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ABSTRACT 

The dynamic nature of retail pharmacy chains demands more than technical proficiency—it necessitates 

high levels of emotional intelligence (EI) to foster collaboration, ensure patient satisfaction, and maintain 

operational efficiency. This study explores the relationship between emotional intelligence and pharmacy 

workforce performance in multi-store retail settings, emphasizing the role of EI in enhancing 

communication, decision-making, stress management, and teamwork. Drawing upon existing 

psychological and healthcare management frameworks, this research presents a comprehensive analysis of 

how EI competencies directly impact key performance indicators (KPIs) such as prescription accuracy, 

customer service ratings, and employee retention. The findings reveal that higher EI levels among 

pharmacy staff correlate with improved team coordination, reduced conflict, and better adaptability in 

high-pressure environments. The literature highlights the growing relevance of emotional intelligence in 

healthcare roles, particularly in distributed workforces where interpersonal dynamics and cultural 

diversity play a significant role. This manuscript lays the foundation for future EI-centric training modules 

and leadership development strategies within pharmacy chains. 
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INTRODUCTION 

Retail pharmacy chains have evolved into complex ecosystems that extend far beyond traditional medication 

dispensing roles. These establishments function as accessible healthcare points for communities, demanding not 

only pharmacological expertise but also excellent interpersonal and management skills from the workforce. The 
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quality of interaction between pharmacists, technicians, and customers significantly influences trust, loyalty, and 

safety outcomes. In such a context, emotional intelligence (EI)—the ability to recognize, understand, and 

manage one's emotions and those of others—emerges as a critical competency. 

Source: https://www.mdpi.com/2076-3387/11/3/76 

Pharmacy teams in multi-store chains operate in diverse environments, often serving high volumes of customers 

with varying needs and emotional states. Managing difficult interactions, resolving customer grievances, or 

providing empathetic counsel to patients requires more than clinical knowledge. It necessitates emotional agility, 

self-regulation, empathy, and social skills—all hallmarks of emotional intelligence. 

Furthermore, the hierarchical and operational complexity of retail chains—with corporate policies, regional 

managers, and store-level staff—creates stress and ambiguity in communication. Poor emotional awareness 

among staff often leads to burnout, conflict, miscommunication, and lower productivity. Conversely, emotionally 

intelligent employees are better equipped to navigate organizational challenges, foster collaboration, and build 

resilient work environments. 

This study investigates the extent to which emotional intelligence contributes to pharmacy workforce performance 

within multi-store chains. It evaluates specific EI competencies and their influence on KPIs such as staff turnover, 
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error reduction, team cohesion, and customer satisfaction. It also explores the need for structured EI training as a 

pathway to enhancing operational performance and employee well-being. 

 

LITERATURE REVIEW 

The literature on emotional intelligence has steadily expanded since Goleman’s seminal work, identifying EI as 

a key determinant of professional success across industries. In the healthcare sector, EI has been positively 

associated with improved communication, better teamwork, and patient-centered care. This review synthesizes 

empirical findings and theoretical perspectives relevant to pharmacy workforce performance in the context of EI. 

2.1 Emotional Intelligence Frameworks 
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Emotional intelligence has been conceptualized through various models—chief among them being Salovey and 

Mayer’s Ability Model, Bar-On’s Emotional-Social Intelligence Model, and Goleman’s Mixed Model. 

Goleman’s framework, often adopted in workplace research, identifies five core EI competencies: 

• Self-awareness 

• Self-regulation 

• Motivation 

• Empathy 

• Social skills 

These dimensions are particularly relevant in pharmacy settings where constant interactions with patients and 

team members occur under pressure. 

2.2 Emotional Intelligence in Healthcare Settings 

Numerous studies have found that healthcare professionals with high EI levels tend to perform better under stress, 

resolve conflicts more effectively, and communicate empathetically with patients. In nursing, for instance, EI 

training has been linked to lower burnout rates and enhanced patient care. In pharmacy environments, similar 

patterns emerge, especially in retail chains where workflow intensity and customer volume are high. 

2.3 Relevance in Retail Pharmacy Workforce 

Retail pharmacies differ from hospital or clinical pharmacies in terms of customer interaction, workflow 

unpredictability, and commercial pressures. Staff must juggle business goals with ethical healthcare delivery. 

Emotional intelligence becomes essential in balancing these conflicting demands. 

Research by Coetzee and Veldsman (2018) suggests that EI is a predictive factor in how well retail pharmacists 

manage workload stress and interpersonal conflicts. Another study by Katyal and Awasthi (2017) highlights that 

pharmacists with higher EI were more likely to maintain positive customer interactions, leading to repeat visits 

and trust in the brand. 

