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COMMUNICATION
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TECHNIQUES
PHARMACY

To fulfill their professional
responsibilities, pharmacists
must master a variety of
communication techniques
tailored to different situations,
whether interacting with

a patient face-to-face,

speaking over the phone, OVER THE PHONE
or documenting information

@ in writing.
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One-to-one communication,
happening between two
individuals, is the cornerstone
of patient interaction in a
pharmacy. The effectiveness
of this direct communication
determines the quality of
patient counseling and the
level of trust established.
Improving this skill requires
a conscious effort in several
Y key areas.
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@y START BY (
LISTENING T T JABT

:—.@._: =)

Listen actively and give
the patient full attention.

Understand both verbal and
non-verbal communication.

@ Ask clarifying questions to
prevent misunderstanding.

=17\ Avoid multiple conversations
3R/ at the same time.

@ '

(/\ TP g Y H P il

oYY B AT
Make the patient feel Tt bl Ig HEGH BT fdb
heard and understood. 38 AT 3R FHET T 8
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. TALK KEEPING MM AR vER
%) THE PATIENT aaw
(@~ INMIND —— - - @

Q Adapt language and

®
)/ tone to the patient. 3R TR g2 |

Avoid medical jargon fafdscar Gaent & 9rea|
and acronyms. 3R Fardl I T
consdorreraiencs T\ RRF S )

understanding, background, R0l BT e, ! a?rﬂ 3#\;[ .
and health literacy. NSttt = S st i ot
Use simple and W.B'ﬁ'\’ e
clear words. 9Teg] BT IUINT b1 |
Ensure the patient gg giigd o fob It
understands the message a9l I 3T TYRT b 1Y

confidently. ~ gHg Sv|
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Q BE MINDFUL OF
2 BODY LANGUAGE:

—_— @ O = — O @ 0 o= . J
As discussed, o fob ==t &Y T2 &, TR-AifEw H‘c\b_d
non-verbal cues are powerful. SgdUMIaeIen el 8l .
In one-to-one interactions,
a pharmacist should T-8-Uh qrfafed H,
maintain an open posture BHIRIRE Bl Gl 3 R S|IY ] '-'@
(e.g., avoid crossing arms) (319, g1 Pl 1 EbT?f Jd) il
and keep consistent, friendly 3R g femm & fou fRa,
eye contact to show they W 39 T G0 WG TfRu é\

are paying attention

and are engaged.

This non-verbal feedback
reassures the patient
and encourages them to
speak openly.

O
fp 9 e ¢ X2 § IR FAA g1 -

319 BT & IR 3% Gere?
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7 (1) BE BRIEF,
;_@/’ BUT SPEC!FIG

Communication should be concise
but also provide all necessary
information. It is a skill to learn

how not to ramble or provide
excessive, overwhelming information.
The pharmacist should focus on
delivering the most critical points

in a clear and memorable way.

Q ORLILL BEFORE

SPEAKING:

@ It is always helpful to pause

for a moment before communicating.
Taking a moment to think about
what to say and how to say it can
prevent misunderstandings,
misstatements, and potential
embarrassment. This allows for
more thoughtful and effective
responses.
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7y fafere:
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o
AR & T Ugel Ueb 07 BebA1
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POSITIVE ATTITUDE

MAINTAIN A
AND SMILE:

\ |/

—— 0 (o B —

Whether communicating
face-to-face or on the phone,
a smile and a positive attitude
can dramatically change the
tone of the interaction.

A smile shows a positive mindset,
which can lead to a more
positive reaction from the patient,
making them more receptive to
information and advice.

