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CKPAREHHUIIE:

EIQ — emounoHaaHa MHTEIUTEHIIH]a
TEI(Q — TecT eMOIMOHAITHE HHTEIIUTCHIIH]C

CAXKETAK

EmonuonanHa WHTENUTeHOHja TPEACTaBIba
CrIocoOHOCT 00pajse eMOLMOHATHHX WH(pOpMa-
Mja Koje UMajy yTHULaj Ha OpojHEe KOTHUTHBHE
mporece off 3Hayaja 3a MOCTU3amke MpoecHo-
HalHe ycnemHocTd. [IpoyyaBame eMoLnOHATHE
WHTEINTeHLUje, Y UNUJbY UMIUIEMEHTAIIje OBOT
KOHLeNTa Yy (apMaLeyTcKy IMpakcy, je of
3Ha4aja panu moboJblama oJHOca (apmarneyTa
u maryjeHara. [{umb oBe crymuje O6uo je na ce
YIBpAM TOBE3aHOCT EMOIMOHAHE WHTEIUTCH-
1yje U TIOTeHIKjalla 32 OCTBApEeHe KOMILTHjaHCce
KO TMalyjeHaTa, y3 aHalu3y pasInuuTUX
YMHMIAA KOJH MOTY Ha FbUX yTULATH.

Y crymmjy je ykibydeno 102 ucnuraHuka,
¢dapmaneyta u ¢apManeyTCKuX TeXHH4apa, u3
25 anoteka y Kparyjesuy. CBu UCIUTaHHLIU CY
JNOOWIIM aHKEeTY, KOHTPOJIHY JIHCTY 3a CaBeTOBa-
e TalyjeHaTa M TeCT eMOIMOHaHE WHTENH-
reHiuje. 3a UCIIUTUBAE TIOBE3aHOCTH EMOLHO-
HaJIHE MHTEUTEHINje U TOTEeHIMjala 3a OCTBa-
peme mobpe KOMIUTMjaHCE KOJ MalujeHTa Ko-
puiheH je TecT TMHeapHe Kopenaryje.

ABBREVIATIONS:

EIQ - emotional intelligence
TEIQ — test of emotional intelligence

ABSTRACT

Emotional intelligence is defined as ability to
process emotional information which have im-
pact on many cognitive processes of significance
for achieving professional success. Studying of
emotional intelligence, in order to implement this
concept in pharmacy practice, is important to im-
prove relationship between pharmacists and pa-
tients. The aim of this study was to determine the
relationship of emotional intelligence and poten-
tial for achieving patient’s compliance, con-
sidering various factors that may influence them.

The study included 102 patients, pharmacists
and pharmacy technicians from 25 pharmacies in
Kragujevac. All patients received the question-
naire, a checklist for patient counseling and a test
of emotional intelligence. The relationship be-
tween emotional intelligence and potential for
achieving good patient’s compliance was statisti-
cally tested by linear correlation.
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Ilokazao ce ma eMoIMOHAaTHA WHTEIWTEH-
yja Kopenupa ca MOTEHLHWjaJIoM 3a 1M000Jb-
mame kommumjance (r=0,432). Cpeama Bpen-
HOCT MO€HAa OCTBApPEHUX Ha TECTY EMOLIMOHAIHE
uHTenereHnyje oOowmma je 185,05+1,84, mok je
MPOCEYHA BPEIHOCT YKYIHE BPEAHOCTH 00Z0Ba
3a TOCTH3ame J100pe KOMIUTHjaHCEe H3HOCHIIA
17,35+0,56. Paznuuuté Qaxrtopu: BpcTa Bia-
CHMIITBA HAJ allOTEKOM, JONIPHUHOC yCIeXy aro-
TEKE U 3aJJOBOJbCTBO CTPYKOM Cy CTaTHCTHUYKU
3aHa4ajHO TOBE3aHH Ca HHUBOOM EMOLIMOHAIHE
WHTEINTEeHIWje, TOK je TOTEHIHjal 3a OCTBape-
BE KOMIUTMjaHCE 3aBUCHO Of AY)KHHE pPaJHOT
CTa)ka, KOMIIETEHTHOCTH, MPOo(ecroHaTHOI Ha-
nperka (apManeyTCKUX paJHHKa M MPHCYCTBa
XPOHUYHOT OOJIECHUKA Y TIOPOIHULIH.

Osga ctyauja je mokaszana jaa cy ¢apManeyr-
CKH PaJHHLM ca BUILIUM HHUBOOM E€MOL[MOHAIHE
WHTEINTeHIMje UMaiu BehHn MOTeHIHjal 3a Mo-
Oosplambe KOMIUIMjaHCE MandjeHaTa. Y TBpheHo
je Ia je HUBO EMOLMOHAJHE WHTEIHUTEHIIH]je
(dapManeyTCKuX paJHUKa 3Ha4ajHO MOBE3aH ca
3aJJ0BOJbCTBOM CTPYYHHM DPajoM, AONMPHHOCOM
HaNpeTKy amoTeKe M BPCTOM BJIACHHUINTBA Haj
amoTeKoM y Kojoj ce pamu. dyxuHa pamHor
CTa)ka, KOMIIETEHTHOCT U Buljeme MoryhHocTH
MpoQeCHOHATHOT HAaIllpeTKa Cy C€ CTaTHCTHYKU
3Ha4yajHO pasiHKoBaie u3Mehy ocoba ca pasnm-
YUTUM HHUBOOM TIOTECHIHMjala 3a yHampeheme
KOMIUIMjaHce. Bumm moTeHmujan 3a ocTBapeme
KOMILJIMjaHCe je KOHCTaHTOBaH Ko ocoda Koje y
MOPOAMLIM MMajy NalMjeHTa ca XPOHUYHOM 00-
nemrhy.

Kawyune peuu: eMouUMOHANHA WHTEIHUICH-
1Mja, KOMIUIMjaHca, apMaleyT, MalunjeHT

YBOJ

EmonnoHaHa MHTEJIUTEHIHja

EmonuonanHa MHTEIUTEHINja j€ PeIaTUBHO
HOBH TIpEAMET HCTpaXXHUBama Y TCHXOJIOTHjH,
KOjH y TIOCHENIBbMX IEeTHAeCTaK TOJUHA IPHB-
JIa4u BENUKY Maxmky jaBHOCTH. OBaj KOHILIENT ce
NpPBU IyT 110jaBUO y HAYYHO] JUTEPATypH y pa-
HUM JEBEIECeTUM roArHaMa MpOoLUIOr Beka, 3a
1ITa Cy 3aciIyXHH ayTopH, Peter Salovey u John
D. Mayer"* . Jlepunucany cy je Kao CKyIl CIO-
COOHOCTH KoOje Om Tpebamo Jna JONpPHHECY
TA4HO] NPOLEHH U H3pakaBamy COINCTBEHHX
eMolnuja, ajdu M MpoueHd Tyhux emonuja, uMa-
jyhu y BuAy HWHXOB YTHIA] Ha MOTHBALHjy,
IUIAHHPAEE U TIOCTU3AMmE LU/bEBA y JKHBOTY .
Hakine, oHa O3Ha4aBa THUI WHTEIUTEHLHjE KOjU
YKJbydyje CIOCOOHOCT 00pajie eMOIMOHAITHUX
undopmarmja>®’.

