Currently at a large acute Lothian teaching hospital, pharmacy
technicians involved in “one-stop dispensing” are not involved
with patient counselling. It was felt that extending the
technicians’ role into patient counselling would allow
pharmacists to develop a wider pharmaceutical care model
and enable pharmacy technicians to develop counselling
skills. Educating patients on the correct usage of their
medicines and potential / common side-effects could lead to
increased compliance.! By developing a valid, reliable and
practicable tool, a standardised approach could be taken to
ensure consistent information is given to patients.

To identify current patient counselling practices and methods used to deliver patient counselling in hospital
pharmacies throughout Scotland.

To develop a generic patient counselling tool for use by pharmacy technicians.
To implement the tool over a four week period on identified patients.

To evaluate the patient counselling tool at ward level when used by pharmacy technicians.

Hospitals throughout Scotland were contacted to identify whether pharmacy technicians were undertaking patient
counselling and what methods were in place.

Structured interviews with pharmacists were conducted to agree layout of generic patient counselling tool.
A pilot study over a 4 week period was carried out.

The patient counselling tool was evaluated through structured interviews with the pharmacists and focus group with
pharmacy technicians involved in the pilot. A patient satisfaction survey was carried out.

The responses from the hospitals contacted indicated 20 out of 25 (80%) pharmacy technicians carry out patient counselling.
Of the hospitals who undertake patient counselling, 5% have a standard operating procedure and 65% have a training pack.
There was no consistent approach to patient counselling.

A generic patient counselling tool was developed (figure 1). A specific patient counselling tool for Prednisolone tablets
(figure 2) and Alendronate tablets was developed using the generic model.
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Patient Counseling Tool Patient Counselling Tool ~ Corticosteroids (Prednisolone E/C Tablet)

Nine patients were counselled over a 4 week period with feedback being:

“ the pharmacy technicians who were counselling, had a pleasant and professional manner with the patients” - pharmacist
“ .... they are interacting with you more and you are interacting with them” - pharmacy technician

“ lour coding brings it out at you” — pharmacy technician

“you build up confidence” — pharmacy technician

“reminded you of areas you may routinely forget to say” — pharmacy technician

Feedback from the nursing staff via the pharmacist indicated that they found the development useful “as they are often pushed to
counsel patients”

Results from patient satisfaction survey indicated that the patient found the information helpful and the level of information was just right.

No negative responses were received from the patients.

The feedback highlights the potential for the future development of a multidisciplinary tool to ensure patients obtain maximum
benefit from their medicines.t
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