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Evaluation of communication training to help pharmacy students identify patients’ intentions and

expectations
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Abstract ; An empathetic attitude and the ability to identify patients’ intentions, expectations, and feelings are
important for pharmacy professionals, helping them to establish a relationship of trust with patients and to practice
better pharmaceutical care. We developed and evaluated a practical training program aimed to help pharmacy
students communicate with patients in an empathetic manner to identify their intentions and expectations. The
training program included counseling skills, training, and a role-play exercise in which the students played the roles of
the patients, pharmacists, or observers while the first interview of the patient’s history and while providing
compliance instruction; it used a dialogue model in which the pharmacist reads the patient’s emotional cues and then
delves into their feelings and expectations. Most students (91%) performed empathetically; 89% and 39% of students
successfully identified patients’ emotional state and their intentions and expectations, respectively. Majority of
students who assessed themselves as successful in identifying patients’ intentions and expectations said that they had
applied some counseling techniques. Our results showed that pharmacy students’ self-assessed knowledge, skills, and
attitudes related to communication with patients were significantly improved after the training program. In

conclusion, the training program was useful in helping pharmacy students to gain a more empathetic attitude and to
improve their ability to identify patients” intentions and expectations.
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