It was shown that emotional intelligence
significantly correlated with potential to improve
compliance (r = 0.432). The mean value of emo-
tional intelligence score was 185.05 + 1.84, while
the average value of the achievement of good
compliance score was 17.35 + 0.56. Different
factors like ownership over pharmacy, profes-
sional satisfaction and contribution to pharmacy
prosperity were significantly associated with
level of emotional intelligence, while potential
for achieving compliance depended on years of
work experience, competence, professional de-
velopment of pharmaceutical staff and caring for
a patient with chronic disease at home.

This study showed that pharmaceutical staff
with higher level of emotional intelligence had
greater potential for achieving compliance. It was
found that the level of emotional intelligence of
pharmaceutical staff was significantly associated
with professional satisfaction, contribution to
prosperity of a pharmacy and ownership over
pharmacy where the study participant worked.
Professional experience, competence and taking
opportunities for professional development dif-
fered significantly between people with different
levels of potential for improving compliance in
their patients. A higher potential for achieving
compliance was found among the staff who had
a patient with chronic disease to care for at home.

Key words: emotional intelligence, compli-
ance, pharmacist, patient

INTRODUCTION

Emotional intelligence

Emotional intelligence is relatively new sub-
ject of research in psychology, which has attra-
cted much public attention in the last fifteen
years. This concept appeared for the first time in
scientific literature during early nineties of the
last century, thanks to the Peter Salovey and John
D. Mayer'”. They defined emotional intelligence
as a "set of skills which should contribute to
accurate assessment and expression of one’s own
emotions and emotions of others, taking into
account their impact on motivation, planning and
achieving goals in life"*. Therefore, it indicates
the type of intelligence which involves ability to
process emotional information®*”.
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HoBe mpommpene Bep3uje mojMa €MOLHO-
HaJHE MHTEIHUIeHLInje, Cy 00yxBaTuie cBe Behn
CIEKTap CIIOCOOHOCTH, KOje Cy pa3BpCTaHe y
YEeTHPU HHUBOA OJ1 jeIHOCTABHHUJHUX JI0 CIIOKEHHUX
MCUXOJOIWKHUX mporeca. O Jbynu ca BUCOKUM
nuBooM EIQ ouekyje ce ma Opxke Hampenyjy
KpO3 CIOMEHYTE CIOCOOHOCTH M Jja WX CaBia-
najy y sehem Opojy.

HajHmku HUBO EMOLIMOHAITHE HMHTEIHMICH-
1Mje MpeacTaBiba CIOCOOHOCT U BEIITHHY 0co0e
Jla Ta4HO YOUYHM EMOLMOHAJIHN 00pasall KOoju ce
OZIHOCH Ha TEPIEIIH]jY, MPOLEHY 1 H3pakaBambe
emonuja. [Ipyru HUBO YKJby4yje CIOCOOHOCTH
kopuinhewa eMolLHdja Ha HaYyMHE KOjH OJlaKIla-
Bajy HHTeNeKTyanHe mnpouece. Tpehu HHBO
VKJbYUYyj€ CIOCOOHOCT pazyMeBama U aHAJIU3H-
pama eMoILHja, Kao U yrnorpedy eMOLHOHAITHUX
3Hama (pa3IMKOBame HETPIEJHLUBOCTU U Oeca).
HajBumm HUBO eMOIMOHATHE HHTCIUTCHIIH]E j©
pednekcuBHa, CBecHa perynanyja eMmonuja y
CBPXY EMOIIMOHAJHOT M WHTEIEKTYaJHOI pa-
3BUTKa. Pa3BHjeHa cocoOHOCT Ha OBOM HHBOY
je orBopeHocT npema ocehajuma, 6e3 003upa aa
JM Cy OHM TNPHjaTHU WM HENpUjaTHU. JeInHO
ako je ocoba cBecHa cBOjux ocehaja m OTBOpeHa
npeMa HBHMa, MOXE O HbHMa HEMTOo |
Hayunta',

Jla cy ucTpakuBama y BE3H E€MOIHMOHAHE
WHTEINTCHLUjE Yy EKCHaH3WjHu CBENOYH MOopacT
Opoja pagoBa Ha OBy TeMy. MehyTum, uma mMajio
pazmoBa Koju ce 0aBe MPUMEHOM OBOI' KOHIIENTa
y ¢apmarneyrckoj aenatHoctH. To maje 6a3y 3a
Najbe MCTPAKMBAKE OHOra LITO HAC YMHH TIpa-
IMAaTHYHUJUM y KOHTAKTy ca JbyIHMa M YjeIHO
mo0oJpIIaBa KPEaTUBHOCT M (IIEKCHOMIHOCT Y
pemaBamy npobiieMa ca KojuMa ce CBaKOJAHEBHO
cycpehemo"®4°,

Komnumnjanca

"JlexkoBH HE Henyjy, akO UX JbyOH HE Y3H-
Majy" je pedeHuna kojy je wusrosopuo Dr C.
Everet Koop Ha cuUMIIO3HjyMy O TOOOJbIIAY
koMmIuijance 1984. ca HamepoM Ja CKpeHe
NaXHy HA 0Baj BaxkaH 1pobiem .

Jenna on najumpe npuxsahenux neduHu-
Yja KOMIUIMjaHCe MalMjeHTa KaXke Ja je TO
"CTENeH carjlaCHOCTU CTBapHOT J03Upama JeKa
ca mponucanuM TepanujckuM pesxumom” 'Y, To
HABOJM Ha YMIHCHUILY Ja je KOMIUIMjaHCa Maly-
jeHTa MacHWBHA pajma Koja BHILIE MOApa3zyMeBa
0E3MOrOBOPHO  MpHUIpKABamkbe ayTOPUTAPHO]
OITyLIM JieKapa y HaMepu Ja ce MOCTUTHE Mak-
CHUMaJHU eeKaT Tepamnuje, Hero mTo je TO Mpo-
1ec 3ajeAHUYKOr JOHOLIeHka Omiyka. Mehytum,
OHa TIOper aJIeKBaTHOI y3uMarmba JIEKOBa MoApa-
3yMeBa M MPOMEHY PEeXHMa HCXpaHE W JKUBOT-

The new expanded versions of the concept of
emotional intelligence consequently included an
increasing range of skills, which have been clas-
sified in four levels from simple to complex psy-
chological processes. From people with high EIQ
it is expected to make quick progress through the
mentioned skills and to master majority of them.

The lowest level of emotional intelligence is
the ability of person to notice correct emotional
pattern that is related with perception, evaluation
and expression of emotion. The second level
includes the ability to use emotions in ways that
facilitate intellectual processes. The third level
includes the ability to understand and analyze
emotions and use emotional knowledge (distin-
guishing hostility and anger). The highest level of
emotional intelligence is reflexive, conscious
regulation of emotion for the purpose of emo-
tional and intellectual development. Developed
ability at this level is openness to feelings,
whether they are pleasant or unpleasant. Only if
the people are aware of their feelings and open to
them, they can learn about them'~.

Research about emotional intelligence is in
expansion, based on the number of papers on this
topic. However, there are few articles which deal
in with implementation of this concept in the
pharmaceutical industry. This provides the basis
for further research, to investigate what is it that
makes us more pragmatic in contact with people
and enhances creativity and flexibility in solving
problems which we encounter daily"*”%?,

Compliance

"Drugs don’t work if people don’t take
them." — It is the famous sentence of Dr. C.
Everett Koop at a symposium about improving
compliance in 1984., said out in order to draw
attention to this important problem'’.

