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Communication is the dynamic, two-way process of
sending or receiving ideas, thoughts, feelings, and '

information from one person to one or more persons.
Effective communication is achieved only when the
person receiving the message understands it in the
exact same way the sender intended. The term
‘communication’ is derived from the Latin term
'‘CommuniCare’. In the professional practice of
pharmacy, communication skills are not merely
'soft skills' but a core clinical competency.
They are extremely important as they equip the
medicine specialist (pharmacist) with the necessary
knowledge, skills, and attitude to interact effectively

and safely with patients, caregivers, and other ¢
healthcare professionals.
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Role of a Pharmacist & Communication
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The role of a pharmacist extends
far beyond simply dispensing medicines;
they are educators and advisors who
use communication to promote
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promote reduce the ensure build and ultimately,
good health, | incidence of patient trust, improve
illness, safety, therapeutic
outcomes.
.

Effective communication is the
foundation of patient counseling,
medication therapy management,
and interprofessional collaboration.
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The Communication Process
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(  The Communication Process )

The communication process is a

cycle involving several key elements that
must work together seamlessly to ensure a
message is succesfully transmitted,
received, and accurately understood.

A failure or disruption

at any point in this process

can lead to misunderstanding or a complete
breakdown of communication.

Effective communication takes place

when the sender formulates a clear message,
uses the correct channel,

understands the receiver’s context,and
finally gets the desired response or feedback.
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THE KEY ELEMENTS OF THE
< COMMUNICATION PROCESS ARE:

Sender:

The person who initiates the communication
process. The sender has an idea, intent, or feeling
that they wish to convey.

Message:

The information, idea, or feeling itself
that is being conveyed. The message is the
core content of the communication and can

@ o
v

be verbal or non-verbal.

|
Encoding:
This is the process of converting the sender's @
thoughts or ideas into a transmittable format, -
such as spoken or written words, symbols, or

gestures. The choice of words and actions is
part of encoding.

Channel:

The medium or pathway through which the
encoded message is sent to the receiver.
Channels can include face-to-face conversation,
telephone calls, written letters, email, or
visual media.
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Receiver:

The person who receives the message from
the sender. The receiver is the intended
audience and must perceive the message
for communication to occur.

5. UTT<hdl:

gg Afch St Nud J T2 U T 2
UTdhdl SR &1 sfedd Siidr gidr & 3iR
IR 811 & foiu 2o B HSHT TWH & |

Decoding:

This is the process of interpreting and
understanding the message by the receiver.
The receiver translates the symbols, language,
and non-verbal cues back into their own

6. Thd-arad (fewifam):

g UTdhdl gRT HeT Bl AT B 3R
39 GHgIA B UfehdT & | UTdehd| S &b Hel
foar & guga & AU udiel, HmeT 3R

thoughts to understand the sender's IR-AIfG® Hebdl Bl aray 3 fo=nt &
original idea. yfRafcdd @ar g1

Feedback: 7. wfaftan (Bizds):

The response or reaction that the receiver :

gives back to the sender after interpreting HaQT Pl ARAT HRA & dTG UTdbd | gRT WD

the message. Feedback, which can be
verbal or non-verbal, is crucial because it
confirms whether the message was
understood correctly and completes

the communication loop.
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Riifds a8 gfe vl 8 fos daer gt & 9
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Noise:

Any barrier, disturbance, or interference
that affects the clarity and fidelity of the
communication at any stage. This can be
external physical noise (e.g., a loud
environment), physiological noise (e.g.,
hearing impairment), or psychological noise
(e.g., stress, personal biases, or anxiety).
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TYPES OF B
COMMUNICATION SKILLS

There are two primary types of communication
skills: Verbal Communication and Non-Verbal
Communication. Both types are essential for a
pharmacist to master, as they often occur
simultaneously and work together to convey
a complete message.
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VERBAL
) COMMUNICATION SO

Verbal communication is the use of
spoken or written words
to share information, ideas,
and feelings.

