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Learning objectives

1. Understand the changing health landscape and its impact on pharmacy

2. Recognise the value of OTC medicines in delivering the self-care agenda, 
including in the Covid-19 world

3. Techniques for cross/upselling to increase patient satisfaction, retention and 
pharmacy revenue

4. Recognise potential barriers to patient support and how to overcome 



Population changes

Over 25% of the 
population over 60 by 
20241

Life expectancy rising but 
healthy life expectancy not 
keeping up1

1. Future of an ageing population. Government office for Science. OGL 2016
2. https://www.kingsfund.org.uk/projects/time-think-differently/trends-disease-and-disability-long-term-conditions-multi-morbidity

Chronic disease

About 15m people in the 
UK currently suffer from a 
chronic disease2

Long-term conditions now 
account for about 50 per 
cent of all GP 
appointments2

Changing NHS

Deprescribing

Social prescribing

Digital health

Additional pressures 
arising from Covid-19

Patient 
empowerment

Self-diagnosis

Health is a lifestyle 

Digital health – wearable 
devices

Patient choices

The changing health landscape



Squeeze on 
healthcare 
budgets

Central 
dispensing 

models

Intensifying 
competition 
e.g. online, 

supermarkets 
etc. 

Demand for 
convenience 

AND expertise

impact on profitability of pharmacies 

The pressure on pharmacy



Is self-care the answer? 



Self care…

“the ability of individuals, families and communities to promote 
health, prevent disease, maintain health, and to cope with 

illness and disability with or without the support of a healthcare 
provider”1

1. https://www.who.int/reproductivehealth/self-care-interventions/definitions/en/ 

World Health Organization



The potential for self care 

96 million
GP consultations 

per year1

are for minor 
ailments

1. BMRB International Limited (October 1997) Everyday Healthcare Study 1997: A Consumer Study of Self-medication in Great Britain
2. Quick Guide: Extending the role of community pharmacy in urgent care. NHS 2015 

2nd 
most common 
reason to call 

111 is dental pain, 
particularly at weekend2

– good use of resource? 

39% 
of GP time is spent 

dealing with patients 
suffering from 
self-treatable 

minor ailments1



Why is community pharmacy so important to self-
care?

Can help improve access to 
healthcare advice and support -> 
reducing inequalities & pressure 
on other parts of NHS

Reduce avoidable medicine-related 
emergency admissions to hospital

Illness prevention and chronic 
condition management 

-> free up GP time for more 
complex medical needs

Approx 60% of GP patients
could seek advice from a 

pharmacist1

1. Societal perspectives on over-the-counter (OTC) medicines Mayyada Wazaify et al, Family Practice, Volume 22, Issue 2, April 2005



Develop a lifelong habit and 
reduce cultural reliance on 
the ‘doctor’

Source: PAGB Self Care white paper 
2016 



Community pharmacists are the front-line in the provision of effective self-care

Long term conditions
The only accessible face of 
the NHS during lockdown

Public health support
To prevent the spread of 
infection

Recommendations
OTC medication to manage 

coronavirus symptoms

Medication 
Supporting those with symptoms 
[or shielding] to order medication 
online and have delivered

Reduce demand
on all parts of the health 

service at a time when 
demand is high

Advice for patient 
How to manage conditions 
if symptomatic

Pharmacy in the covid-19 world 



Making the most of digital consultations 

 A convenient and timely method to engage 
with patients

 Patients may feel more relaxed in-home 
environment 

 Should be used as a method of triage to 
assess if a face-to-face follow up is necessary

 Remote consultations with GPs rose by over 
100% in March 2020 from the previous month1

Ref 1: NHS Digital. Appointments in general practice — March 2020. 2020. Available at: https://digital.nhs.uk/data-and-information/publications/statistical/appointments-in-general-practice/march-2020 (ac  
June 2020)

Keep camera at eye-line

Be aware of talking over 
the patient 

Reassure patient regarding 
confidentiality 

Be appropriately dressed

Consent if recording

https://digital.nhs.uk/data-and-information/publications/statistical/appointments-in-general-practice/march-2020


What this might mean for pharmacies

Increased number of 
pharmacies are being forced to 

close

Patients are expecting access 
to their HCPs via digital means 
and are going online to service 

their healthcare queries and 
needs

Funding is becoming 
increasingly scrutinised saving
over £200 million of funding1

1.  PAGB Self Care white paper 2016 



It is not the strongest of 
the species that 
survives, nor the most 
intelligent that survives.

It is the one that is most 
adaptable to change

Charles Darwin



How can pharmacy adapt?