H¥hH U HBRIAD I

I Il &, Y TRIST &t 3R
T TBRIHSB Yfdferan feard &,
fSrTd & STHBRT 3R T8 B
31feiep TguTefierar 9 &b R
& Bl
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TELEPHONIC >AEfrE
COMMUNICATION ~ ’
SKILLS miﬁ'\’m

Talking with a patient or B9 W I g7 fhd) 37
another healthcare TR a1 ULIaR T 1 Bl
professional on the phone 3171@-9[ ﬁﬁ?ﬁ U d BT &
presents unique challenges R o ;%Dd
because non-verbal cues 3TRE T B
areabsent. X[ AN G LN N L
Therefore, vocal tone 9 qfefl, TR 1 JoTd]

3R Tedr 9gd &l

and clarity become
extremely important.

ﬂ%c—cqv’ra’rw?r%l
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(1) ADOPT A
POSITIVE TONE:
. oo

The pharmacist should
project an enthusiastic,
natural, and attentive tone.
A smile can genuinely be
"heard" through the
telephone, as it changes
the timbre of the voice,
making it sound warmer
and more approachable.

SPEAK CLEARLY
(ELEAR ENUNCIATION):

— D

The ability to be understood is paramount.

The pharmacist should speak at a
normal, steady pace (around 130-150
))) words per minute), enunciate words
clearly, and use simple language.
Overly complex vocabulary, slang,
and filler words (like "um™ or "like")
should be avoided as they detract
from professionalism and clarity.

gHS STHT arak 8 | BrHIRRE Bl
=, @R 71fd (@ 130-150
v1ee; ufd =) I e anfey, vl
1)) Pt T eRoT @ AR 3R
T YTHT BT 3TN BT T8V
agd el Sifeet Traaractt, TAT 3R
R dTet 9Meg (S 39" a1 "Haaa”)
T g9AT T8, RAifd T Tgrarar
3R T dr Y BH BA 2
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BE SINCERE:
. o

Scripted greetings often sound
artificial, amd inauthentic.

It is better to be genuine.
Using the caller’s name as
soon as it is known helps to
personalize the call and
shows respect.

AVOID NEGATIVE
PHRASES:

«
The pharmacist should avoid using
negative or unhelpful phrases like
“I don’t know” or “l can’t do that.”
Instead, they should focus on ‘can
do.”. For example, instead of
“l don’t know,” say “That’s
a great question, let me
find out for you.” State what

e
BHIFERE BT “Hel 81 gd1” &
“B g T8l B 1" S ABRIHD
g1 JUART ARl | g1 1|
Y% §OT, 37 dill W & ¢ Sl 319
R THd g | 9, “HH T8 gar”
e & Tol, e “Tgd 3BT U9 8,
actions can be taken and H 317aep foTg T At gl T PRATS
provide an estimated time &I ST "hdl & T8 §aTg 3R B & feig
for a task. HFATHT THT 4t |
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LEAVE THE CUSTOMER
SATISFIED:

Before ending the call,
( @ ensure the caller’s
y/ guestions have been

fully answered.

Ask, “Is there
@ anything else
‘ | can help you
with today?”
This ensures complete
comprehension and
satisfaction.

End the call in a professional
and polite manner, such as
“Thank you for calling” or
“Have a nice day.”

o@o -
PIel JATH B3 I U8,
gffeid o3 b bl B
drel & IHT 72l &b IR
g e e Ry MU g

TS, “oRT 3TST 7 3{Teh!
3R oot ot ypR @
TERIAT &R HpdT 52

Bl Bl 3id 99 3R fa79
ARIPB PR, S “3MYBT Bled
& & felv g=ra1g” I “3maehT
feT g en”
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COMMUNC@TION SKILLS

WRITTEN

fafEqa ¥ar d2E
. —e o .

(£) ®

Writing is essential and
formal in pharmacy practice.

/ @ R BIEYT 3N |
P 39y 3R 3=l g

® o

Used for patient records,
reports, letters, articles,
and proposals.

. ‘ fpar STar 8|

o]

GdJe

Written records provide
stronger legal evidence
than verbal communication.

©), I ot H 31feics ASTed

BT THTIT UEH R & |

©

Clear and concise writing
supports legal compliance.

