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Dear Pharmacy Manager

Consultation skills for pharmacy support staff – a new CPPE resource
We are delighted to be sending you this brand new learning resource to use in your pharmacy, to help 
develop the communication and consultation skills of all members of the pharmacy team. 

Excellent communication and consultation skills are a key part of providing safe and effective pharmacy 
services. You will probably be aware of the Consultation skills for pharmacy practice programme 
(www.consultationskillsforpharmacy.com) which was launched in March 2014, to support the 
development of consultation skills for pharmacists and pharmacy technicians. You will also be aware how 
important it is for the whole pharmacy team to have good communication skills.

CPPE, working in collaboration with national pharmacy bodies, has developed this set of cards, which 
are supported by a range of other learning resources. These learning resources are for all members of 
the pharmacy team, whether they are a dispensing assistant, a medicines counter assistant, or the driver 
delivering medicines to patients’ homes. Pharmacists and pharmacy technicians will also fi nd them useful 
as a quick reminder of the importance of effective consultation and communication skills and can use them 
as a tool to train other team members. 

What does the learning look like?
The cards
These have been designed to be used by individuals, or to support staff training in the pharmacy. They 
provide fl exible learning, with each card covering a separate topic, for example, First impressions or 
Patient-centred care. The cards contain key learning points and top tips, supported by activities that 
encourage refl ection on practice.

 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). We would encourage 
pharmacy team members to access the videos in their own time, or as part of a training session away from 
the dispensary or shop fl oor. 

theLearningpharmacy.com 
Consultation skills is a new learning topic on theLearningpharmacy.com, the CPPE open access online 
learning environment for the whole pharmacy team. Some of the card activities point to these short 
interactive challenges. This is a great opportunity for team members to access: 
www.thelearningpharmacy.com if they haven’t done so before. 



Easy to use and access
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 be easily opened so that single 
cards can be removed and shared among staff. 

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. 

In addition to these new resources, there is also an extensive range of learning resources to support 
pharmacy professionals and their teams in developing their skills so that they can meet a set of practice 
standards for consultation skills on this website: www.consultationskillsforpharmacy.com 

Ideas for using this new learning resource
The leafl et which accompanies the cards sets out ideas and suggestions for using this new learning 
resource, for example:

•  work through the cards and the other learning resources they point you to, as a team

•  use the cards as the basis for a weekly training session 

•  encourage each team member to work through one of the cards (and the associated resources) each 
week, feeding back their learning experiences to the rest of the team.

We hope you will fi nd these new resources useful and that they will give all members of 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 your pharmacy. 

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.

Yours sincerely

Professor Christopher Cutts 

Director, Centre for Pharmacy 
Postgraduate Education 

Sally Greensmith

Regional tutor and programme developer
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