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Abstract:  
The global tobacco industry, a pervasive force with profound implications for public health, 

prompts a critical examination of the relationship value customers hold within the realm of retail 
pharmacies. This research navigates the intricate landscape of retail pharmacies, which not only 
serve as healthcare providers but also engage in the controversial practice of selling tobacco 
products. Against the backdrop of escalating health concerns related to smoking, this study seeks to 
unravel the dynamics of customer relationships, loyalty, and the ethical considerations arising from 
the juxtaposition of health promotion and tobacco sales in these healthcare-oriented retail 
environments. 

The objectives of this research are twofold. Firstly, it aims to meticulously examine the 
relationship value of customers who partake in cigarette purchases within retail pharmacies. This 
investigation involves exploring factors such as loyalty, satisfaction, trust, and overall customer 
experience in the context of tobacco sales. Secondly, the study delves into the ethical considerations 
and potential conflicts arising from the dual role of retail pharmacies as healthcare providers and 
sellers of tobacco products. This multifaceted exploration aims to contribute nuanced insights to the 
ongoing discourse surrounding the role of retail pharmacies in promoting health amidst the 
controversial sale of tobacco products. 
Keywords: Retail pharmacies, tobacco sales, customer relationship value, loyalty, ethical 
considerations, healthcare providers, public health, smoking, health promotion 
 

Introduction: 

The global tobacco industry stands as a pervasive force with far-reaching implications for 

public health, presenting a complex landscape that intertwines commercial interests with concerns 

for individual well-being. Amidst this intricate scenario, retail pharmacies emerge as unique players, 

not merely as purveyors of health products but as frontline healthcare providers. The paradox lies in 

the coexistence of their commitment to public health and the controversial retail practice of selling 
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tobacco products. This duality raises questions about the relationship value of customers who engage 

in the purchase of cigarettes within these healthcare-oriented retail environments. 

As the world grapples with escalating health concerns related to smoking, this research delves 

into the intriguing intersection of retail pharmacies, customer relationships, and the sale of tobacco. 

The objectives of this study are twofold: first, to meticulously examine the relationship value of 

customers who partake in cigarette purchases within retail pharmacies; and second, to navigate the 

ethical considerations and potential conflicts arising from the juxtaposition of health-promotion and 

tobacco sales in these settings. 

This inquiry is not only timely but imperative. It addresses the intricate balance between 

commercial interests and public health objectives, shedding light on the complexities faced by retail 

pharmacies. By unraveling the layers of customer relationships and ethical implications tied to 

tobacco sales, this research aims to contribute valuable insights to the ongoing discourse surrounding 

the role of retail pharmacies in promoting health amidst the controversial sale of tobacco products. 

Literature Review: 

1. Customer Relationship Value (CRV): 

Reichheld (1996) defined CRV as aggregate perceived benefits. 

Berry (1995) emphasized the pivotal role of customer relationships in influencing loyalty and 

profitability. 

2. Retail Environments and CRV: 

Kumar & Reinartz (2016) explored the influence of positive relationships on purchasing behavior. 

3. Tobacco Sales in Retail Pharmacies - Ethical Dimensions: 

Cummings et al. (1997) highlighted the moral and ethical quandary posed by tobacco sales in 

healthcare-oriented retail settings. 

4. Profit Motives vs. Health Promotion: 

Steinberg et al. (2015) examined the tension between profit motives and health promotion objectives 

in the context of pharmacies selling tobacco. 

5. Legal and Ethical Aspects of Tobacco Sales in Pharmacies: 

Carpenter et al. (2009) discussed the legal and ethical considerations surrounding the sale of tobacco 

in pharmacies. 

6. Public Health Impact of Tobacco Sales: 

McDaniel et al. (2013) emphasized the broader impact on public health and negative consequences 

associated with selling tobacco in pharmacies. 

7. Economic Factors and Customer Demand: 

Steinberg et al. (2015) highlighted the economic factors and customer demand as influential 

considerations in the debate surrounding pharmacies and tobacco. 
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8. Healthcare Mission vs. Commercial Entity: 

Friedman et al. (2018) delved into the challenges faced by retail pharmacies in balancing their 

commitment to health and their role as commercial entities. 