@ e 3R Higed o B!
U BT THA BT & |

)

(R ®

Effective documentation
ensures patient safety
and professionalism.

®) UHTAt CIATASIehROT 37T FRaT
3R ergaTeieal gAfed e g |
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PATIENT INTERVIEW

TECHNIQUES
[ 2 — @ @ &—— -@
U™U A planned and structured
:.'.'@

pharmacist—patient
interaction.

*

- Collects details about P it o e, ganati,
@ health, medicines, Udatl, Siia9iet 3R
— allergies, lifestyle, = forpradl & IR A SFHERT
and complaints. T 20|
L g < * o o % I °
Supports accurate
@ diagnosis and et ferem 3R IR
treatment planning. IS H eIl BT g |
. O F: o
@ Helps provide effective @ it siteef ST
% J pharmaceutical care. % & Ye &Y | Hee aidl £

o o

@ 202 °
Ensures appropriate
O@ @ patient counselling O @ SYgth T gRTHe .
(- and education. oD 3R forem gl war gl
N\ /
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PATIENT INTERVIEW FLOWCHART | 3t |18 YaTe da1c

F - )
Chief Complaint: “What brings you here today?” | & fRrepra: “31d 31151 Tel b BRI 3T 87
- - ,
. ) o B

History of Present lllness qa9 §HERY &1 3fder™
a Timing Q )) Quality | Severlty i Triggers Alleviating Factors
T , PRb/IERD 38d & dTel HRB

5 <

p |
Past Medical History (llnesses, Surgeries, Hospitalizations) ud fafdedta sfaery (Simitar, asid, sroara & o)
- y
> v -4
Allergies (Medication, Environmental, Food) UeSi (SaTy, gaiaweiy, i deeh)
Sl "
S 9 Vv :
Current Medications (Prescribed, OTC, Herbals - . g gaTe (8 aret, OTC, §eel -
focus on dose, frequency, reason, and compliance) P, quﬁi PROT IR 3UTeTd IR &1 <)
9
!v
L@ Family & Social History (Use judgment for relevance)  TTiRaTfies Ud wmTfore fcer (miffiea & sar fofa o
~
: A V4
/ [ Review of Systems - iR o faf=a o= ot aten
r
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PATIE

' STRUCTURE OF A | " i WreepR

NT INTERVIEW 1 b TITT

— Q —— o - —— O ——
”"f,f_fﬂ éﬂf"—‘_j]
Vv — P —
W — e Ja—
v — Vv —
- - -
An effective patient Th THTAT 91T TR
interview follows a logical Y 3MMI9YPB STHBRT Bl

structure to ensure all
necessary information is
gathered systematically.

difcbep HRTAT & AR
I d ¥ ¥ Th B
& foTu fosan STrar 21
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KEY AREAS OF
PATIENT INTERVIEW
O

Chief Complaint
(& feiprId)

Main reason for the patient's visit.

o

——

History of Present lliness

(a9 JHRY T 3fder)

Location, onset, duration, severity,
nature, and relieving/

e /deM aid BREG |

q&d ferprad

3T &b 31 BT

& BROT|

gdu 9 &1 sfdem:

aggravating factors.
@

Past Medical History faoe fRifecar sfagm: —
(Tt feifebeer gfdere) Y -3 @ fowel dimfeat, wfdr s [,
Previous illnesses, surgeries, = M § AT H vdl g
and hospitalizations. LISTEN UNDERSTAND ASK i  CARE T faaeor)

) @RI | gwE 9 @M ER | o

A well-structured interview leads to accurate information, Uch GAIRYd HI&NhR Tl SIHBR],

better diagnosis, and effective patient care.

