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Objectives

1. Describe different communication styles.
2. Explain the effect of communication style on relationships and the value of self-

awareness.
3. Describe how communication styles tend to vary across cultures and patients.
4. Identify strategies on how to handle crucial conversation.
5. Describe how emotional intelligence and intellectual intelligence help manage 

crucial conversations.
6. Discuss the role of the pharmacist on healthy communication with patients and 

others.
7. Value the role of the health care professional as a communicator
8. Create a strategy to assure professional evidence base communication 

skills are present when managing difficult conversation on a pharmacy 
practice site.
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Communication Types

I. Verbal communication
- is considered as the most frequent form of patient interaction

- Listen, understand and respond in a manner that encourage continue interaction

II. Non-Verbal communication
- happens person-to-person and is as important as verbal communication

- message is transmitted through our body language, personality, and tone of voice
- The key part of effective nonverbal communication is the capacity to read other people’s body 

language accurately as well as the ability to alter one’s own body language in response.
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Communication Types

III. Written
- refers to any message or information conveyed through written symbols

- tends to be more permanent and easily referenced

IV. Visual
- includes any message or information conveyed through visual aids

- engaging and can convey complex ideas quickly
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Communications Styles

A communication style describes:

- the approach you take to share messages with others.

- an inherent way of communicating or implement a specific style 

based on the situation.
- For instance, conflict resolution may require a usually passive individual 

to adopt a more direct form of communication.
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Effect of 
Communication Styles 
in a Relationship & 
Self-awareness Value



Communication Styles are:



Self-Awareness is:
- having a clear understanding of your personality, 
your thoughts, emotions and ultimate behaviors.

Also…
- It allows you to better understand how you affect 
other people, how they perceive you and how you 
ultimately manage your responses to them making 
sure they are an important part of the conversation.



Communication 
style, cultures & 
patients
The impact of cultural competency to serve patients



We need to understand the concept 
of cultural competence…
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There are many different 
aspects and variations in 

culture. 

Providing care should always 
be based on an assessment of 

individual needs.



What value do we bring?

- highly trusted health care professionals
- accessible health care providers in their community
- supportive pharmacist/pharmacy technician
- welcoming environment / dedicated spaces for wellness 

services and pharmacist consultations
- knowledge / education
- alternatives of treatments on the community
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Strategies -
How to handle crucial 
conversation…



Most common 
challenge/difficult patient 
profile we attend at 
pharmacist setting is…
Angry/Mad/Upset patient 



Best Practices – Managing
Angry Patients/Customers

1- Do NOT take it personally

2- Stay Calm & LISTEN

3- Empathize with your patient/customer 
experience

4- Explain to the patient the solution and 
how you will solve it

5- Calm the patient/customer by asking 
questions

6- Be polite at all times

7- Repeat the process/steps until 
patient/customer situation is solve or calm
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1- Emphasize your genuinely care and 
have the desire to help him/her

2- Explain why you are not able to help 
him/her and justify the reason(s)

3- Repeat step 1 &2 until the 
patient/customer understand or calm 
down

Do’s If nothing can be done:

9 Effective Ways To Handle Angry Customers (with Examples)
By Quinn Malloy
|27. October 2020|Customer Support - Service & Support



Best Practices – Managing Aggressive, 
Verbal Abusive Patients/Customers

1- Assure the patient/customer you are competent and want 
to help
2- Explain that his/her behavior is not helpful and delaying 
the help
3- Offer a calmer discussion or suggest a call out later or 
another time to discuss
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Emotional Intelligence (EI) and 
Intellectual Intelligence (II)
• Emotional Intelligence 

• the capacity to be aware of, control, and express one's emotions, 
and to handle interpersonal relationships judiciously and 
empathetically.

• Intellectual Intelligence
• human intelligence, mental quality that consists of the abilities to 

learn from experience, adapt to new situations, understand and 
handle abstract concepts, and use knowledge to manipulate our 
own environment. 
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Recognize that…

Four key elements of emotional 
intelligence:

• self-awareness
• self-regulation

• social awareness
• conflict management skills.
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•Associative memory - The ability to 
memorize and recall

•Numerical ability - The ability to solve 
mathematical problems

•Perceptual speed - The ability to see 
differences and similarities among objects

•Reasoning - The ability to find rules

•Spatial visualization- The ability to 
visualize relationships

Emotional Intelligence Intellectual Intelligence

https://www.health.harvard.edu/mind-and-mood/emotional-intelligence
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Business opportunities are like 
buses. There's always another one 

coming.

“
Richard Branson”
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It’s all about the healthcare professional 
communicator role through the …
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Strategy to assure professional evidence base 
communication skills are present when 
managing difficult conversation on a 
pharmacy practice site

How to be consistent? 
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5 Quick Tips on Improving Communication in Pharmacy

1. Keep it Short and Simple
2. Focus on Key Messages
3. Ask Audience to “Teach Back” to Check Understanding
4. Encourage Questions
5. Provide Easy-To-Read Materials
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Thank you!
The difference on difficult conversation 
is made by you always.