It is the most common form of
communication in a pharmacy
setting, used during patient counseling,

when taking prescription orders e
over the phone, and when /
. collaborating with physicians.

o/' " Itis crucial that the words used have a clear and
o ; shared meaning between the sender and the receiver.

' If the sender and receiver apply different meanings
@ Q to the same words, or if the language is too complex,
the message can be easily misunderstood.

_______________________________________________________________________________________________________

&.Q;Q 5 Therefore, any spoken or written word must be
T @ - understood by all parties involved for the
" . communication to be successful. J
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THE FIVE C's OF s Hifas 99R
(:>-)) EFFECTIVE VERBAL | mgqh e (

COMMUNICATION

r The basic principles of effective verbal communication TTa e SaR & gt fAgidl &l "uig C's" & 1
can be summarized by the "Five C's," a set of | 9 § gRIf? HEFCITETW% ot feemfdar a1
guidelines that help to reduce misunderstanding = . TP T © Sl TeAdbeH! Bl B9 B 3R I8
and ensure the message is clear, credible, and ))) gAf¥a H & Aeg e § & G39r e,
impactful. Adhering to these principles is @ fayaa 3k mraee 81 Ue U9aR w@rReg JdT
essential for clear communication in a MO, gy ¥ We §OR % fore &7 Rgial 1 g

L professional healthcare setting. Ly € BT IATP 2| y

((1.cLEAR ) | (2. CONCISE] (3. CORRECT) . (4. COMPLETE: (5. COURTEOUS) 1 (== ) (2 uf‘am][ ][ 4. quf ][ s.Rre )
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Clear Purpose: 1. W 3599

The purpose and expression of the QT Bl 3597 3R IfIAH WE gl frt—
message should be clear and directed IIET 3R AT bf fafere smasgasdisi & O f~)v
to the specific needs of the listener. Y B =R el & g, e B @)
Before speaking, the sender shou!d I U1 BT 1T 6 3 T HaTe T

know what they want to communicate R 5 . A
and what outcome they expect. The : b | &R

message should be easy to understand, THEH H 3T €T A1fEY 3R ST

avoiding ambiguity. H A1 AT

Concise Expression:

The message should be brief,

to the point, and free of
unnecessary words or jargon.
Conciseness respects the listener's
time and attention span, making the
key points of the message easier to
absorb and remember.

2. Gfaa hieafes:

et dfend, IR 3R 3F1aas
QTeG] AT AT Il I b BT
Iy | Afeedr Ldr & 999 3R &g
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3T 8l STl 8
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@ 3. Coherent

There should be a logical and organized
flow of ideas within the message. The points
should connect with each other in a way that
is easy to follow. A coherent message is
structured, which prevents confusion and
helps the listener understand the relationship
between different parts of the information.

agm  (3)

e & HieR faRY &1 U dfdbas 3R
HafeId yarg g =1fgy| fagsil &t i
QR 9 39 g 9 ST o1 91fgy fob 31t
YT BT ST 81| Uh G G632
TR gYar &, St 93 &l At & 3R e
Bl AFGRT & fafa= el & ot dad
YA H #SE BT gl

~

( 4. Controlling )

The flow of words and ideas should be
controlled and organized. This involves
managing the pace of speech, volume, and
tone of voice to match the message and the
context. Controlling the communication
also means staying on topic and guiding
L the conversation effectively.

4. Fxizror .

gregl 3R faaRT & yarg & Fafd ok
HqfeId fosar siram Tnfgu | suw §eer 3R
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9. Concise Grammar

Q

N
Correct grammar and

spelling (for written

communication) must
always be used.

Grammatical errors can make
amessage confusing,

difficult to understand,
and can damage the sender's

professional credibility.
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Clear Writing « Clear Thinking « Stronger Professional Impact
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¢ Non-Verbal Communication / R-#if&® #ar 4}
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./ Non-Verbal Commumcatuon} Q @ <Vﬁ'\' Aif&® TaR } .