©

+

é@ﬁ?ﬁ?ﬂqaﬂ?m:ﬁvﬁé@mﬁzﬁmﬁmél
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OPEN vs. CLOSED (ﬁ el vs. 9¢ UBR
S]

TYPE QliESTIONS & gfl:l

—a

The type of questions used during 1 I8P R P SR q}? T Ul P 1

an interview significantly impacts GI'HEI'TI'ﬂH ;

the quality and amount of PR I e 3R

information obtained. J RIELN W AHIT STeid] %l )
A 4

OPEN-TYPE QUESTIONS: ol UPR & ¥

These questions are designed to I g A B faaw O 3R

encourage a detailed, narrative HATHP IR 4 & foru IRT

answer from the patient. They do B 8| SIPBT TIA “B1/T81”

not have a simple “yes/no” answer 3R 781 8T 3k A afe @Y

and allow people to respond in I THP U I B Wear

their own way, which helps the T o sHifte @) 3ifs

pharmacist obtain more detailed ﬁﬂﬁ% 3R geH S et )

and nuanced information.
G B e
(2 « “Tell me about the problems \@E 8" ¥ EQ

you are having.”

@ """""""""""""""""""""""""""""""""""""""
¢ “H2 gaTsy fb 3muen! B At THd 8 & 1

GATHER |  PROVIDE

P Wislnatidihes were'?},lou faidng a::l:g;# UND;';gAND INFORMATION | BETTERCARE | (2 “37Td TgT 31T & Ugel BHH-BIH Hl gard o T8 42"
& before you came here ) : | SHBR el dgR @ e | y

@ Good questions lead to better answers and better patient care. | 38 U8 Jga% IR 3R JEdR TS WU P 3R & S1d 8 @
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CLOSED-TYPE
. QUESJIONS |

These are direct, close-ended
questions that are typically
answered with a simple “yes,
or “no” or a very short, specific
piece of information.

They are useful for
confirming details
or narrowing down
facts.

dc YR &
u3A

/ﬁm&r,zizmamm’ré%
fSTepT 3R 3MAAR W “&1”
g7 “TE1” a1 9ga Biel, fafae
kamm”réawﬁmm%l

(3 faavor Y gf &
7 e} Y Hifdd &3

“Are you taking any
medicine at present?”

“Do you know how
to take it?”

9 © © ¥

PRECISE | CONFIRM : NARROW DOWN

we | gRwt | e

CLEAR
e

§c U WeedT, g
3R BIHT U B § |

Closed questions bring clarity,
confirmation, and focus.

[



https://play.google.com/store/apps/details?id=co.april2019.pindia

o> BARRIERSTO MR TERE (@
“CEFFECTIVE COMMUNICATION e

. F ,
Barriers are obstacles that can interfere T8 q 3R & S TeQT bl wWeedT A
with the clarity of a message, leading to 8T W IHhd &, foad TadweHt a1
misunderstanding or a failure in TOR & fiperdT 2] gebdt €1 U
communication. It is crucial for a L e :
pharmacist to recognize and overcome 3 ® fefg 3? el Eg[
these barriers. B Rl SisinieTRsHE o J
e \e
L (' Barriers Create: ) ) ; gTENY 39— el % J
E Breakdown in S E Communication . :
Confusnon " Understanding Musmterpretatlon . Failure ST quer i Wﬂ ToTd &
D g Al 0 A R fawedn : :

e
Recognizing and overcoming barriers qren3f ol Uga=-T 3R GX AT HEC,
ensures clear, effective and meaningful communication. gHTat 3R grefe TR 'ﬁﬁ@ﬁ BTl % |
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COMMON BARRIERS IN prt Afen 4
A PHARMACY SETTING INCLUDE: W?ﬂwz anfae &