One of the most widely accepted definition
of patient compliance says that compliance is "
the degree of agreement of real history of drug
dosage with the prescribed therapeutic re-
gime">'%. This suggests that patient compliance is
a passive activity which involves more adherence
to authoritative decision of the physician in order
to achieve maximum treatment response, than it
is a joint decision-making. However, it involves,
besides adequate drug therapy, changing diet and
lifestyle. Compliance is the result of the behavior
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Hor crwia. Kommiujanca mnpencraBiba OTHOC
nanujeHTa nmpemMa Tepanuju/iiedemhy HacTao Mmoj
yTUIajeM WHAWBUAYATHUX, NPYIITBCHUX, KYII-
TYpOJOIIKAX,  3IPaBCTBEHHX H  JPYTHX
upnmana”'’. ®akTopu Koju yTHUy Ha CTeleH
KOMIUIMjaHCE Cy TpOjaku: (pakTopu Be3aHH 3a
nanujeHTa, pakTopu Be3aHH 3a OONECT MmalujeH-
Ta ¥ (akTopu Be3aHu 3a Tepamujy' . dapma-
LeyTH Tpeda a mpeacTaBibajy CTPYYHH ayTOpH-
Ter 3a manujeHTa. HemsoctaBHO je ma dapma-
LEYyTH COpoBOAe Oap OCHOBHY 3IpaBCTBEHY
enyKanMjy TManujeHata, Kao W Aa moOoJbIiajy
capajmy ca JIeKapoM Kao TeMeJb 3a MOCTU3Amke
60Jbe eUKACHOCTH TepaIuje' .

Bemtnna KoMmMyHHKalMje je KJbydHa CIIO-
coOHocT y yHanpelhewy KoMIuinjance. Y OKBUPY
mporeca KOMYHUKAIMje Y4ecTBYjy IBe ocobe,
jeAHa Koja Imajbe MOpYyKy U Ipyra Koja je mpuma.
Mehytum, na 6u ce ocTBapuiia MpaBUiIHA KOMY-
HUKaIMja BaXXHO je HE caMO OOpaTUTH MaXmby
Ha cazpKaj mopyke, Beh W Ha TO Kako je To-
BpaTHa MH(popManmja cxBaheHa U Ja JU Cy MO-
cTojalie mpenpeke 3a npuxpatame nopyke. Ilo-
BpaTHa WHpOpMalMja je BeoMa 3HAYajHa, jep
MpECTaBsba JIOKa3 Jia je MalijeHT J00po cxBa-
THO WHCTPYKIIHje Koje je mobro ox dapmarieyr-
ckor ocobspa. MHbopmanuje koje ce mpyxajy
MmarujenTy Tpeba Ja 3a1o0Bojbe oapehene kpure-
pUjyme: IOCTYMHOCT, TadHOCT, YpaBHOTEXe-
HOCT, KOH3HCTEHTHOCT, 3aCHOBAHOCT Ha JIOKa-
3UMa, MOY3IaHOCT, IOHOBJBMBOCT, pPa3yMJbU-
BOCT, JOBOJbaH OOYXBaT M MPaBOBPEMEHOCT.
CaBetoBame je 700po "cKpojuTu' mpema mnamu-
jenty u Hahu Ganmanc u3Mmel)y esbe manujeHTa
Be3aHe 3a MHGopMaluje o JeKoBUMa U UHPOp-
Malpja Koje je HeonmxogHo aatu. Ha kpajy cBa-
KOT' CaBeTOBama NalujeHTuMa Tpeda HamucaTH U
McaHa yIyTCTBa 3a IPUMEHY JIEKOBa 3a CIy4aj Aa
MaIujeHT 3a00paBu HHGOpPMAIIH]E Koje je T00HO.

OnroBopHOCT (hapmarieyTckor ocodsba je na
op’KaBa, pa3Buja U IIMPHU CBOja 3HaHa, BEIITH-
HE U CTaBOBe, Yy LMJbY 00e30ehema KOHTHHYH-
paHe mpodecuoHaIHe KOMIIETEHTHOCTH TOKOM
ynTaBe Kapujepe. M3Mmermrame TeXUIITa ca Jieka
Ka OOJIECHHKY je MPUOPHUTETaH LUJb Y caBpeMe-
HOM TMpHUCTYIy (hapMaLeyTCKoM Mo3uBy. To go-
HOCH JoIaTHO moBehambe OATOBOPHOCTH, alu
yrHU (apMareyTa HEONXOIHUM WIAHOM 3IIpaB-
CTBEHOTI' THIMa KOjU je 3aJIy’KeH Ja 0be30eau Bu-
COKO mnpodecHoHaNHy  (apMaKOTEpanujcKy
YCAYTy Yy LUMJbY NPOMOLMjE 31paBiba, NMPEBEH-
nuje OollecTH MW CHOpoBOhema pamnHoHaIHE

dapmakorepammje'’ .

of the patient to prescrbed therapy/treatment and
it is influenced by individual, social, cultural,
health and other factors™'’. Factors which affect
the degree of compliance are three-fold: patient
factors, patient’s disease factors and therapy fac-
tors'®"!. Pharmacists should represent profes-
sional authority for the patient. At least basic
health education of patients as well as improving
collaboration with the physicians are necessary
prerequisites for achieving better efficiency of
therapy'%.

Communication skills are a key capability for
improving compliance. Two persons are partici-
pating within the process of communication, the
first person who sends the message and the se-
cond person who receives that message. How-
ever, in order to achieve proper communication,
it isn’t important only to pay attention to the
content of the message, but also how it was
understood and were there barriers to the accep-
tance of the message. Feedback information is
very important, because it provides evidence that
the patient understood the instructions given by
the pharmaceutical staff. Information which is
provided to the patient should fulfill certain crite-
ria: availability, accuracy, balance, consistency,
soundness of evidence, reliability, reproducibil-
ity, user-friendliness, range and time. Consulta-
tion should be "tailored” to the patient and find a
balance between the desire of the patient to be
informed about medicines and information which
is necessary to be given to the patient. At the end
of each counseling patients should write down
instructions about use of drugs, in the case that
they forget information which were received.

Responsibility of pharmaceutical staff is to
maintain, develop and expand their knowledge,
skills and attitudes, in order to ensure continuous
professional competence during their careers.
Turning the focus from the drug to the patient is a
priority in the modern approach to pharmaceuti-
cal profession. It brings additional accountability,
but it gives to pharmacists an opportunity to be-
come a member of the healthcare team and to be
responsible for provision of a highly professional
pharmacotherapeutic service with the aim of
health promotion, disease prevention and imple-
mentation of rational pharmacotherapy'*'.
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I_lI/IJI)eBI/I HCTPpa)KUBamba

[lpumapHn 0MJb HCTpaXHMBama je Ja ce
WCTHTA YTHUIA] EMOLHOHAIHE HHTEIUTCHIIN]Ee
¢dapmaneyta U QapMaleyTCKuX TeXHHYapa Ha
no0oJpIIake MOTEHIMjajda 332 OCTBAPEHE KOM-
wmjance. [lopen Tora, ceKyHIapHU LUJBEBH CY:
(1) na ce ucnura Kako ce 3aJI0BOJLCTBO CTPYKOM
W JIONPHHOC YCIEeXy amnoTeKe oIpa)kaBajy Ha
HUBO €MOLIMOHAIHE HHTEIUTeHIHje PpapmarieyTa
u papMmaneyTcKux TexHuuyapa u (2) ma ce yTBp-
¥ TIOBE3aHOCT HWUBOA EMOLMOHATHE WHTENHU-
TeHIMje U BPCTE BIACHHUILTBA HAJ allOTEKOM Y
K0joj je 3amociieH ¢apMaleyTCKu CTpydmak.
Taxohe je ucnuTUBaHa MOBE3aHOCT KOMIICTEHT-
HOCTH, MOTYNHOCTH TPOQECHOHATHOT HaNpeTKa
U Jy)XKUHE paJHOr cTaxa (papmaLeyTcKux paji-
HUKa Ca KOMIUTHJAHCOM.