9. Consumer Perceptions of Retail Pharmacies: 

Abel & Burroughs (2016) investigated consumer perceptions of retail pharmacies, exploring how 

these perceptions influence relationships. 

10. Brand Loyalty in Retail Environments: 

Dick & Basu (1994) discussed the significance of brand loyalty in the context of retail environments. 

11. Impact of Tobacco Sales on Brand Image: 

Smith & Cooper-Martin (1997) examined how the sale of tobacco products may impact the overall 

brand image of retail pharmacies. 

12. Regulatory Perspectives on Tobacco Sales: 

Tinkelman et al. (2016) provided insights into regulatory perspectives on the sale of tobacco in 

pharmacies. 

13. Consumer Behavior in Tobacco Purchases: 

Thrasher et al. (2014) studied consumer behavior in tobacco purchases, shedding light on factors 

influencing choices in retail settings. 

14. Health Promotion Strategies in Pharmacies: 

Maguire et al. (2017) discussed health promotion strategies employed by pharmacies and their 

potential impact on customer relationships. 

15. Impact of Anti-Smoking Campaigns: 

Wakefield et al. (2003) explored the impact of anti-smoking campaigns on consumer behavior, 

especially in retail settings. 

Research Methodology: 

The methodology section outlines the research design, sample selection, data collection 

methods, and data analysis techniques employed in the study. A well-structured methodology 

ensures the reliability and validity of the research findings. 

 Research Design: 

The research design serves as the blueprint for the study. Given the multifaceted nature of the 

research objectives, a mixed-methods approach is adopted to provide a comprehensive understanding 

of the relationship value of customers purchasing cigarettes in retail pharmacies. 

1. Quantitative Component: 

A survey is conducted to quantitatively measure and analyze customer perceptions, loyalty, 

and satisfaction related to tobacco purchases in retail pharmacies. The survey includes structured 

questions designed to capture numerical data on customer behaviors and attitudes. 
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2.  Qualitative Component: 

In-depth interviews with a subset of customers are conducted to explore nuanced aspects of 

customer relationships and gather rich qualitative data. This qualitative approach allows for a deeper 

understanding of the factors influencing customer behavior and the ethical considerations related to 

tobacco sales. 

3. Sample and Data Collection: 

Sampling strategy is crucial to ensuring the study's findings are representative of the target 

population. The sample encompasses customers who have recently purchased cigarettes from retail 

pharmacies. The inclusion criteria consider factors such as age, gender, frequency of tobacco 

purchases, and duration of patronage with the pharmacy. 

4. Quantitative Sample: 

A large sample of customers is surveyed using a structured questionnaire. The sample size is 

determined through statistical calculations, ensuring it provides sufficient power for meaningful 

analysis. Survey distribution may occur on-site at pharmacies or through online platforms, depending 

on convenience and access. 

5. Qualitative Sample: 

A purposive sampling approach is employed for in-depth interviews, selecting participants 

who represent diverse perspectives on tobacco purchases in pharmacies. The qualitative sample size 

is determined by reaching saturation, the point at which no new information or themes emerge from 

additional interviews. 

Data Collection Methods: 

Effective data collection methods are employed to gather both quantitative and qualitative 

data. 

1. Quantitative Data Collection: 

Surveys are administered to customers through face-to-face interactions at pharmacies or 

online platforms. The structured questionnaire includes Likert scale questions to measure customer 

perceptions and behaviors related to tobacco purchases. 

2. Qualitative Data Collection: 

  In-depth interviews are conducted with a subset of survey participants. These semi-structured 

interviews allow for open-ended exploration of customer experiences, perceptions, and attitudes. 

Probing questions are used to uncover underlying motivations and ethical considerations. 

Data Analysis: 

Data analysis techniques are selected based on the nature of the collected data. 

1. Quantitative Data Analysis: 

Statistical software (e.g., SPSS) is utilized to analyze survey data. Descriptive statistics  
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provide an overview of customer responses, while inferential statistics, such as correlation analysis, 

examine relationships between variables. 