E* N " .
PHYSICAL BARRIERS: Wifdes areng: )
Environmental and physical gtaRoi 3R ¥ifds dRE )
factors that get in the way of TR § 9787 STerd &1 3STE0T |
communication. Examples include B A7 Wqﬁ MR,
loud background noise in the ; i
pharmacy, a large physical distance 3R fl’ﬁj 4 Eﬂa 3{@?5
between the pharmacist and the \ tfciep g‘ﬂ (SR Feft 3R /ed),
patient (e.g., a high counter), ' T TRTE AP BARM
or a poor telephone connection. NGRS
LS P N &
LOUD BACKGROUND NOISEE LARGE PHYSICAL DISTANCE POOR TELEPHONE conmscnon dst qeayfA em afﬁatﬂfﬁasqﬁ' &G AP B
Pis?ra.icts and makes Creates a gap and reduces Causes unclear oonversatlons mnm%am : &t 3R fEreme e : amd’tawa‘é’fs‘laﬁ
it difficult to hear § comfort, making patlents and can lead to mistakes or G g A | et 8, o A i 3R Tefaat a1 rerd
and understand. hesitant to share. misunderstandings. R et 81 SR |3 251# BBl BT BRI
qfeafeara gl & T 8

Recognizing and overcoming physical barriers Yifdes STenail el ugarHT 3R ¥ BT
ensures clear communication and better patient care. W IR 3R d8d? A1 S@Te GAfed wear gl
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COMMON BARRIERS IN
A PHARMACY SI<E>TTING INCLUDE:

[\

PHARMACY

/

1. PHYSICAL BARRIERS:

Environmental and physical factors that get in the way of

communication. Examples include loud background noise

in the pharmacy, a large physical distance between the
pharmacist and the patient (e.g., a high counter),
or a poor telephone connection.

B AfeTH
Wmmgarrfﬁﬁ%:

. 7

2. PSYCHOLOGICAL BARRIERS:

Internal factors related to an individual’s state of mind.
Factors like stress, fear, anxiety, low confidence, or a
lack of trust can prevent a person from listening
effectively or expressing themselves clearly.

“Nif©

3. LANGUAGE BARRIERS:

Difficulties in communication that arise from differences

in language. This includes the use of complex medical

jargon that the patient does not understand, unfamiliar

accents, or speaking a language the patient does
not know well.

4. CULTURAL BARRIERS:

Differences in customs, beliefs, values, and social norms

between the pharmacist and the patient can lead to
misunderstanding of both verbal and non-verbal cues.

1. ¥ifds arend:

TafaRofi 3R 1ifde BRe S TR F a7em STed & |
JaTeRvT § G 7 o quqfH o, Bt 3R
I & T 3ifees Hifde gt (S St Brder/cara),
T WG AP B NfHd B

&)

2. A1 STemy:

fth oI aAfa® fRUfq T Gefdd 3dlRe sRe|

S 9914, =1, fidr, B9 3nafasary ar ifaeary &t
HHI fth Bl YHTdT & 9 A4 a1 GG Dl WE $U

fth & Y AP Tbd & |

&)
A

3. YTHT Gaeh arenu;

YT H f9<1a1 & BRI GIR H g4 dTell BISA18di |
O Sifect Afswa ST &1 3udnT, 3aRfed IwRT,
mag%%maﬁamﬁ@ﬁiﬁwmaﬁw,
A 8 |

&

AN

4. HiEpldd dreg:
3R gHifers Fres! § =T & SRoT AifEs 3R
3HIf&e Gebdl I TeTaheH! 8l Tdbal & |

@

M

¥

Recognizing these barriers helps pharmacists
communicate better and provide effective patient care.

+ émmﬁﬁ%ﬂmmﬁwﬁmwm
3R g7t AT @I USH R H Heg T 2

| —
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PERCEPTUAL BARRIERS
IN PHARMACY SETTING

WHAT ARE PERCEPTUAL BARRIERS?

Misinterpretation of messages that arise
from one's own perceptions, assumptions,
and biases. People often see or hear
what they expect to, rather than what
is actually being communicated.

We filter information based on our past
experiences and beliefs.