MATEPHUJAJI U METOJIE

HctpaxkuBame je CIpoBeAEHO Kao CTyOHja
npeceka Mely ¢apmaneyruma U ¢dapMmarneyt-
CKUM TexHu4apuma u3 25 anoreka (11 u3 apx-
aBHOT M 14 u3 mpuBaTHOr cextopa) y Kparyje-
BIly y iepuofy ox 23. mo 26. jyna 2012. ronune.

3a mpUKyIUbamke mogaTaka KopuimheHu cy:
anketHu ynuTHukK, "Patient Counseling Chec-
klist" u TecT eMoMOHATHE UHTEIUTCHITH]C.

AHkera je caapkaja MHUTama Be3aHa 3a
omnre vHQoOpMannje 0 HCTUTAHUKY.

"Patient Counseling Checklist" je xopurnthe-
Ha paJay YBHUJIa y BaXKHE acCIEKTE 3a MpoIeC ca-
BETOBama, Koje (hapmaneyTcko ocobibe mpume-
Byje y capaimH ca marujeHtuma. Yeknmcra ce
cacrojana u3 30 KOHCTaTayja ¥ UCIIUTAHUIIH CY
MMaJli 3aJaTaKk Ja 3a0KpY:Ke OHE acleKTe Koje
KOpUCTE y CBaKoIHEBHOM paay. bomoBame je
u3BpIIeHo Ha cienchu HaunH: 0 — 9 (3a0KpyxKe-
HUX KOHCTaTalyja) — Hu3ak noreHnujai, 10 —
19 — cpenmwu norenuujan u 20 — 30 — BUCOK
MOTEHIIM]jaN 3a OCTBapemhe J00pe KOMILTHjaHCe.

VY wucrpaxuBamy je KopuinheH TecT eMo-
nuonanHe uHTenurennuje (EIQ tecr) xoju ca-
IOpku 55 muTama W MONEJbEH je y OBa Jena.
[IpBu neo cagpxu 45 MuTama Koja cy nojesbeHa
y 3 ckane. [IpBa ckayia ce OJHOCH Ha NPOLEHY
CIOCOOHOCTH TIpEno3HaBamka U HMEHOBamba
emonmja (15 mutama), Ipyra ce OZHOCH Ha MPO-
LeHy CcIocOOHOCTH Hu3pakaBama emonuja (14
nuTama), a Tpeha ckaja ce KOPUCTH 3a MPOLEHY
CHoCcOOHOCTH KOHTposie eMoruja (16 muTama).
Tpebano je ma WCIUTaHWOM OATOBOPE O3HAYE
3a0KpyXXHBambeM OpojeBa y pacrnony o 1 mo 5,
rae ceaku Opoj mma onpeheno 3Hauewme (-
YOMILTE He, 2- yIIaBHOM He, 3- Kako kaja, 4-

The aims of the study

Primary aim of this study was to examine
influence of emotional intelligence of pharma-
cists and pharmacy technicians on improving
potential for achieving compliance. In addition,
secondary aims were to examine how satisfaction
by professional activities and contribution to the
success of pharmacy influence level of emotional
intelligence of pharmacists and pharmacy techni-
cians, and to determine association between the
level of emotional intelligence and ownership of
the pharmacy where the pharmacist or technitian
works. Also, the connection between compe-
tence, opportunities for professional advance-
ment and working experience with the potential
to improve compliance was examined.

MATERIAL AND METHODS

The study was designed as a cross sectional
study among pharmacists and pharmaceutical
technicians from 25 pharmacies (11 of public
sector and 14 of private sector) in Kragujevac,
Serbia, between 23" - 26" June 2012.

Three instruments were used in the study: the
questionnaire, "Patient Counseling Checklist"
and the test of emotional intelligence.

The questionnaire included questions related
to general information about the study partici-
pants.

The "Patient Counseling Checklist" was used
to obtain insight into important aspects of the
consultation process, which were used by phar-
macists or pharmacy technitians in in their daily
work with patients. The checklist consisted of 30
statements and respondents were asked to check
those aspects which they used in everyday work.
Scoring was done in the following way: 0 - 9
(checked statements) — low potential, 10-19 —
medium potential and 20 - 30 — high potential
for achieving good compliance.

The test of emotional intelligence (EIQ test)
which contains 55 questions divided into two
parts was used. The first part consists of 45 que-
stions which divided into 3 scales. The first scale
evaluates ability of recognizing and naming
emotions (15 questions), the second evaluates
ability to express emotion (14 questions), and the
third scale estimates ability to control emotions
(16 questions). Participants should mark respon-
ses by circling numbers ranging from 1 to 5,
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YTJIaBHOM J1a, 5- y NOTIYHOCTH 1a). Jpyru neo
Tecta cagpxu 10 muTama, Koja MPeACTaBIbajy
KoHKpeTHe cuTyanuje. OH omoryhaBa mpoueHy
MOYy3AaHOCTH J00MjEeHHUX TOeHa Ha MPBOM JACITY
Tecta (YKOJMKO Cy pe3yiaTaTd AoOWjeHH Ha OBa
IBa Jiela TecTa MPOTUBPEYHU IOCTOjH MOryh-
HOCT J1a je MCIUTAHUK 3a0KPYXHBAO COLH]jaTHO
MOYKEJbHE OATOBOPE).

Kpajwu pesynarar ce npoOuja 30pajamem
OCBOjeHHUX TIOEHA Ha CKajaMa, KOjU Ce OLEHmYjy
npemMa Kibydy 3a OogoBame. PacmoH moena mo
nuTamy ce kpehe on 1 mo 5, rae HyMepUUKH
BHIIa BPEIHOCT yKa3yje Ha Bely H3paKeHOCT
ocobuHE Koja ce MepH . Makcumanan Opoj
nmoeHa koju je moryhe octBaputu je 265, npu
yemy 265-200 noeHa o3HauaBa BUCOK HUBO EIQ,
199-135 mpocedan HuBO EIQ m 134-45 Hu3ax
nuBo EIQ.