Faclal Gestures
R-HifEs TaRr, O 3R RS vmeT

Non-verbal communication, often referred Expressions %~

to as body language, includes all the = o (STSt 73T HET ST 8, § YT & Ty
messages transmitted between people {H : ;_.@ 2R ATt 3R a1 99 IRV Betel
through unconscious or conscious body . 3k ey ) afirfenat snﬁ"a
movements, gestures, posture, and Posture Posture gﬁ'q.m’ Wﬁﬁ

facial expressions that accompany speech. / \ il %i ﬁl . ‘”“".* HAF I

The study of body language is known as @ @ % U H ST Sl &

kinesics. Body Empathy
= N """"" b | """""""" ft """"""""" t s @ ﬂ? AR Gobd 3R dict 7Y 2M&al 9
(ng on-verbal cues can often communicate . , et e s g
\ > more powerfully than spoken words; | ‘ g angﬂ a?r:l:f ﬁ ? g

they can amplify, contradict, or substitute . ; '
for the verbal message. We- B Ghd g I IGH1 WU o I&hd & |

For a pharmacist, understanding these 0% 3ty fadwsr & forg, Wft & sreal
@ cues is critical for interpreting the true

. & U8 & Hal 3 o e F 3R
meaning behind a patient's words and Wﬂ’iﬁ et 3R TEuTe
for conveying empathy, confidence, ; % R 77 Wt 2

and care.
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— KEY ELEMENTS OF —

@ BODY LANGUAGE 2

(NON-VERBAL COMMUNICATION) l |

Key elements of non-verbal communication include a variety
of physical signals and cues that provide additional layers of
meaning to a verbal conversation. A pharmacist must be
skilled at both reading these cues from patients and
controlling their own non-verbal signals to foster a
therapeutic and trusting relationship.

EYE CONTACT

FACIAL
EXPRESSIONS

PROXEMICS

GESTURES
(SPACE)

~ 7

NG s @ dd
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© )

" Facial Expressions:
@ The face is one of the most

k. —J important and frequently observed
aspects of non-verbal
communication. Expressions of
joy, sorrow, grief, confusion, and
understanding are often reflected
through the eyes and mouth. For
a pharmacist, a warm and
empathetic facial expression can
make a patient feel more

comfortable and willing to share J

information.
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L| POSTURE AND POSITION

i This relates to the position of the body and its parts.
A positive, open, and comfortable posture
(e.g., sitting upright, leaning slightly forward, /
keeping arms uncrossed) encourages |
therapeutic communication and shows
engagement.

e -
P

g 9RR 3R 3G 307 HI fAfd 4
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ST 31T AT, BT bl Gl T&H 1)
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3 ggra et 21

Gafed 81 0o UBRIe®, Gort iR (' g \

< > ac £ o
Conversely, a slouched posture OO | zus faudid, ol g qa1 A1 /
or crossed arms can signal Y O a9 gU B I ar a1 WA\ o
disinterest or a 3&ITcHe &3 T Tbd 2 ay
defensive attitude. ‘ - / A
| qahd B P
N i il
eV TAREATAT L
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Gestures and Mannerisms:

Using hands while "talking" can
emphasize ideas, provide clarity, and
hold the attention of others. Simple
gestures like nodding can show
agreement and encourage the patient
to continue speaking. However,
negative mannerisms like fidgeting
or tapping fingers can convey
impatience or nervousness.

ENGAGING GESTURES

Holds attention and
encourages speaking

OPEN HANDS

Emphasizes ideas
| and provides clarity

NODDING ‘

Shows agreement

POSITIVE GESTURES =

J

%
/

NEGATIVE MANNERISMS

|

FIDGETING / TAPPING FINGERS] RESTLESS MOVEMENTS

Can indicate impatience
Or nervousness

-)

Conveys impatience
y)  Or nervousness

\

Ed-4Td 3R dR-tNib:
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& TOUCH

A
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Touch is a powerful tool
that can communicate
caring, sincerity, and
reassurance where words
may fail.

