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TED - using very open questions, which start 

with Tell, Explain or Describe and invite the 

person to tell you their story, will help you 

gather more information in a shorter time. 

ICE – Exploring a person’s Ideas, Concerns 

and Expectations helps establish their view 

of the problem and is a more patient-centred 

approach.

Here are some examples of how you could 

use TED and ICE with WWHAM:

Tell me why you have come to the pharmacy 

today

Explain the problem to me …and who is it 

for?

Describe your symptoms to me…and how 

long have you had these?

Ideas: Do you have any ideas about what 

might have caused it?

Concerns: Is there anything in particular that 

is worrying you?

Expectations: Have you had any thoughts on 

what might be the best approach? Have you 

d nything already? 
d you take?

Top tips

You may use the WWHAM questions 

to help you gather information. 

Who is the medicine for?

What are the symptoms?

How long has the person had the 

symptoms?

Have you tried anything already?

Are you taking any other medicines?

Most of the questions in WWHAM 

are open questions, which means 

they need more than just a ‘Yes’ or 

‘No’ response. These are important 

to help you gather the information 

you need to supply a medicine safely, 

but sometimes these questions might 

be too structured and give you little 

chance to explore the person’s ideas 

and concerns.
n be answered 

u

Good communication skills in face-to-

face or telephone conversations are 

essential if you and the person you 

are speaking with are going to get the 

most benefit from the consultation. 

We speak with our mouths – but also 

our facial expressions. The words we 

use and the way the words are said 

all help to make sure we give the right 

message. We need to ask questions to 

understand, but listening actively is 

just as important.
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 Involve

  
what the patient already knows

  

beliefs and concerns
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Patient-centred care means putting 

the patient at the centre of all 

decisions about their healthcare. We 

have moved away fro
m the healthcare 

professional making the decisions or 

telling the patient what to do. Patient-

centred care is about the patient and 

the healthcare professional working 

together - w
ith less te

lling and more 

listening - to make a shared decision 

about the patient’s care.

Try out the 

activitie
s 

overleaf.
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Introduction

The Consultation skills for pharmacy support staff cards are a fun, fl exible 
learning resource. Whether you are a dispensing assistant, a medicines counter 
assistant, or the driver delivering medicines to patients’ homes, this learning 
resource is for you. Pharmacists and pharmacy technicians will also fi nd them 
useful as a quick reminder of the importance of effective consultation and 
communication skills and they can use them as a tool to train other team 
members. The cards are supported by other learning, available via a new 
Consultation skills learning topic at: www.thelearningpharmacy.com 

Working through these cards as a team, or on your own, using the other learning 
resources they point you to, will give everyone in the pharmacy team a chance to 
develop their communication and consultation skills and help them become the 
best they can be when speaking with the people who come into the pharmacy. 

What does the learning look like?

The cards - These have been designed to be 
used by individual team members, or used 
as a training tool in the pharmacy. 
The cards are held together with 
a binding ring, making it easy to 
hang them up in the pharmacy in 
an easily accessible place, so that 
everyone can refer to them. The 
ring can also be easily opened so 
that single cards can be removed 
and shared among staff. 

There is an introductory card 
which encourages you to refl ect 
on your existing communication and consultation skills. Then there are nine topic 
cards, each providing key learning points and top tips, supported by activities 
that encourage refl ection on practice. Card 11 suggests a role play activity, 
where team members have the chance to put their learning into practice, and 
the fi nal card offers each person another opportunity to refl ect on their skills to 
see how their learning has helped them to develop.

ook like?
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TED - using very open questions, which start 
with Tell, Explain or Describe and invite the 
person to tell you their story, will help you 
gather more information in a shorter time. 
ICE – Exploring a person’s Ideas, Concerns 
and Expectations helps establish their view 
of the problem and is a more patient-centred 
approach.