[logaun moOujeHn W3 aHKeTa Cy CTaTH-
CTUYKH aHAIM3UPAHH Yy TMPOrPaMCKOM IaKeTy
SPSS 13.00 for Windows. Ilpunukom onpehu-
Bamba BEJIMUMHE y30pKa y 003Up Cy y3eTe ciese-
he BenmmumHe: kKoeduuUjeHT Kopenaunuje (1),
HUBO CTATHUCTHYKE 3HA4ajHOCTU (0) M BEpOBAaT-
Hoha rpemke Tana 2 (). Y TeMaTCKH CPOAHUM
CTyAWjamMa BPEIHOCT KoepHIMjeHTa Kopenanuje
(r) 6una je 0.30"'°. Ha ocHoBy oBHX mapame-
Tapa u3padyHaTo je Aa y3opak Tpeba na mma 85
ucnutaHuka. Mehyrum, 30or moryher ryoutka
WCTIHUTAaHUKA, WUCTPAKUBAIE j€ CIPOBEACHO HAa
110 ucniuranuka. Ha camom kpajy, mocie obpa-
Je TpUKYIUbEHHX IIofaTaka, M3 CTyIuje je
WCKJBYYEHO 8 MCTIMTAHHKA KOjU HUCY OArOBOpPU-
JIM Ha HEKO OJ] MUTama y aHKETH, TaKo Ja je KO-
HavaH Opoj ucnuranuka 6uo 102.

VY3umajyhu y 003up na ce U eMoIHMOHaIHA
WHTEIMTeHIMja ¥ yKynaH Opoj 6omoBa Be3aHUX
3a acleKTe KOMIUIMjaHCe U3pakaBajy Kao HyMe-
pHUUKE BeJIMYMHE KOHTHHYAJHOT THIIA, 38 CTaTH-
CTHYKY 0Opaly mojaTaka KopuiuhieH je TecT Ju-
HepaHe Kopenandje. Y  CBHM  OCTalIUM
cllydajeBUMa HCIHTHBAmba KaTErOpHjCKUX MpPO-
MeHJbHBHX, KopuutheH je ) TecT. Pesynratu cy
CMaTpaHW CTaTUCTUYKH 3HAYajHUM YKOJIMKO je
BepoBaTHOha HynTe xunorese Ouna < 0,05.

PE3VJIITATH

On ykynHor Opoja ucnintanuka 44,11% (45)
yuHWIHK cy apmaueyth, a 55,89% (57) papma-
neyrckn Texaudapu. On tora 66,67% (68) je
paaniio y anoTekama Koje Cy MpHIajajie qpxKas-
HOM cekTopy, a ocranux 33,33% (34) je Ouio
3all0CI€HO Yy aroTeKaMa MPUBAaTHOT CEKTOpa.
Kene cy unnune Behu neo y3opka: 88,24% (90).
ApuTMETHYKa CpeluHa TO0eHa OCTBApEHUX Ha

where each number has a specific meaning (1 -
not at all, 2 - mostly not, 3 — neither no nor yes, 4
- mostly yes, 5 - completely yes). The second
part of the test containes 10 questions which pre-
sent specific situations. It is a reliability check of
obtained points in the first part of the test (if the
obtained results in the two parts of the test con-
tradict each other, there is possibility that the
participant checked socially desirable answers).

The final result was obtained by summing the
points scored on the scales, which were rated
according to the scoring key. The range of results
on the scale was from 1 to 5, where higher nu-
merical value indicated higher expression of a
trait which was measured"”. The maximum num-
ber of points, which could be achieved, is 265;
the range from 265 to 200 points indicates a high
level of EIQ, 199 -135 = average level of EIQ
and 134-45 = low level EIQ.

Data obtained from the survey were statisti-
cally analyzed by SPSS software package SPSS
for Windows 13.00. The following parameters for
sample size calculation were used: the correlation
coefficient (r), the level of statistical significance
(o) and type 2 error probability (B). In the the-
matically related studies value of the correlation
coefficient (r) was 0.30"'®, and taking a = 0.05
and B = 0.2, the sample should have 85 partici-
pants. However, in order to adjust for the poten-
tial loss of participants, the study was conducted
on 110 subjects. At the end, after processing the
data, 8 patients were excluded from the study be-
cause they did not respond to any of the ques-
tions in the questionnaire, so that the final num-
ber of respondents was 102.

Taking into account that both emotional
intelligence and the scores for aspects of compli-
ance are continual variables, linear regression
with correlation was was used for statistical
analysis of the data. For testing differences in
categorical variables, the y* test was used. The
results were considered statistically significant if
probability of null hypothesis was less than 0.05.

RESULTS

Out of the total number of study participants
44.11% (45) were pharmacists and 55.89% (57)
were pharmacy technicians. Sixty-eight study
participants (66.67%) worked in state-owned
pharmacies, while the remaining 33.33% (34)
were employed in the private sector. Women
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tecty EIQ je Omma 185,05+1,84, mok je mpo-
ceyHa BpegHOCT 0OomoBa 3a acmekaTe aoope
KOMILIMjaHCE KOJU CE€ CIIPOBOC Y armoTeKapCKO)j
Mpakcl y paay ca ManujeHTHMa H3HOCHIIA
17,35+0,56.

Pesynratu cratuctuuke oOpajne, Koju yka-
3yjy Ha IPOMEHJBMBE KOj€ Cy OMJIe CTaTUCTUYKU
3HAYajHO TIOBE3aHE Ca EMOI[MOHATHOM WHTEITH-
TCHIMjOM WM TIOTCHIIMjaJIOM 3a OCTBapeHe
KOMILIHjaHCe, PUKa3aHu cy y Tabenw 1.

PesynTtatu Tecra eMOuMOHAIHE MHTEIUICH-
oyje Ccy WMald HOpMalHy pacnogeny (p =
0,200), 3a pa3nuky on yKynHor 0poja 6ogoBa Ha
TECTy KOMIUTHjaHCE KOjU HICY UMaIl HOPMaJIHY
pacniopeny (p = 0,000). Emounonanna uHTEnU-
TeHIMja 3HaYajHO KOpenupa ca MOTeHIIHjaloM 32
octBapewme KommumjaHnce: 1r=0,432% p=0,000
(cnuka 1).

Ha cnumm 2 mpukazaHo je 3aJ0BOJECTBO
CTPYYHHUM TO3MBOM Y OAHOCY HA HHBO E€MOLHO-
HanHe uHTenureHnuje. O UCUTaHUKA ca Ipo-
CEYHHM W BUCOKHUM HHBOOM €MOLIMOHATHE HHTE-
murernuje 56,1% (55) je Owio "y mormyHocTH"
3aJJ0BOJHHO 0/1a0paHOM CTPYKOM.

Opn ocoba koje cy Ouiie 3amocieHe y anore-
KaMma y Jp>KaBHOM BJIacHUIUTBY cBera 16,67%
(17) je UMa0 BHCOK HHUBO E€MOITMOHAITHE WHTE-
JIUTEHI]e Ha OCHOBY pe3ynTaTa Tecta (Ciuka 3).

VY morneny moctuzama ycrexa arnoreke KOH-
cratoBaHo je aa je 81,37% ankerupanor ¢ap-
MareyTckor ocobsea (83) cMmarpaio Aa CBOjUM
pagoMm "decto" M "CKOpO yBEK" JONPUHOCH Ha-
MPETKY CBOje amoTeke. (ciuka 4).

Hajseha 3actymspeHoct  QapmaneyTcKux
paaauka (36,27% (37)), Koju Cy MOKa3aiu Cpe-
BU/BUCOK TOTEHIMja]d 3a OCTBapeme KOMIIU-
jance, npumeheHa je y Tpynu ca Ay:KHHOM pai-
HOT cTaka u3mehy 5 u 15 ronuna (ciuka 5).

On ykynHor Opoja ucnurtanuka, 66,67%
(68) ucnuTaHWKa je MMajio0 XPOHUYHOr Oote-
CHHKa y CB0jOj mopoaunu (ciuka 6).