Could OTC medications offer a 
solution?

Is this more important in a covid-19 
world?

1
Become the first port of call in 

the healthcare system – as 
dispensing becomes a 

commodity, pharmacies need to 
develop a sustainable revenue 

stream 

2
Improve efficiencies of supply –

to meet rising dispensing 
volumes on a fixed budget 

pharmacies need to identify 
ways to improve efficiencies

3
Reflect changing consumer 

needs – convenience & 
expertise ‘on demand’



Pharmacy’s role longer term  

 Clinical pharmacy delivers 1.2m flu jabs annually1 –
experienced in delivery

 1.6m people visit a community pharmacy every day in 
England2

 UK Government has secured access to 90m doses of 
CV-19 vaccine when available3

 Pharmacy presents a perfect clinical setting to 
administer CV-19 vaccinations - > an opportunity for 
pharmacy to deliver other services? 

Ref 1: PSNC: Flu Vaccination data 17/18. Ref 2: DoH: Pharmacy in England, Building on Strengths – Delivering the Future NHS Ref 3: https://www.bbc.co.uk/news/health-53469269

https://www.bbc.co.uk/news/health-53469269


Summary

 The health landscape is changing
Population growth + NHS pressure = growing requirement for Self Care & Pharmacy expertise

 Pharmacy plays a crucial role in effective Self Care, empowering patients to understand 
illnesses and give them confidence in treatment outside of the NHS

 In the COVID world, pharmacies must adapt – how can we use digital to support patients 
effectively



Selling OTC



The benefits of OTC medications

PATIENT

Quick and easy access – average 
waiting time to see GP is 19 days1

70-90% of illnesses are addressed 
with self-treatment2

PHARMACY

Value of OTC medications £3.3bn3

Growth over past 2 years +3.6%£3

Pain relief + highest value category
(as COVID-19 has driven 
antibacterial sales)3

NHS

Deprescribing - NHS spends over 
£569m per year on prescriptions for 
medicines that can be  purchased 
over the counter4

Around 20 million GP appointments 
could be seen by community 
pharmacy5

1. https://www.england.nhs.uk/gp/case-studies/routine-gp-appointment-waiting-times-reduced-by-47-pickering-medical-practice-north/ 2. Segall A. A community survey of self-
medication activities. Medical Care 1990;28(4):301-10 3. Nielsen Scantrack Data Total OTC MAT Sept 2020 4. NHS England Consultation: reducing prescribing of over-the-counter 
medicines for minor, short-term health concerns 2018  5. Pharmaceutical Journal July 2019 vol 303 No 7927

https://www.england.nhs.uk/gp/case-studies/routine-gp-appointment-waiting-times-reduced-by-47-pickering-medical-practice-north/


The customer decision-making process1

PLAN PLACE PRODUCT

EVALUATION

Source: P2P Healthcare/OTC Survey 2017

NEED PURCHASE



How pharmacy can optimize their service

VISIBILITY

RANGE

PRICING

ADVICE

TEAM

signpost brands 
visible in all 
categories

You don’t need 
to stock 
everything

Motivate team. 
Upsell/cross 
sell based on 
needs

Add value –
you are not just 
selling 
medicines for 
cash

WWHAM –
patients expect 
advice from 
pharmacy



Selling skills



Why is patient communication 
important?

Support patients to get the most from the treatments & 
products you supply to them 

To ensure the right product is recommended

Work with patients to make decisions that promote 
better health outcomes

Allows cross-selling/upselling to increase patient 
satisfaction, retention and pharmacy revenue!  



Effective communication

01

02 04

03
05

Greet the patient and 
introduce yourself. 

Ask about visit to pharmacy
Direct to consultation room if 

necessary

Establish Rapport

WWHAM to find out more 
Gather information

Put patient at centre of 
decisions regarding care and 

treatment
Encourage patient to 

contribute own ideas re care

Shared decision making

Details on next steps, self-care etc. 
Signpost additional health 
information as necessary

Patient education

Confirm patient is happy with 
agreed plan.

Document & reflect.

Close consultation

https://www.pharmaceutical-journal.com/cpd-and-learning/learning-article/making-consultations-in-community-pharmacy-matter/20206990.article



Start with WWHAM

 Provides a basic structure for communicating 
and trying to obtain the necessary information 
about a customer’s condition

 Information allows you to officer advice and/or a 
product recommendation 

 Keeps the conversation focused and can help 
where patients are anxious, worried or 
embarrassed  

W Who is the medicine for? 

W What are the symptoms?

H How long have you had the symptoms?

A What action has already been taken?