Here are some examples of how you could 
use TED and ICE with WWHAM:
Tell me why you have come to the pharmacy 
today
Explain the problem to me …and who is it 
for?
Describe your symptoms to me…and how 
long have you had these?
Ideas: Do you have any ideas about what 
might have caused it?
Concerns: Is there anything in particular that 
is worrying you?
Expectations: Have you had any thoughts on 
what might be the best approach? Have you 
tried anything already? 
What other medicines do you take?

Top tips

You may use the WWHAM questions 
to help you gather information. 

Who is the medicine for?

What are the symptoms?

How long has the person had the 
symptoms?
Have you tried anything already?

Are you taking any other medicines?

Most of the questions in WWHAM 
are open questions, which means 
they need more than just a ‘Yes’ or 
‘No’ response. These are important 
to help you gather the information 
you need to supply a medicine safely, 
but sometimes these questions might 
be too structured and give you little 
chance to explore the person’s ideas 
and concerns.
Closed questions can be answered 
‘Yes’ or ‘No’, for example, “Have you 
taken this medicine before?”.

The top tips explain some other types 
of questions you can ask. 

Good communication skills in face-to-

face or telephone conversations are 

essential if you and the person you 

are speaking with are going to get the 

most benefit from the consultation. 

We speak with our mouths – but also 

our facial expressions. The words we 

use and the way the words are said 

all help to make sure we give the right 

message. We need to ask questions to 

understand, but listening actively is 

just as important.
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 Speaking and listening

Try out the 
activities 
overleaf.

3
 Patient-centred care

 Involve

  
what the patient already knows

  
beliefs and concerns

  

the patient is an expert in their own 

health

  
patient’s expectations

  

give options

Patient-centred care means putting 

the patient at the centre of all 

decisions about their healthcare. We 

have moved away from the healthcare 

professional making the decisions or 

telling the patient what to do. Patient-

centred care is about the patient and 

the healthcare professional working 

together - with less telling and more 

listening - to make a shared decision 

about the patient’s care.

Try out the 

activities 

overleaf.

attentive

 Greet the person

shared discussion with shared decisions

First im
pressions count. How you 

look and greet a person will create 

an immediate impression of you and 

the pharmacy in the person’s mind. 

It’s im
portant that everyone coming 

into the pharmacy sees a positive, 

professional image of the whole 

pharmacy team and the services they 

provide.

2
 First im

pressions

Try out the 

activitie
s 

overleaf.

Excellent communication and 

consultation skills a
re a key part of 

providing safe and effective services. 

We have developed this se
t of cards, 

supported by a range of other learning 

resources, to
 help all pharmacy sta

ff 

improve their communication and 

consultation skills. W
hether you are 

a dispensing assist
ant, a medicines 

counter assist
ant, or the driver delivering 

medicines to patients’ h
omes, th

ese 

learning resources are for you.

Everyone involved in providing pharmacy 

services must be competent and well 

informed so that they can safeguard the 

health, safety and wellbeing of patients 

and the public in all that they do.1  

The website:  

www.consultationskillsfo
rpharmacy.com 

contains an extensive range of learning 

resources to support pharmacists a
nd 

pharmacy technicians in developing 

their skills s
o that they can meet a set of 

practice standards for consultation skills.

1
 Introducing consultation skills

Turn over  

to find out 

more.

1  General Pharmaceutical Council. www.pharmacyregulation.org/standards/sta
ndards-registered-pharmacies
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The topics covered are:

First impressions

Patient-centred care

Speaking and listening

Questioning and gathering information

Body language 

Building relationships

Explanation and planning

Closing and follow-up

Overcoming barriers

You can also download the cards from the CPPE website at: www.cppe.ac.uk 
and from the Consultation skills for pharmacy practice pathway - Step 4 on the 
website: www.consultationskillsforpharmacy.com/pathways6.asp?P=4 which 
will make accessing the website links much easier. 

