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KEY POINTS/HIGHLIGHTS

Episode 1: Building trust and rapport

* Building trust is essential to encourage patients to share information
and take part in decisions about their care.
* Trust is built through:
* A welcoming and open tone
Active listening and thoughtful questioning
* Transparency and honesty
* Acknowledgement of patient concerns
* Respectful and collaborative dialogue
» Effective strategies include encouraging patients to share more about
their experiences and what they have already tried, maintaining
professional standards while remaining approachable, explaining
treatment steps clearly, and respecting patient autonomy.

Episode 2: Fostering loyalty

* Loyalty is driven by patient experiences and continuity of care.

* Effective strategies include fostering inclusion by working together
with the patient, asking open-ended questions and validating their
concerns, offering personalised advice based on a full
understanding of their symptoms, and providing opportunities for
questions and follow-up.

* Loyalty is strengthened when patients feel heard, respected, and
supported.

You can access all videos here:
https://www.youtube.com/playlist?list=PLXg 1uVJPtYAIU9XihCU23zImfSA-XqOF

PURPOSE: This CPD Bites series aims to enhance pharmacists’ communication
skills by focusing on core human values essential to patient care: trust, loyalty,
and empathy. Through practical, scenario-based learning, the series highlights
how effective pharmacist—patient interactions can improve the management of
common ailments, support self-care, and foster stronger, more meaningful
relationships in everyday pharmacy practice.

Episode 3 : Demonstrating empathy

* Empathy supports patient comfort, trust, and openness.

* Demonstrating empathy includes acknowledging emotions, actively
listening with paraphrasing and clarifying, using calm tone and open
body language, and providing collaborative and respectful
recommendations.

* Empathy leads to better adherence, repeat visits, and greater
patient satisfaction and engagement.

» Effective strategies include allowing silence, avoiding judgement,
and maintaining professional boundaries with warmth.
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