VY morieny yTumaja KOMIETEHTHOCTH Ha
OCTBapemhe KOMIUIMjaHCE YTBphHeHO je na je
80,39 % (82) ucnuTaHMKa cMaTpaIo Ja Ccy
"gecTo" WM "y NMOTNYHOCTH' KOMIIETEHTHH 3a
NpyKame aJIcKBaTHUX caBeTa palu yHanpehema
KOMILIHjaHCe (CluKa 7).

MoryhnocT nmpodhecnoHaTHOT ycaBpIllaBama
je ouna xox 44,12 % (46) ucnuTaHWKa MPOIlE-
IBeHa Kao "Beoma" wiM "y MOTHYHOCTH' OHTHA
3a OCTBapeHme KOMIUIM]jaHCE y pPajay ca MalujeH-
THMa (cnuka 8).

accounted for majority of of the sample: 88.24%
(90). The mean TEIQ score was 185.05 + 1.84,
while the mean score of aspects of good com-
pliance, which are implemented in working with
patients in pharmacy practice, was 17.35 + 0.56.
The variables which were significantly associated
with emotional intelligence or potential for
achieving compliance are shown in Table 1.

The results of the emotional intelligence
testing were normally distributed (p = 0.200),
which was not the case with the total score on
compliance testing (p = 0.000). The emotional
intelligence score was significantly correlated
with the potential for achieving compliance: r =
0.432, p =0.000 (Figure 1).

The Figure 2 shows influence of satisfaction
with profession on level of emotional intelli-
gence. Even55 study participants (56.1%) with
average and high levels of emotional intelligence
were "completely"” satisfied with chosen profes-
sion.

At the same time, among the employees of
the state-owned pharmacies 17 study participants
(16.67%) had high level of emotional intelligence
(Figure 3).

In terms of achieving success of a pharmacy,
it was noted that 81.37% of the participants (83)
regarded that their work "often" and "almost al-
ways" contributes to the progress of their phar-
macy (Figure 4).

Majority of pharmacists and pharmacy tech-
nitians (37 participants or 36.27%) with interme-
diate/high potential for achieving compliance
were among those with working experience be-
tween 5 and 15 years (Figure 5).

Out of the total number of the study partici-
pants, 66.67% (68) had patients with chronic de-
sease in their family (Figure 6).

When relation of competence and potential
for achievement of compliance was investigated,
it turned out that 80.39% (82) of the participants
regarded that they were "often" or "fully" com-
petent to provide appropriate advice for the pur-
pose of improving compliance (Figure 7).

Opportunity for professional development
was for estimated by 44.12% (46) of the
participants as "very" or "completely" essential
for achieving compliance in working with
patients (Figure 8).
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Tabena 1. YnHMOUHM KOjU CTaTUCTUYKH 3Ha4ajHO yTHuy Ha EIQ/morenmujan

3a OCTBApCHC KOMHJ’II/IjaHCC

IIpomenbuBe - X2 e
Cratucruuka 3Ha4gajHOCT (p) | Crenenu cmobome (df)
3a10B0/LCTBO chyKOM1 0,023 4
BaacHUIITBO anoTeke (IP:KABHO WIHN rlpm;anm)1 0,05 1
JlonpuHOC ycnexy anmoTexe’ 0,013 3
HdyxunHa pagHor cramka’ 0,024 10
XpouunyHa dosiect y rmpo;mlm2 0,024 2
KoMmeTeHTHOCT 0,015 4
TpogecHoHAIHO ycaBpIIABAH,e” 0,017 8

1- MMPOMCHJbUBE KOje Cy CTaATUCTUYIKU 3HaqajaH0 IIOBC€3aHC Ca CMOIIMOHAJTHOM I/IHTCJ'II/IFGHHI/IjOM

2- MMPOMCHJbUBE KOje Cy CTATUCTUYIKU 3HaqajaH0 IIOBC€3aHEC Ca HOTCHHI/IjaJ'IOM 3a OCTBAPCHHC KOMHJ’II/IjaHCG

Table 1. The variables which are associated with the EIQ or potential
for achieving compliance

Variable X’ reet
The statistical significance (p) The degrees of freedom (df)
Satisfaction of profession’ 0.023 4
Pharmacy sector’ 0.05 1
Contribution to the success of pharmacy ' 0.013 3
Length of work experience” 0.024 10
Chronic illness in the family” 0.024 2
Competence’ 0.015 4
Professional development” 0.017 8

1- variables which were significantly associated with emotional intelligence
2- variables which were significantly associated with the potential for achieving compliance

Cnuxa 1. YTruaj eMOLOHAIHE HHTEIUTCHLIN]€ Ha KOMIUIHjaHCY
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Score of implemented aspects for

Figure 1. Influence of emotional intelligence on potential for achieving compliance
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Cnuxa 2. EexaT HIBOa eMOIMOHAIHE UHTEITUTCHIU]e Ha 330BOJBCTBO
1300pOM CTPYUYHOT TIO3HBA
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Figure 2. The influence of satisfaction with profession on level of emotional intelligence
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Cnuxa 3. Ozpa3 HIBOAa eMOLIMOHATHE HHTEIIMICHIIM]E Ha paj (hapMareyTcKor ocodsba
y aroTeKama pa3InIuTor THIIA BIACHHUIITBA

Hueso EIQ & cekTOop anortekKe

Figure 3. Level of emotional intelligence according to the ownership of the pharmacies

Level of EIQ & pharmacy sector

Cnuxa 4. YTrlaj HUBOa eMOLIMOHATIHE UHTEIUTECHIM]E Ha TONPHUHOC YCIIEeXy aloTeKe

Hueo EIQ & npoueHa dapmaueyrckor ocobsba y
AOMNPUHOCY yCnexy anorekama y Kojuma page

A0CTa peTKo peTKo 4yecTo CKOPO yBEK
ak EIQ (o] o o o
~ npocedaH EIQ 5 11 37 21
BMcok EIQ o 2 8 17
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Figure 4. Level of emotional intelligence and contribution to success of a pharmacy
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Cnuxa 5. TloBe3aHOCT HUBOA OCTBapcma KOMHJ'II/IjaHCG ca roamHama pagHor ctaxa

HuBo KomnaujaHce & Ay*KUHA pagHOr cTa)ka

Ao 2 oa2p05 045 Ao oa 15 po o4 25 ao npeko 30
rogmMHe roguHe 15roauHa | 25roguHe | 30 roguHe roauHa

B HM3aK noTeHumjan 1 1 1 0 1 2
B cpegHsu noTeHUMjan 12 8 17 13 4 3
| BMCOK NoTeHumjan 4 3 20 1 6 4

Figure 5. Link between potential for achieving compliance and duration
of working experience
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Cnuka 6. 3aBUCHOCT MOTEHIIMjATHO OCTBAPEHOI HUBOA KOMIUTHjAaHCE O[] MPHCYCTBA
XpOHHMYHE OO0JNECTH WlaHa NopoAuLe (papMaleyTCKOr paJHUKa
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Figure 6. Potential for achieving compliance and chronic illness of a family member
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Cnuka 7. YTrLaj KOMIIETEHTHOCTH Ha MOTYRHOCT ocTBapema KOMIUIHjaHCce
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Figure 7. Influence of competence on potential for achieving compliance