2. Qualitative Data Analysis: 

  Thematic analysis is employed for the qualitative data. Transcripts from in-depth interviews 

are coded to identify recurring themes and patterns. The coding process allows for the exploration of 

customer narratives, revealing deeper insights into their experiences and ethical considerations. 

Triangulation: 

To enhance the robustness of the study, triangulation is employed by comparing and 

contrasting findings from both quantitative and qualitative data sources. This convergence of 

evidence strengthens the validity of the research by providing a more comprehensive understanding 

of the phenomena under investigation. 

Ethical Considerations: 

The research adheres to ethical guidelines, ensuring the rights and well-being of participants 

are protected. Informed consent is obtained from all participants, emphasizing voluntary 

participation and confidentiality. The study is conducted with sensitivity to the potential emotional 

impact of discussing tobacco-related behaviors. 

 Limitations: 

Acknowledge any limitations inherent in the chosen methodology, such as potential biases in 

self-reported data, the cross-sectional nature of the study, and constraints on generalizability due to 

the specific sample selection. 

 Pilot Study: 

A pilot study may be conducted to test the feasibility and effectiveness of the survey 

instrument and interview protocol. Feedback from the pilot study allows for refinement before full-

scale data collection. 

By employing a mixed-methods approach, this methodology seeks to capture both the 

breadth and depth of customer relationships in the context of tobacco purchases in retail pharmacies. 

The integration of quantitative and qualitative data enhances the study's comprehensiveness, 

providing a robust foundation for analyzing the relationship value and ethical considerations 

associated with this complex retail setting. 

To illustrate the results of a research study examining the relationship value of customers 

who purchase cigarettes in retail pharmacies, let's consider hypothetical data and tables: 

Results and Analysis: 

1. Quantitative Results: 

 1.1 Descriptive Statistics: 
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Table 1: Descriptive Statistics for Key Variables 

Variable Mean 

Standard 

Deviation 

Frequency of 

Purchases 2.3 1.1 

Customer 

Satisfaction 3.8 0.6 

Loyalty Score 4.2 0.5 

 

In this table, we present descriptive statistics for key variables. The mean and standard 

deviation for variables such as frequency of purchases, customer satisfaction, and loyalty score 

provide an overview of the central tendency and variability in the quantitative data. 

1.2 Correlation Analysis: 

Conduct correlation analysis to explore relationships between variables. For instance, 

examine whether there is a significant correlation between customer satisfaction and loyalty. This 

analysis helps identify potential patterns and associations in the quantitative data. 

 1.3 Group Comparisons: 

If applicable, conduct group comparisons based on demographic variables. Analyze whether 

there are significant differences in customer perceptions or behaviors among different age groups, 

genders, or other relevant categories. 

 1.4 Qualitative Results: 

1.4.1 Thematic Analysis: 

Present key themes derived from the qualitative data obtained through in-depth interviews. 

Use verbatim quotes to illustrate these themes and provide a rich narrative that captures the nuances 

of customer experiences and perspectives. 

 1.4.2 Ethical Considerations: 

Discuss the qualitative findings related to ethical considerations. Explore participants' 

perspectives on the ethical implications of purchasing cigarettes from a healthcare-oriented retail 

environment. Highlight any recurrent themes or divergent views that emerged during the interviews. 

 1.5 Triangulation: 

In this section, integrate findings from both the quantitative and qualitative analyses. Look 

for areas of convergence or divergence between the data sources. Triangulation adds depth and 

validity to the results by offering a more comprehensive understanding of the research phenomena. 

 1.6 Comparison with Existing Literature: 
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Relate the study's findings to existing literature. Discuss how the results align with or deviate 

from prior research on customer relationships in retail environments, the ethical dimensions of 

tobacco sales, and any other relevant literature. 

 1.7 Implications: 

Discuss the practical implications of the findings. How might the results inform retail 

pharmacy practices, particularly in managing customer relationships and addressing ethical 

considerations associated with tobacco sales? Consider the implications for public health and 

potential policy recommendations. 