2.4 Emotional Intelligence and Team Dynamics 

Retail pharmacies operate as small teams under larger corporate umbrellas. Team dynamics significantly influence 

store-level performance. EI plays a crucial role in managing peer relationships, resolving inter-staff disputes, and 
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aligning goals across hierarchical levels. Leaders with high EI are found to enhance team morale and reduce 

turnover (Morrison, 2016). 

2.5 Gaps in Existing Literature 

While there is abundant research on EI in general healthcare and nursing contexts, few studies specifically address 

its impact on pharmacy workforce performance in multi-store retail chains. The unique pressures and 

decentralized nature of these settings demand a dedicated focus. This study addresses that gap by correlating EI 

scores with retail pharmacy KPIs and proposing structured interventions. 

METHODOLOGY 

3.1 Research Design 

This study adopts a mixed-methods approach, combining quantitative survey data with qualitative interviews 

to assess the relationship between emotional intelligence (EI) and pharmacy workforce performance. The research 

was conducted across multiple branches of a national retail pharmacy chain, involving pharmacists, pharmacy 

technicians, and store managers. 

3.2 Sample and Participants 

A purposive sample of 120 employees from 30 retail pharmacy outlets was selected, ensuring a mix of roles 

(pharmacists, assistants, and supervisors) and locations (urban and semi-urban). Participants had at least one year 

of experience working within the chain and were involved in direct patient/customer interaction. 

3.3 Instruments 

1. Emotional Intelligence Scale: Adapted from Goleman’s framework, this 25-item scale measured five EI 

components: self-awareness, self-regulation, motivation, empathy, and social skills. 

2. Performance Assessment Index: Store-level KPIs such as prescription accuracy, customer satisfaction 

ratings, peer feedback, and absenteeism rates were collected from HR records and validated through 

supervisory feedback. 

3. Semi-Structured Interviews: Conducted with 15 employees to gather deeper insights into the practical 

relevance of EI in daily operations. 

3.4 Procedure 
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Participants were first given a briefing on the study's purpose and consent was obtained. The EI questionnaire 

was administered digitally. Store performance data for the past 6 months was collected concurrently. Interviews 

were transcribed and analyzed thematically. 

3.5 Data Analysis 

Quantitative data was analyzed using Pearson correlation and multiple regression to evaluate the influence of 

EI on performance indicators. Qualitative data from interviews were coded and synthesized into themes using 

NVivo software. Findings were triangulated to ensure validity. 

RESULTS 

The analysis revealed a strong positive correlation between overall EI scores and pharmacy workforce 

performance metrics. The most impactful dimensions were empathy and self-regulation, which showed 

significant association with customer satisfaction and conflict resolution effectiveness, respectively. 

EI 

Component 

Correlation with 

Performance (r) 

Key Observations Example from Field Study 

Self-

Awareness 

0.58 Higher awareness led to fewer documentation 

errors and improved decision-making 

“Knowing my emotional triggers helps 

me stay focused under pressure.” 

Self-

Regulation 

0.66 Linked with lower absenteeism and better 

composure in stressful conditions 

“I’ve learned not to let irate customers 

throw me off.” 

Motivation 0.49 Associated with consistent task completion and 

goal alignment 

“I like tracking my targets—it 

motivates me to improve.” 

Empathy 0.72 Strongest link to customer satisfaction and trust “When I listen, customers open up 

more and follow advice better.” 

Social Skills 0.61 Positively impacted team collaboration and 

patient communication 

“We’ve built a friendly work vibe that 

reflects in our service.” 

Regression model showed EI explaining approximately 54% of the variance in overall performance scores 

(Adjusted R² = 0.54, p < 0.01), indicating a significant predictive value. 

CONCLUSION 
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This study provides compelling evidence that emotional intelligence is a critical driver of performance in retail 

pharmacy chains. Employees with higher EI demonstrated better interpersonal interactions, lower stress levels, 

improved error management, and stronger team dynamics. The strongest impact was observed in the areas of 

empathy and self-regulation, which contributed directly to patient satisfaction and professional conduct. 

The operational implications are substantial. Integrating EI assessments into hiring processes, offering 

structured EI training, and promoting emotionally intelligent leadership can yield measurable gains in 

productivity and service quality. Furthermore, the findings support the adoption of continuous EI development 

programs, especially in roles involving frontline healthcare service and team management. 

By recognizing emotional intelligence as a strategic asset, retail pharmacy chains can enhance their workforce 

capabilities, reduce turnover, and align better with patient-centric healthcare delivery models. Future research 

could expand into cross-cultural settings or explore the longitudinal impact of EI training interventions in 

pharmacy environments. 
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