30
25
20
15

10

= low potential

= intermediate potential

high potential

Cnuxa 8. [loBe3aHOCT MOTEHIHjATHOT TTOO0JbIIAKHa KOMILUIHjaHCe
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Figure 8. Potential for improving compliance and opportunities for professional development
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JTUCKYCHJA

CaBpeMeHO JpYIITBO j€ MPHUXBAaTHJIO KOH-
LEeNT eMOIIMOHATTHE MHTENHUTeHIIUje Kao jelaH Of
IIIaBHUMX MHMKaTOpa ycmemHoctu'. To je He-
JOBOJbHO HCIOHUTAHO y OKBHUPY 3ApaBCTBEHE
CTpyKe, HapouuTo (apmaieyrcke, 300r Hemo-
BOJBHOr Opoja m3Bemennx cryamja®'*'>'°. Emo-
[IMOHAJIHA WHTEIUTCHIIMja TpPEICTaB/ba BaKHY
CIIOCOOHOCT caBpeMeHOr (apmareyTra 3a Ipy-
Kame KBAIUTETHE ycayre manujeHTuma. Ona-
JaTl BOME je BakaH KOpak, jep OHa YKJbydyje
Coco00CTH CIO3Haje, pasyMeBama U pearoBama
Ha EMOIMOHAJIHE CUTHAJIe KOje IIajby IMalujeH-
. W3 Tor pasnmora eMOLMOHATHO MHTEIUTEHT-
HUjH TOjeJUHLN y CBOM palny NpuMemnyjy Behu
0poj MeTola Koje HeCyMJbHUBO YTHUY Ha 10OpYy
koMIuijancy. CaMMM THM HE 4yAud HU J100ap
pe3ynraT ocoba ca BUCOKHUM CTEIIEHOM E€MOLHO-
HaJTHE MHTEIUT CHIIH]C.

3amocneHo ¢apManeyTcko ocodJbe eMOIHO-
HAJHy WHTEUTEHIH]y TpEeno3Haje Kao CBoje-
BpPCHY CIIOCOOHOCT 3a CTHULAKE EMOLMOHAIHE
CHTYPHOCTH U cTabmimHocTH. OHa UM Ipyska Mo-
ryliHocT ma yOmaxke cTpemme Koje noiase H3
TypOyJIEHTHOI OKpYy)Kemha Kao U Jla pagHy cpe-
IWHY TIPENo3Hajy Kao MPOCTOp 3a HCKa3UBambe
CBOJUX CHOCOOHOCTH y MPaBOM CBETIY, IITO UX
YUHU OJIMYHO TPUIPEMIBEHHM 3a (hapMareyT-
CKH T0Cao, a anoTeKy KBanu(dukyje Kao Beoma
ycnenny Ha manu TpkumTa. CBe To (apmarie-
YTICKOT CTPY4HaKa YMHHU 3aJJ0BOJbHUM M HCITy-
HBEHUM 300T mpaBHIIHOT 0Jabupa >KUBOTHOT TO-
3I/IBall’l7’18.

O 4YumkeHHIU JAa Cy 3alloCIeHU H3rYyOWiIH
OCJIOHAIl ¥ CHTYPHOCT KOjy Cy MMajiil y arore-
KaMa y Jp>KaBHOM BIIACHUINTBY, HajOOJbe CBe-
JI0YM pE3yNITaT CTATUCTHYKU 3HAYajHOT yTHIaja
BpCTE BJIACHUIITBA HaJ arllOTEKOM Ha HUBO €MO-
nuoHanHe uHTenureHnuje. Caga je MaxoM cBe
Behin Opoj anoTeka y IpUBAaTHOj CBOjHHH, IITO je
nosehano eMounoHanHy 3e0my U ocehaj Hecu-
TYPHOCTH, TpPU YeMy TPXKUIIHA OpHjeHTaluja
3axTeBa CTalHy OyqHOCT M O0pOy 3a KiMjeHTe.
3aTo He 4yIu 1a y MPUBAaTHUM aroTeKkama pajau
Belin mporeHaT ocobda ca BUCOKOM €MOLIMOHAJI-
HOM MHTEIUTCHIN]OM.

OctBapewme m00pe KoOMIUIMjaHCE Tpeba naa
Oyzne HajBaXHMjU LWJb (apMaleyTcKe CTpYyKe,
jep je caBeToBame MalHjeHTa MpogecHOHATHA
obase3a ¢apmaneyra. M3 tor pasnora dapmare-
yTd M (papMaleyTcKl TeXHWU4Yapu Tpebda 1a
npohy oOyky 3a edukacHO caBeToBame. 1o He
01 Jano MO3WTHBAaH YTHLAj CaMO Ha MoOOJbIIa-
Be MPOMETa U yriiena anoreke, Beh 6u modoss-
mano ehukacHOCT U 0e30€HOCT MPUMEHE IPOo-

DISCUSSION

Modern society has accepted the concept of
emotional intelligence as one of the main
indicators of success®. It is not well understood in
the medical profession, especially in pharmacy,
due to lack of relevant studies®'*'>'®. Emotional
intelligence is an important capability of modern
pharmacists for providing quality services to
patients. To cope with emotional intelligence is
an important step because it involves skills,
knowledge, understanding and responding to
emotional signals which one got from patients.
this
individuals

For reason, emotionally intelligent

in their work apply increasing
number of aspects that undoubtedly affect the
good compliance. Therefore, good results of a
person with a high degree of emotional
intelligence is not surprising.

Pharmacists recognize emotional intelligence
as an ability to acquire a kind of emotional
security and stability. It gives them opportunity
to reduce the anxiety that comes from turbulent
environment and to recognize the work
environment as a space for expressing their skills
in the best light, making them well educated and
prepared for the pharmaceutical business. It also
qualifies pharmacy store as very successful on
the market map. All this makes pharmaceutical

fulfilled their

11,17,18

experts and satisfied with
profession

The fact that employees have lost support
and security they had in state-owned pharmacies
is best illustrated by significant impact the
pharmacy sector on level of emotional
intelligence, as found in our study. Increasing
number of privately owned pharmacies leads to
increasing anxiety and emotional insecurity,
which requires constant vigilance and fight for
customers.

Achieving good compliance should be the
most important goal of the pharmaceutical
profession, because the patient counseling is one
of professional duties of pharmacists. For this
reason, pharmacists and  pharmaceutical
technicians need to undergo training for effective

counseling. This would increase number of
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nucaHux JiekoBa. OBO HCTpaXHBambe yKa3yje Ha
TO J1a Jy»XKMHA PaJHOT CTa)ka UMa 3HavajaH yTH-
11aj Ha MOTEHIH]ja] 32 OCTBApPEH-E KOMIUIMjaHCE.
Haume, Opoj mpuMemeHnX MeToia KOje ce MOTy
OIpa3uTH Ha KOMIUIMjaHCY TOCTHXKE MaKCHMYyM
Kol ocoba Kkoje umajy usmely 5-15 roguna paa-
HOT' CTaxa, a 3aTUM ce yBuha Omaro omaznajyhu
Tpena. To camo notBphyje na je morpedan u3Be-
CTaH TMEePHOJ MPAaKTUYHOT paZa Kako Ou ce Ha
OCHOBY HCKYCTBa OBJaJalo CIHOCOOHOCTHMA 3a
CaBeTOBAaWBE KOje je MalHjeHTy pasyMJbUBO H
KOTa ce HHje TeIIKO MpHIpKaBaTh™ .