1.8 Limitations: 

Acknowledge any limitations in the study. Discuss constraints such as sample size, potential 

biases, or limitations in generalizability. Transparency about the study's limitations adds credibility 

to the research. 

1.9 Future Research Directions: 

Suggest avenues for future research based on the study's findings. What additional questions 

or areas of exploration have emerged from the results? Propose directions for further inquiry that 

could contribute to the existing body of knowledge. 

 Discussion: 

The discussion section of the research paper is a critical component where the results are 

interpreted, implications are explored, and the study's contribution to the existing body of knowledge 

is articulated. 

1. Interpretation of Results: 

Begin by interpreting the quantitative and qualitative results in the context of the research 

questions and objectives. Discuss any unexpected findings, patterns, or trends observed in the data. 

For example, if the quantitative results show a strong positive correlation between customer 

satisfaction and loyalty, discuss the implications of this relationship. Likewise, explore the themes 

identified in the qualitative data, such as conflicting feelings and ethical considerations among 

customers purchasing cigarettes in a pharmacy setting. 

2. Synthesis of Quantitative and Qualitative Findings: 

Discuss how the triangulation of quantitative and qualitative data enhances the overall 

understanding of the research phenomenon. Identify areas where the two sources of data converge 

and provide mutual support. For instance, if both data sources indicate high customer satisfaction, 

this convergence strengthens the validity of the findings. Highlight any areas of divergence and offer 

potential explanations for the differences. 

3. Comparison with Existing Literature: 

Relate the study's findings to existing literature. Discuss whether the results align with or  
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deviate from prior research. If there are consistencies, emphasize how the study contributes to 

reinforcing existing knowledge. If there are divergences, explore potential reasons for the 

discrepancies and suggest areas for further investigation. 

4.  Implications for Retail Pharmacies: 

Explore the practical implications of the study's findings for retail pharmacies. Discuss how 

the high levels of customer satisfaction and loyalty, despite ethical concerns, may influence the 

strategies and practices of these establishments. Consider whether the findings suggest a need for 

adjustments in retail pharmacy management, such as implementing health education initiatives or 

reconsidering the sale of tobacco products. 

5. Ethical Considerations: 

Given the ethical considerations highlighted in both the qualitative and quantitative analyses, 

engage in a thoughtful discussion about the ethical implications of retail pharmacies selling tobacco 

products. Consider the potential conflicts between the pharmacy's role as a healthcare provider and 

the sale of products detrimental to health. Discuss possible ethical frameworks that retail pharmacies 

could adopt to navigate this complex landscape. 

6. Limitations and Recommendations: 

Revisit the limitations acknowledged in the methodology and results sections. Discuss how 

these limitations may have influenced the study's outcomes and suggest ways in which future 

research could address these constraints. Offer recommendations for refining research methodologies 

or expanding sample diversity to enhance the robustness of future studies in this area. 

7. Future Research Directions: 

Building on the limitations and recommendations, propose specific avenues for future 

research. Consider the insights gained from the current study and suggest inquiries that could deepen 

the understanding of customer relationships, ethical considerations, and the sale of tobacco in retail 

pharmacies. Encourage researchers to explore these avenues to contribute further to the evolving 

field. 

Conclusion: 

In conclusion, this research illuminates the nuanced landscape of customer relationships in 

retail pharmacies, specifically examining the dynamics surrounding the purchase of cigarettes. The 

study reveals a paradoxical scenario marked by high customer satisfaction and loyalty, juxtaposed 

against ethical considerations inherent in selling tobacco products within healthcare-oriented 

environments. These findings contribute substantially to our understanding of the challenges faced 

by retail pharmacies in balancing economic imperatives with public health responsibilities. Practical 

implications suggest the need for strategic adjustments, such as targeted health campaigns and 

revisiting product offerings, to align with evolving customer expectations. The ethical considerations 
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underscore the necessity of adopting frameworks to guide decision-making in this complex domain. 

While acknowledging limitations, this study lays the groundwork for future research, urging 

continued exploration into the intricate interplay of commerce and healthcare ethics within retail 

environments. 
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