
Communication skills

Interpersonal communication skills are important for pharmacists to
master. Whether counseling patients, communicating with physicians,
or interfacing with associates, pharmacists use their interpersonal
communication skills daily. Effective communication by pharmacists is
essential to improve the use of medications by patients and ensure
optimal therapeutic outcomes.



Establishing the Pharmacist-Patient 

Relationship

• Pharmacists in all practice settings have opportunities to interface with patients,
whether it is through counseling, interviewing, or educating. This relationship is
built on the foundation of trust and an open exchange of information; it is a
collaborative relationship.

• Pharmacists promise to utilize their clinical knowledge and skills to provide the
best care for their patients. Patients, in turn, provide pharmacists with the
information needed to effectively manage their drug therapy.



Strategies for Establishing the 

Pharmacist-Patient Relationship
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Patient Counselling

• Counseling patients regarding their medications is an important responsibility
for pharmacists and an excellent learning opportunity for students. Pharmacists
are often the only health care providers focusing patient education on
medication: how to take it, what to expect, and side effects and drug interactions.

• Patient counseling sessions are also excellent opportunities to briefly review
patients' medications and assess them for any drug therapy problems.

• Counseling method developed by the Indian Health Service (IHS), has been
promoted as an effective strategy for patient counseling because it utilizes open-
ended questions (3 prime questions) and feedback (final verification) strategies,
which make communication between the pharmacist and patient more efficient
and engaging.



Indian Health Service Counseling 

Model
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Interviewing Patients

• There are times when pharmacists need to go beyond counseling patients during
dispensing functions and collect more in-depth clinical information. This may
occur during the provision of disease state or case management services, a
comprehensive medication review, clinical services, or other types of clinical
encounter with patients.

• During this time, pharmacists need to be systematic and organized with the
patient interview to ensure that they are efficient with their time, as well as
accurate and comprehensive with data collection.



Tips for Good Patient Interviews
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Educating Patients

• There are also several clinical situations where pharmacists should conduct an
in-depth educational session to meet patient needs.

• Educational sessions provide patients with more comprehensive information
regarding their medical conditions, treatment strategies, and/or lifestyle changes.

• Asking open-ended questions to determine what patients already know will be
key to preventing pharmacists from providing information that is not needed: in
other words, the educational session should be personalized.



Targeted Methods for Achieving the 

Objectives of a Patient Education Session
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managing learning activities



Best practices for Pharmacist Provided 

Patient-Centered Communication



COMMUNICATION With Physicians

• Developing collaborative working relationships with physicians is key to the
success of a pharmacy practice.

• A theoretical model for the development of a physician-pharmacist collaborative
relationship has been developed and utilizes participant, context, and exchange
characteristics to describe how pharmacists and physicians move from the
earlier stages of collaboration to one where both parties are committed to the
professional relationship.

• There are essential components to practitioner collaboration including effective
communication, sharing of patient care responsibilities, and viewing other
practitioners' patient care services as equally valuable and complementary.

• This collaboration can lead to improved drug therapy monitoring, a more timely
exchange of patient information, and a more efficient resolution of any drug
therapy problems that arise.



• Role specification was the most influential driver for collaboration. This entails
pharmacists and physicians understanding each other's role in the patient care
process.

• Trustworthiness was also identified as an exchange characteristic that affects
pharmacist-physician collaboration. Physicians need to trust the knowledge and
clinical skills of pharmacists before they are willing to work with them and/or
accept their clinical recommendations.



• Before pharmacists contact physicians about potential drug therapy problems
they should first check reference sources and current research findings so they
can confidently recommend alternative therapy plans.

• During the conversation, the pharmacist should keep the focus of the discussion
on the patient, provide meaningful background information, clearly and
concisely outline the problem the patient is experiencing or may experience with
the prescribed drug therapy, and propose a solution to the problem.



Physician Consults

• Pharmacists' recommendations should be concise, provide physicians with
information that they may not know (eg, patient adherence to their regimen or
other medications that have been prescribed by other providers), and suggest
potential solution(s) to drug therapy problems that had been identified.

COMMUNICATING INFORMATION TO PHYSICIANS

• Keep the conversation patient-focused.

• Provide the physician with meaningful background information.

• Concisely outline the problem the patient is experiencing with their drug 

therapy.

• Provide clinical medication recommendations and solutions.