You will need access to a computer with speakers, or a mobile device connected 
to the internet, to be able to get the best from these learning cards. Please 
remember that you should only use these cards in a training session, or in your 
own time when you are away from the dispensary or shop fl oor. 

The videos - Some of the activities on the cards point to short video clips, which 
provide an opportunity to observe and critique the skills and behaviours of the 
pharmacy assistants in the videos. Web links are provided for the videos, as well 
as QR codes for speedy access. To use the QR code you will need a QR reader 
on a mobile device (you can download a QR reader app for free on most mobile 
devices). 

theLearningpharmacy.com - The Consultation skills learning topic provides short 
interactive challenges, which support the other learning activities on the cards. 
Find out more at: www.thelearningpharmacy.com



How to use the cards to learn on your own or to run a 
training session

1. Learn on your own

Read the introductory card fi rst, then work through each card. We suggest that 
you work through the cards in order, as the learning builds from one card to 
the next, but your individual approach to learning will depend on your existing 
knowledge and skills. We think it will take about 15-20 minutes to work through 
each card.

Read the information on the front of the card and then put the learning into 
practice by working through the activities on the back of the card. Web links are 
provided for the videos, as well as QR codes for speedy access. To use the QR 
code you will need a QR reader on a mobile device (you can download a QR 
reader app for free on most mobile devices). We would encourage you only to 
access the videos in your own time, or as part of a training session away from the 
dispensary or shop fl oor.

Discuss what you have learned with other members of your pharmacy team 
and make sure you use what you have learned next time you are talking 
with a customer. You could ask your manager to observe you and give you 
feedback after the customer has left, 
to make sure you have understood 
the learning and have improved your 
communication and consultation skills. 

You can also access the Consultation 
skills learning topic fl oor at: 
www.thelearningpharmacy.com and 
work through the bite-sized learning 
hotspots.

Certifi cate of completion

Once you have worked through all the cards you can download a certifi cate 
of completion from this web page: 
www.consultationskillsforpharmacy.com/pathways6.asp?P=4 
and ask your manager to sign it. 



2. Use the cards in a training session

We suggest you work through one card per training session so that team 
members have an opportunity to put their learning into practice between the 
sessions. We think each card will take about 15-30 minutes to work through, 
depending on how much discussion you have. The cards can be removed from 
the ring, to be distributed among different members of staff.

Go through the introductory card fi rst, which explains why effective 
communication and consultation skills are important. On the back of the 
introductory card we ask the learner to rate how confi dent they feel at the start 
of this learning process and we also list what the team members will learn when 
they are working through the cards. 

Then work through each card. We suggest that you work through them in order, 
as the learning builds from one card to the next, but your approach to the 
training session will depend on the existing knowledge and skills of your team 
members. 

Read through the information on the front of the card, explaining and building 
on what is written. If you need more information than the card provides, then 
please visit the learning pathway, Step 4 on the Consultation skills for pharmacy 
practice website for more information and other resources 
(www.consultationskillsforpharmacy.com/pathways6.asp?P=4). You can also 
download the cards from this website, or from the CPPE website at: 
www.cppe.ac.uk which will make accessing the web links much easier. Then 
put the learning into practice by asking team members to work through the 
activities on the back of the card. Web links are provided for the videos, as well 
as QR codes for speedy access. To use the QR code you will need a QR reader 
on a mobile device (you can download a QR reader app for free on most mobile 
devices). 

Discuss the learning points from the activities and ask team members which skills 
they think they demonstrate and which they think they could improve. Agree 
together what they are going to practise before the next learning session. Try 
to fi nd time to observe your team members putting their new skills into practice 
and give them feedback on how they have done. We explain this in more detail 
overleaf (see Observing your team).



Examples of discussion points for training sessions

Here are some examples of how you can use the activities to facilitate a learning 
session. You can adapt these ideas for use with all the activities on the cards. 