3Havaj noOoJplamka KOMIUIMjaHCEe HE MOpa
caMmo Ja ce onpa3u Ha 00Jby epHUKaCHOCT JIEKO-
Ba, Beli MOXKe UMaTu M JAJEKOCeXKHH]je edeKTe
Ha CMameme Opoja XocmuTanu3aluja, CToIe
MOpOMANTETa U MOPTAINTETa, ald U YKYIMHHX
TPOIIKOBa 37ApaBcTBeHe 3amTuTe. Ca KaKBUM
noremkohama ce cycpehy mamujeHTH ca Xpo-
HUYHUM OOJIECTHMA Y JIeUeHY, Haj00Jhe 3HA]Y
(apmMareyTCKu cTpy4Ymaly KOju 3a 4iaHa Mopo-
IWIe UMajy TakBy ocoOy. McrnuTanuiy y oBoM
UCTpakuBamy Hajuemhe HaBoxe Ja Cy TO Ma-
LOUjeHTH ca JujaberecoM, XHIEPTEH3HjoM,
acTMOM U cp4yaHoM HHCy(unujeHnujom. OHU He
caMo LITO MOpajy Aa ce Jieue TOKOM IIeJIoT JKH-
BOTa, Beh mpeacTaBibajy LNIBHY IOMYJIANUjy T
je 3HaTHO moBehaH PU3MK O] HMCIOJbaBamba He-
KeJbeHUX peaklyja JIeKOBa U CTylama y MHTe-
pakuyje ca IpyruM JEKOBUMa KOjH C€ HCTOBpe-
MEHO MpuMewkYyjy. PapManeyTcko ocodibe Koje
j€ HaBeJo /1a y CBOjOj MOPOIUIIM UMa YjlaHa KOjU
je oboryeo o1 HeKe XpOHHYHE OOJIECTH, CIIOCO0-
HUje je 3a IpyXame KBAINTETHUJUX CAaBETa TaK-
BUM ocobama "’

VY HammM anoTekama Hajuemihe paad Majiu
Opoj dapmareyra, mTo je orexasajyha oOKoj-
HOCT, jep Taja OHM uMajy OpojHe oOaBe3e Koje
Tpeba 00aBUTH M HE MOTY CE MOCBETH CaBETO-
Bamy TalldjeHaTa, Tako Ja y pa3roBOpy ca Ia-
LUjEHTOM M3HOCE YEeCTO LITYpe U KpaTKe Mpero-
pyke. To ce HUKaKO He OM CMENO OJpa3uTH Ha
CMamelhe KBaNIUTeTa (hpapmaleyTcke yciyre, na
ce KOHTHHYUPaHUM TNpodecHoHaTHUM yca-
BpILIaBak-eM MOpAjy CTAIHO yHarpehuBaTH CIo-
coOHOCTH 0c00Jpa Y UJBY yCHOCTaBJbamba Map-
THEPCKOT' OfiHOca ca manujeHTuMa. Camo Ha Taj
HaunH he ce maIujeHTH JOoCNIeIHUje MpUapKa-
BaTH YIycTaBa Koje Cy JoOWH oA QapMmaneyT-
cKkuX pagHuka” >,

Emonuje ce oapaxaajy y cBUM OJHOCHMA:
y TOpPOAMLH, TMApTHEPCTBY, Ha mociy, Mehy
npujatesbuma. [lpucyTHe cy y cBakoj HaIoj
aKTUBHOCTU M Oamm 3ato Tpeba mro je moryhe
BHUIIE pa3BUjaTH €MOLMOHAIHY HUHTEIUTCHIH]Y,
jep ona omoryhaBa HOBY MEpCIIEKTHBY CTBAPHO-

customers and improve image of the pharmacy
among patients; the efficiency and safety of the
prescribed therapy would be consequently
increased, too. Our study also showed that
working experience has relevant impact on the
potential for achieving compliance. The number
of applied aspects that may improve adherence
reaches its peak in people with 5-15 years of
working experience, and then shows slightly
downward trend. It takes certain period of
practical work in order to master the skills of
that is

counseling understandable to the

patient™”".

Improving compliance not only improves
efficacy of the prescribed therapy, but may also
have reduce number of hospitalizations,
morbidity and mortality, as well as the total cost
of health care. Pharmacists who have a family
member affected by a chronic illness (mostly by
diabetes, hypertension, asthma or heart failure)
well know the problems that such patients
encounter. They don’t only have to be treated
throughout their lives, but they are also a
population with significantly increased risk of
drug-drug

interactions. Pharmacists who stated that their

adverse  drugu reactions and
families have a member who is suffering from a
chronic disease, are more ready to provide advice
of higher quality to their patients*".

Small number of employed pharmacists is
big problem which make counseling of patients
difficult and time-limited. However, this should
not reduce quality of pharmaceutical services,

and continuous professional development should

improve  competences and  abilities  of
2,2021
personnel™ ™",

The emotions are reflected in all

relationships: family, partnership, work, between
friends. They are present in all our activities and
an individual should develop emotional
intelligence in order to create new perspectives of
understanding reality, putting in a central place

TR - 22,2328
an individual and his development™ ™.
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CTH CTaBJbajyhn y LEHTPaTHO MECTO MOjeANHIA
¥ HETOB Pa3Boj > >,

3AK/bYYAK

OBa cryamja je MOTBpAWJIA 3HA4YajHY IOBe-
3aHOCT €MOLIMOHAJHE MHTETUTCHIM]e U TOTEH-
nyjana 3a no0oJpllake KOMIUIHjaHCe KO Maly-
jeHara, Tj. ¢apMaLeyTCKH paJHHUIU Ca BHIINM
HUBOOM €MOIIMOHAIHE HHTEIUTEHIIH]E Cy UMaN
Belin TMOTeHIMjall 3a OCTBapeHE¢ KOMIUIMjaHCE.
PaznuuuTy YMHMOLM MOMYT 3a10BOJBCTBA CTPY-
KOM, JONPUHOC MPOCHEPUTETY aroTeKe U BpcTa
BJIACHHUILTBA HAJ allOTEKOM CYy 3HA4ajHO MOBe-
3aHH Ca HUBOOM EMOLIMOHAJHE MHTEIUTCHIIM]E.
Behu nmorenumjan 3a yHanpeheme komminjance
Cy mokasaiu (apMmaleyTcKu paJHHLU ca paji-
HUM HCKycTBoM H3Mehy 5 m 15 rommHa Koju
cebe cMaTpajy KOMIIETEHTHUM M CIIPEMHHUM 3a
npodecHOHAIHN Hampegak, ¥ TO MOCeOHO OHU
KOjU y TIOpOIMIM HMajy MaldjeHTa ca Xpo-
HUYHOM Oonenrhy.

VY OynyhuMm uctpakuBamuMa je MOTpeOHO
YIBPAWUTH 14 M HUBO EMOLIMOHAIHE WHTEIH-
TeHIMje 3aucTa yTh4ye Ha caMy KOMIUIHjaHCY,
Koja OM ce mpaTuiia Kpo3 yHampen gopMmupane
VIIUTHUKE U TUPEKTHH Pa3roBOp ca MalyjeHTH-
Ma, rae Ou OHM O0jacCHHMIIM KOje caBere Cy Ipu-
MEHBUBAIX M JOCIENHO CICAWIH, a TIe cy
Hajuemhe MpaBUIK TPEIIKE U IPOITYCTe.
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