We make assumptions without
clarifying the message.

af

wr aferd - 0
erRoT Hejeft qrenmd | Pan
— O —e

#

EMIRUTT Heje S1emy = 872

TN Y Tetd =T ST gHRY 379t
eTROTI3A, AT=ranai 3R gaivEl & Ia gt gl
T 37 I8 a@d 1 GAd & foreh!

3= 31Uer Bt &, 7 fob ol aaa #

TeRa fesar <1 @1 g 21

g9 3o faett 3l 3R wr=ransif
P YR W BRI Bl Bled 2l

& YT T Tee by famr
HTH T A 8

RESULT

Our personal biases influence how we AIA AR Afehd tIafqg Ig fAuifRa #wa &
understand others. Leads to misunderstanding, o g7 Y Y b wHETA &
=) ) We tend to hear what we expect, wighg conglusmns and EH 981 gAd 8 foradhl g e grdl g,
L L not what is actually said. poor patient care. 5 7 fop S aaa # w1 T g1dT &
\ P \ = \g 7 )
Recognizing and overcoming perceptual barriers eTROT Gaeft Frenaii ol uga=-r 3R X BYHI
helps pharmacists listen better, avoid assumptions, BHIFERE Pl gk G-, A F ga= 3Ry
and build trust for effective communication. TR P foiv faurg 919 A A Hdr g
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PHARMACY

INDIA

ND CHAPTER WISE QUESTION
(2 YEAR BANK & SOLVED PAPERS)
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Diploma in m &

Pharmacy
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’g P
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) ’ )~ \j
e L] ey = e

/ ACASHON ' NUAILABLEON - 395596959
7 < DELIVERY amazon Flipkart ¢ (IR ‘. 8006781759
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ﬁﬁMACY

‘ﬁMACY ‘HKRMACY MMACY
W% [ coD AVAILABLE ON | &5 W% [ coD AVAILABLEON | W%

Flipkart ¢

[Ma)eesho Flipkart & amazon  (ff)eesho

amazon

D.Pharma &° Year OD
MIIISS |ION

M{SSION
BrEUP BreUP -

D.Pharma 1* Year W, @

Bilingual (Hindi+€nglish)

Bilingual (Hindi+€nglish)
1800K \ 2LANGUAGE GSUBJECT

‘ 2LANGUAGE SIBJECT
6L

Subjects Covered
PHARMACOLOGY

COMMUNITY PHARMACY &
MANAGEMENT

Subjects Covered
PHARMACEUTICS (€R20-11T)
PHARMACEUTICAL (€ER20-11T) & momep:vﬂuTsHTgLv & ium(m
PHARMACOGNOSY (€R20-11T)

HUMAN ANATOMY &
PHYSIOLOGY (€R20-11T)

SOCAL PHARMACY (€R20-11T)

PHARMACOTHERAPEUTICS
HOSPITAL & CUNICAL PHARMACY
PHARMACY LAW & ETHICS

PHARMACY INDIA & PHARMACY INDIA
e www.pharmacyindia.co.in

www.pharmacyindia.co.in
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D.Pharma 2™ year

Bilingual Book (fg&vret q&ah)

e | &

PHARMACOLOGY | community PHARMACY | BIOCHEMISTRY

lllloilm lbllllailm
Pharmacy Pharmacy

fRormd} geas
oEHRTY W

(English & Hind) (8

DOrama

5

P HOSPITAL & CLINICAL (PP P PHARMACY LAW
PHARMACY & ETHICS

sreuaTe sie e wrafefht W"Wﬁ“ wrafe Frge i tfiame

ER20.25T

ER20-26T

Diplomain e o : 0 | llnhmnm

e, FPharmacy M., Pharmacy Pharmacy
v oo ATES oo : fRommdt e ’

(English & Hindl) * o M &

(English & Hindi)

DPharma

CASHON — AVAILABLE ON

T PETYENY  amazon Flipkart g @
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