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Communication skills 

Introduction to Communication Skills  

Definition of Communication skills:  

• Communication skills refer to the ability to effectively convey and receive messages using 
verbal, non-verbal, and written methods. 

• In clinical pharmacy, these skills are essential for establishing trust, ensuring patient safety, 
improving adherence to medications, and fostering interdisciplinary collaboration. 

Types of Communication: 

• Verbal communication: Spoken words used during interactions with patients or healthcare 
professionals. 

• Non-verbal communication: Body language, facial expressions, eye contact, tone of voice, 
gestures. 

• Written communication: Documentation in patient records, writing discharge summaries, 
prescription notes, or emailing healthcare professionals. 

• Electronic communication: Communicating through digital systems like Electronic Health 
Records (EHRs), telehealth consultations, or secure messaging systems. 

Importance of communication skills: 

1. Patient Safety: Miscommunication can lead to medication errors, adverse drug reactions 
(ADRs), or incorrect dosages. 

2. Therapeutic Relationships: Good communication helps in building rapport and trust with 
patients. 

3. Interprofessional Collaboration: Essential for working effectively within a healthcare team. 

4. Information Transfer: Accurate communication ensures that critical patient information (e.g., 
allergies, medical history) is passed between professionals and settings (e.g., hospital to 
community care). 

5. Education and Counselling: Pharmacists must explain drug regimens, possible side effects, 
and lifestyle modifications. 

Key Elements of Good Communication: 

• Active Listening: Fully concentrating on what the patient or colleague is saying. 

• Empathy: Understanding the feelings and perspectives of the patient. 

• Clarity and Simplicity: Avoiding medical jargon; using layman's terms for patient interactions. 

• Feedback and Confirmation: Asking patients to repeat instructions (teach-back method) to 
ensure understanding. 

• Cultural Sensitivity: Being aware of cultural, linguistic, and religious differences that may 
affect communication. 
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Patient Counselling Techniques 

Definition: 

• Patient counselling is a structured, interactive process in which the pharmacist provides 
information, advice, and assistance to help patients use their medications appropriately and 
effectively. 

Objectives of Counselling: 

• Improve medication adherence 

• Reduce medication errors 

• Ensure patients understand how and why they are taking medications 

• Prevent or manage side effects 

• Empower patients to manage their health conditions 

Steps in Patient Counselling: 

1. Preparation: 

➢ Review patient’s medical and medication history. 

➢ Ensure a private and comfortable environment. 

➢ Allocate sufficient time. 

2. Introduction and Rapport Building: 

➢ Greet the patient warmly. 

➢ Introduce yourself and your role as a clinical pharmacist. 

➢ Establish trust and openness. 

3. Assessment of Patient’s Knowledge: 

➢ Ask open-ended questions to understand what the patient already knows. 

➢ Identify knowledge gaps or misconceptions. 

4. Provision of Information: 

➢ Name and purpose of the medication. 

➢ Dosage and administration schedule. 

➢ Duration of therapy. 

➢ Storage conditions. 

➢ Possible side effects and how to manage them. 

➢ Missed dose instructions. 

➢ Food, alcohol, or drug interactions. 
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5. Verification of Understanding: 

➢ Use the teach-back method: ask the patient to explain the medication instructions in 
their own words. 

➢ Clarify and reinforce key points if needed. 

6. Encouragement and Follow-up: 

➢ Encourage questions and address concerns. 

➢ Provide written materials if possible. 

➢ Inform about follow-up appointments or when to seek help. 

Counselling for Specific Groups: 

• Elderly patients: Focus on memory aids, polypharmacy risks. 

• Pediatric patients: Engage caregivers, use simpler language. 

• Patients with low literacy: Use visuals, demonstration techniques. 

• Chronic illness patients: Provide long-term motivation, self-management tips. 

 

Medication History Interview 

Definition: 

• A medication history interview is a systematic process of obtaining a comprehensive list of all 
medications a patient is currently taking or has taken recently.  

• It includes prescribed drugs, over-the-counter medications, herbal products, and 
supplements. 

Objectives: 

• Ensure accuracy in prescribing. 

• Prevent duplication or drug interactions. 

• Identify adherence issues. 

• Uncover potential adverse drug reactions. 

• Support clinical decision-making. 

Steps in Conducting a Medication History Interview: 

1. Preparation: 

➢ Review patient’s medical record beforehand. 

➢ Choose a private, distraction-free location. 

2. Introduction: 

➢ Introduce yourself and explain the purpose of the interview. 
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➢ Assure confidentiality and the importance of honest information. 

3. Data Collection: 

➢ Ask about all current medications: name, dose, frequency, route. 

➢ Include: 

o Prescription drugs 

o OTC medications 

o Herbal/traditional remedies 

o Vitamins and supplements 

o Recent medication changes 

o Medications used in the past but discontinued 

➢ Explore adherence patterns: missed doses, reasons for non-adherence. 

➢ Ask about side effects or previous adverse reactions. 

4. Clarification: 

➢ Use medication bottles or a list if available. 

➢ Confirm spelling, strength, and schedule. 

➢ Clarify any vague descriptions like “white pill for blood pressure.” 

5. Documentation: 

➢ Record all findings clearly in the medical chart or EHR. 

➢ Note any discrepancies between what is prescribed and what is being taken. 

6. Follow-up: 

➢ Inform the healthcare team of significant findings. 

➢ Suggest interventions if problems are identified (e.g., drug interactions, duplications). 

Skills Required: 

• Active listening 

• Attention to detail 

• Non-judgmental questioning 

• Cultural sensitivity 
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