However, its use is highly
dependent on cultural norms

and individual comfort.

Touch should only be used

when the patient is comfortable
with it, and permission should
always be sought if there is

any doubt to avoid making the

Q)atient feel uneasy.
KEY POINTS

RN S O

A

Commumcates :  Builds trust Respect cultural, Ensure patient | ~ Always seek
care and and comfort | norms comfort permission
9 reassurance ' if in doubt
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Territoriality
(Proxemics):

This refers to the physical distance
we maintain with others during
communication. The appropriate
distance affects comfort levels. In

a professional setting, a pharmacist
should maintain a distance that is
close enough to show engagement
and ensure privacy, but not so close
as to invade the patient's personal

%

space.
H - \
/6 L S
© R
. NIk
SHOW ENGAGEMENT ENSURE PRIVACY RESPECT PERSONAL SPACE
Be close enough | Maintain confidentiality { Not so close as to
to connect and comfort cause discomfort

J

APPROPRIATE DISTANCE

Close enough to engage
and ensure privacy,
but not so close as to
invade personal space.

e
(TrAfHa):

Ig 39 Mifdd gl Pl Gehid & 8
fSr Y &A1 HUR & GRHE &Rl & 1Y
gAY 34 81 3fRd ¢ IR &
IR Pl g9Ifdd PRl 81 U UAqdR
uRkder #, U 3itwe faQesr & ga-t
& 91g &t =gy i Sere fdam
3R Mot giifda s & fog
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OTHER ELEMENTS
OF NON-VERBAL COMMUNICATION

L X X J

Other forms of non-verbal communication
include sounds (e.g., laughing, sighing),
eye movement (e.g., winking, maintaining
steady eye contact to show attention),
and appearance (e.g., professional attire
versus untidiness). Maintaining good eye
contact demonstrates that the pharmacist
is paying attention and is actively engaged
in the conversation.

FORMS OF NON-VERBAL COMMUNICATION

1. SOUNDS 2. EYE MOVEMENT 3. APPEARANCE

@

i |
! -

e

8y

” b
. ' e.g., winking, maintaining

*

e.g., professional attire

e.g., laughing, steady eye contact to show
sighing attention versus untidiness
- 4
@ GOOD EYE CONTACT demonstrates that the pharmacist
is paying attention and is actively engaged in the conversation.
N A

I dd
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i 3BT 3G A HYS §1Y I@AT I8 S9Ifa & {5 aiwer fGws
1 & Y81 & 3R aradia § Afchy 9 J &7 g3 8 |
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G

INTERACTIONS

WITH PROFESSIONALS AND PATIENTS

q@aammmm-

COMPLEMENTARY & qga; e ﬁ-;aa-lﬁ-{ﬁ
SUPPORTIVE RESPONSIBILITIES 3ﬁ?
2 Physicians and pharmacists have n‘ ferfeeaant 3 aitwer w #l FETH 2
complementary and supportive PATIENT siteela ITR veH & & Rp 3R
.b.l.t. . d tv l e 3 o
L i e cominmon PRy Temwwon s B 6 1 |
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The Physician's

Responsibilities

The physician holds the
primary responsibility for
diagnosing disease and
initiating treatment.

Their role in the therapeutic
partnership involves several
key duties that rely on their
specialized education and
clinical skills.
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1. Diagnosing Diseases: 1. M &1 FAgE H=:
The physician is responsible for fRifbcgs g ﬁl&ﬂ, faory aﬁgm’
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The pharmacist's responsubllltles 3ftwer fasivgt &t fSreRal
are centered on ensuring the a13il & FRfgrd, gl 3R
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SAFE PROCUREMENT, STORAGE, _—. (oo™

AND DISPENSING: ASSURED |

~3\  The pharmacist must ensure the W i
@ safe procurement of genuine = § PROPER o
medicines. e & STOSAfE_" §
Maintain adequate and proper @ ?