Card 2: First impressions, Activity 1 - You are asked 
to watch an interview with Dr Kate Granger about how 
important it is to introduce yourself. After all the team have 
watched the video they could discuss how they would feel 
about introducing themselves to customers. Each team 
member could practise by saying, for example, ‘Hello, my 
name is Sarah, I’m the counter assistant’.

Card 2: First impressions, Activity 2 - You are asked 
to watch two videos and compare the skills of the two 
assistants. After everyone has watched the videos, discuss 
which assistant communicated better and ask everyone to 
refl ect on their own skills and decide which assistant they 
were most like and how they could improve. 

Card 4: Speaking and listening, Activity 1 - This activity 
has a list of commonly used pharmacy words that 
customers and patients may not understand. You are 
asked to think of simple words and phrases to explain 
these. Divide the words up between your team members 
and get them to think of simple ways to describe these 
words and phrases. Go round the group and ask them for 
one idea each. If they get stuck ask the other team members if they can help.

Card 11: Putting it into practice - This card is ideal for 
use in a group training session. You are asked to put all 
the learning into practice by doing a role play based on 
one of the videos you have watched. Role play may not 
be familiar to pharmacy staff so encourage them to take 
part. Explain that is a great opportunity to practise their 
skills away from the customers and that they can get 
constructive feedback to highlight what they did well and what they could have 
done better. The card explains how to organise the role play; you will need three 
people, one to play the pharmacy team member, one to be the customer and 
one to be the observer. Ask for a volunteer to go fi rst and then take it in turns to 
play each part. 

Top tips
Be attentive and focus on the person.
 Greet the person professionally, using their 
name (if known) and introduce yourself 
if you haven’t met the person before, for 
example, “Hello, my name is John, I am the
delivery driver from Acme Pharmacy”.
Think about the consultation as being a
shared discussion with shared decisions -
this is called establishing a shared agenda.
Do this by asking the person what they 
would like to discuss right at the start,
“What can I help you with today?”.

First impressions count. How you 
look and greet a person will create 
an immediate impression of you and 
the pharmacy in the person’s mind. 
It’s important that everyone coming 
into the pharmacy sees a positive, 
professional image of the whole 
pharmacy team and the services they 
provide.

2
 First im

pressions

Try out the 
activities 
overleaf.

Do you always stop what you
are doing and greet the person 
immediately, with a friendly smile and
a: “Hello, my name is... how may I
help you?”.

“Knowing someone is interested in you
from the start and wants to help meet
your needs and concerns feels so much
better.”

Activities - putting it into practice
1.  Hello, my name is… Kate Granger, a doctor who has recently been a patient herself, 

started the Hello my name is… campaign, because she noticed that not all of the healthcare 
professionals looking after her introduced themselves. Kate says that getting to know each other’s 
names is the first step to providing compassionate care. Getting the simple things right, means 
the more complex things will follow more easily and naturally.  
Watch the video, Hello my name is....Interview with Kate Granger:  
http://hellomynameis.org.uk/home 

2.  Watch, compare and think about your own practice
 Video 1  First impressions count 
 https://vimeo.com/user18926787/review/148851233/3d34309882

 Video 2  Hello, my name is… 
 https://vimeo.com/user18926787/review/148068166/cd1fd0bbd0

Which was better?
Did the assistants make a good first impression? Video 1 Video 2
 Did the assistants stop what they were doing as 
soon as the customer approached the counter? Video 1 Video 2

Did the assistants smile and greet the customer? Video 1 Video 2
If you had been the customer, which consultation 
would you have preferred? Video 1 Video 2

 Visit the Consultation skills learning topic at: www.thelearningpharmacy.com  
(Hotspots 1 and 2) for more learning on this subject.

Remember
…a good friendly start to a consultation is essential.

See Card 4 
to learn more 

about speaking 
and listening 

skills.

Activities - putting it into practice

Remember
…speak clearly, avoid jargon and use the right tone of voice. 
…listen actively - it’s just as important as speaking.
…don’t be judgemental.

