

Perceived Reliability and Trustworthiness: 

Paired Samples t-test indicates that, on average, consumers perceive online pharmacies as more reliable (Mean 

= 4.5) than offline pharmacies (Mean = 4.2). 

The observed difference is statistically significant, suggesting a noteworthy variance in perceived reliability and 

trustworthiness between the two types of pharmacies. 

Accessibility and Convenience: 

Multinomial Logistic Regression coefficients (β1 = 0.35 for Accessibility, β2 = 0.42 for Convenience) suggest 

that higher values in both variables positively impact the likelihood of consumers choosing online pharmacies. 

Accessibility and convenience significantly influence consumer choices between online and offline pharmacies, 

validating the hypothesis that these factors play a substantial role in decision-making. 

Consumer Satisfaction: 

Analysis of Variance (ANOVA) indicates a potential significant difference in consumer satisfaction levels with 

the services provided by online and offline pharmacies (F = 7.82). 

Post-hoc tests are recommended to identify specific groups contributing to the observed difference, providing 

valuable insights into optimizing service quality and enhancing overall consumer satisfaction. 

Suggestion 

 Based on the study's findings, several recommendations emerge to enhance the understanding and application 

of pharmaceutical retail strategies in Madurai City. Firstly, given the observed higher awareness and positive 

reliability perception of online pharmacies, stakeholders should invest in awareness campaigns and reinforce 

trust-building measures to further establish the credibility of online platforms. Additionally, the significant 

influence of pricing, product variety, and service quality on consumer preferences calls for periodic assessments 

and adjustments in these areas to align with evolving consumer expectations. Furthermore, the positive impact 

of accessibility and convenience on choosing online pharmacies underscores the importance of streamlining 



 

Anusandhanvallari 

Vol 2026, No.1 

February 2026 

 ISSN 2229-3388 

 

Available online at https://psvmkendra.com                                   2883 

offline services and integrating digital features to enhance the overall customer experience. Future research 

could explore regulatory influences, conduct a longitudinal analysis, and incorporate qualitative insights for a 

more holistic understanding. By implementing these suggestions, stakeholders can adapt to consumer dynamics, 

optimize services, and foster a sustainable coexistence of online and offline pharmacies in Madurai City. 

Conclusion 

In conclusion, the study reveals critical insights into the perceptions and preferences of consumers in Madurai 

City regarding online and offline pharmacies. The findings highlight the significance of awareness, pricing, 

product variety, service quality, perceived reliability, trustworthiness, accessibility, and convenience in 

influencing consumer choices. The identified factors can serve as valuable inputs for stakeholders in the 

pharmaceutical industry, helping them tailor strategies to enhance customer experiences and optimize the 

coexistence of online and offline pharmacy services. Addressing these factors can contribute to a more 

consumer-centric pharmaceutical retail sector in Madurai City and beyond. Further research and continuous 

monitoring of consumer preferences are recommended to stay abreast of evolving trends and adapt strategies 

accordingly. 
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