' § g ey & § it
temperature control).

Dispense all medications in
compliance with relevant
laws and regulations.
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REVIEWING PRESCRIPTION ORDERS il
Before dispensing, the pharmacist must r T
meticulously review every prescription (71 oRus TeRacrions S

order to identify potential problems.

M ALLERGIC REACTIONS ]
7 CONTRAINDICATIONS A

@ THERAPEUTIC @

This includes checking for drug interactions,
potential allergic reactions, contraindications
(conditions where the drug should not be used),
and therapeutic duplications (taking two
drugs for the same purpose).

DUPLICATIONS

Any concerns should be discussed with the
prescribing physician before dispensing. -
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PHARMACIST'S KEY RESPONSIBILITIES .

/ PROVIDING INFORMATION AND
COUNSELLING TO PATIENTS:

The pharmacist is responsible for
providing clear information to patients.
This includes the name of the medicine,
its purpose, instructions for
correct usage and storage,
potential interactions,

and common side effects.
This process, known as
patient counseling, is vital
for ensuring medication

/§ NAME OF \
)/ THE MEDICINE

CORRECT USAGE
& STORAGE

POTENTIAL
INTERACTIONS

COMMON
\ SIDE EFFECTS

adherence and safety.

| R?R Patient counseling is vital for ensuring
"/ medication adherence and safety.
i i

8@ ADVISING ON NON- PRESCRIPTION
(OTC) MEDICINES:

Pharmacists advise patients on the
appropriate selection and use of
non-prescription (Over-the-Counter
or OTC) medicines for minor
symptoms and ailments.

must advise the patient to consult
their physician for a proper diagnosis
and treatment.

FOR MINOR
SYMPTOMS &
AILMENTS

APPROPRIATE
SELECTION

CORRECT
USE

CONSULT
PHYSlCIAN IF
SELF-MEDICATION

NOT APPROPRIATE

—

3iteer fdhe Y e Rrdafat (&) .

¥ SE e ol
R WS P

3itaer fagug AT o We FTHBR!
WeH & & folg forieR 81 5o
gaT Pl A1, 3HT 369, el 39anT
3R ¥sroT & fog fder, Evifaa

a1 % e 3R e B g @
A & felg Fecayof 2

= Wﬁwfaarawmsﬁvw&naﬁi
Q) gffea == ¥ forg meet 21 Y,
(, R
R- qa”fma"r(sﬁaﬁ) atnsﬁ | 3t =
- / aeEs =
P FioT I 7 T w5 ‘ i
diiRal & fag R-ud (R-g-BER e |~
a1 eI qanaii & 3fad 9 ik
IR R AT 3 B ' Wa&fg
""" RO o
ﬁaﬁaqaﬂ?mﬂi‘ﬁﬁv T8l &, it fafdcaes
ﬁmﬁmﬁmﬁaﬁmﬁ T et
& e N _J



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

@ Reporting Adverse
Drug Reactions:
The pharmacist plays a key role 7 ADVERSE DRUG
in pharmacovigilance by reporting \
adverse drug reactions to the
prescribing physician and to the
relevant health authorities, in

accordance with national
legislation.

Pharmacists often participate in
multi-disciplinary healthcare teams,
especially in hospital settings, concerning
complex pharmacological treatments.

They collaborate with physicians and ¥ fou fRifscae! 3R 3= urarsiy
other providers to optimize patient care. & 1Y GEANT P £
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Long Answer Questions -

Ques1: Define communication skills. Explain their

importance in pharmacy practice.
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Long Answer Questions -

Ques2: Describe the different types of communication skills.
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Long Answer Questions -

Ques3: What are the essential communication skills

required for a pharmacist?.
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Long Answer Questions -

Ques4: Explain the importance of effective interaction
between a pharmacist and other healthcare professionals
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Long Answer Questions -
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Ques5: Explain how a pharmacist should interact and
communicate effectively with patients
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I TIER AT 91T, HASEST|
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