1. Keeping it simple for safety
  Here are a few medical or pharmacy terms that we use every day. Think of some simple words 

or phrases you would use to explain these:

  Analgesic    Anti-inflammatory    Conjunctivitis    Anticoagulant    NHS 111    
A&E    Pre-payment certificate    Repeat prescription    MUR    NMS    EHC    
P Medicine    Take on an empty stomach

2. Watch this video about listening and summarising
 Video 5  Shared decision making, listening
 https://vimeo.com/user18926787/review/148068168/9a25ef8d36

 Watch the video and notice how…
 …the assistant starts by summarising what the person has already told her
 …the assistant pauses to allow him to confirm what she has summarised
 … she asks if he has tried anything already, watch how she doesn’t criticise him for using 

someone else’s medicine but provides advice
 …she gets agreement for the advice she has given
 …she addresses his concerns about it being serious
 …she confirms what they have agreed.

  Visit the Consultation skills learning topic at: www.thelearningpharmacy.com  
(Hotspots 3 and 7) for more learning on this subject.

On Card 5 you  
will find out more 

about open questions 
and Card 6 will look 
at body language in 

more detail.

Top tips
On the other side of this card is a role play activity 
where you are the pharmacy team member and
someone else acts as a customer. Ideally, a third 
person should observe the consultation.
The story is the same one that was detailed on
Card 9, so you may want to go back and watch that
video again before you do the role play. 
Here are the things the observer will be looking for.
You should:

 welcome the person politely and introduce yourself
  use good body language (arms and hands not
folded, direct eye contact)

  use words the person understands and avoid 
jargon

  speak clearly with a good tone of voice
  use open questions to gather information
  check the person’s understanding
  use reflective listening - that means actively 
listening and reflecting back all the key points

  explain the options and agree a plan
  close the consultation and provide a safety net.

Now it’s your turn to have a 
go! Before you work through 
this card make sure you have 
worked on the different activities 
presented on Cards 1 – 10 and 
watched all the videos. Now is 
your chance to practise with your 
colleagues, family or friends. 
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Putting it into practice

“All the staff at my pharmacy
make me feel they care about me
– they always have time for me
and are interested.”

Role play is ideal for developing 
your own consultation skills.



Observing your team 

After each learning session try to fi nd time to observe your team members, 
using the skill that has been discussed in the training session, to make sure they 
have understood the learning and have improved their communication and 
consultation skills. After you have observed them, provide some feedback when 
the customer has left, telling them fi rst what they did well and then what they 
could have done better. 

You can also use the different bite-sized hotspots on the Consultation skills 
learning topic at: www.thelearningpharmacy.com to plan extra sessions to 
improve your team members’ skills. Don’t forget to include all the members of 
your team who communicate with patients, including your delivery drivers!

Certifi cate of completion

Once your team members have worked through all the cards you can 
download certifi cates of completion from this web page: 
www.consultationskillsforpharmacy.com/pathways6.asp?P=4 
and sign them as a record of completing the learning.

We are always pleased to receive feedback about our learning resources. 
Perhaps you could share your ideas for using this new resource by 
emailing us at: feedback@cppe.ac.uk
or fi nd us on Facebook at: www.facebook.com/cppeengland 
or follow us on Twitter at: @cppeengland and @CSfPP.
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Contacting CPPE
For information on your orders or bookings, or 
any general enquiries, please contact us by email, 
telephone or post. A member of our customer services 
team will be happy to help you with your enquiry.

Email  
info@cppe.ac.uk

Telephone 
0161 778 4000

By post 
 Centre for Pharmacy Postgraduate Education (CPPE)
Manchester Pharmacy School
1st Floor, Stopford Building
The University of Manchester
Oxford Road
Manchester M13 9PT

For information on all our 
programmes and events: 
visit our website www.cppe.ac.uk

Share your learning 
experience with us:
email us at feedback@cppe.ac.uk
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