M Are you taking any other medication?



Customer’s initial query will often provide you with some of the answers to the WWHAM 
questions

The key is to get the patient talking – build the questions into the conversation naturally. 
Speak slowly, clearly and ensure the patient understands you

Once you have the information you should be able to make a suitable product 
recommendation or refer to the pharmacist

Once you have fulfilled the product recommendation, remind the patient how to use the 
medicine. Ask if they would like further information



Barriers to effective communication 

• Speech impediment

• Deafness

• Poor sight

• Poor mental ability

• Mask? 

• Patients in a rush

• Patients who do not see the 
benefit of counselling

• Embarrassment

• Language and use of jargon

PHYSICAL EMOTIONAL



Communication in a mask

Talk 
Clearly

Speak 
loudly

Talk 
Slowly

Move 
somewhere 

quiet

Get patient’s 
attention

Use 
Gestures



Practice Time



Scenario 1

An elderly man attends your pharmacy concerned about erectile 
dysfunction. He is clearly very embarrassed.

 What questions would you ask this patient?

 How important is your tone of voice and body language?

 What role does the environment make to this patient’s 
willingness to discuss? What steps can you take?  



Scenario 2
On receiving her medication from you a patient, who is a 
nurse, declines your advice stating ‘I’m a nurse and use 
this medication with my patients all the time.  I don’t 
need your advice.’

 What role can WWHAM play in communicating with 
this patient?

 How can you effectively engage this patient in 
dialogue? 



Scenario 3

A lady presents to the pharmacy and it is clear that 
English is not her first language

 What other factors could be preventing effective 
communication with this patient?

 What steps can you take to support effective 
communication?



Patient education 

Between 30% and 50% of prescribed medicines are not taken as 
intended1 – patient education is critical

Pharmacy teams can help the patient:

1. https://www.england.nhs.uk/medicines-2/medicines-optimisation/

Manage any 
problems

Help improve 
overall health  

Involve the 
patient in decisions 
about their health
and wellbeing 

Enable patient 
to discuss any 
concerns

Find out 
about any new 
medicines 



Summary - How to deliver patient information 

 Be aware of patient’s language skills and 
adapt messages to fit

 Avoid the use of jargon!

 Use examples to reinforce the message 
you want to land with the patient

 Consider visual aids as appropriate

 Check the patient has understood

Sources of additional patient information:

1. PILs 

Improve patients’ knowledge and 
satisfaction1

For acute conditions can also improve 
patient compliance in short term1

2. Digital resources

NHS websites
Medicines.org.uk
Manufacturer websites
Charity sites 

1. How best to use and evaluate Patient Information Leaflets given during a consultation: a systematic review of literature reviews. Sustersic M et al 2016 



Cross and 
up-selling



Increase patient satisfaction
Demonstrates a commitment to
patient needs

Increase customer retention
When they feel valued, they return

Increase pharmacy revenue
Important to remain competitive

The benefits



Features versus benefits

The product 
‘characteristics’

Can be technical or 
descriptive 

How the feature 
BENEFITS the customer 

– WHY
How the customer’s life is 
improved by the feature 



VS

Contains paracetamol Contains paracetamol

Contain Optizorb Technology which 
allows the tablets to dissolve rapidly

Absorbed twice as fast as standard 
paracetamol tablets

Faster pain relief

FEATURES:

BENEFITS: Pain relief

Paracetamol



What might the differences be?

VS



VS

Example of upselling

ESOMEPRAZOLE



VS

Example of upselling

Paracetamol, Promethazine and Dextromethorphan



Cross selling

Suggesting products that could be purchased in conjunction with the primary product

Day Nurse/Day time capsule: Paracetamol,
Pseudoephedrine and Pholcodine
Night Nurse/Night time capsule: Paracetamol,
Promethazine and Dextromethorphan



Your turn!



Role play

A patient attends your pharmacy to purchase a 
cold and flu remedy. The patient self-selects 
generic paracetamol and a hot lemon drink. They 
do not ask directly for your advice. 

1. What questions would you ask this patient?

2. What additional recommendations could you 
make to the patient?



Summary 

 The health landscape is evolving and will continue to do so but there remains an important role for 
pharmacy and the team – the frontline of healthcare 

 Pharmacies need to adapt to this new ‘normal’ – may mean evolving what service you provide and 
how you provide it 

 Self-care will continue to be important and with it the role of OTC medications – pharmacy will be 
the first stop!

 Engagement to understand patient needs, in order to provide the right products and advice, 
presents a huge opportunity for those pharmacy teams willing to embrace

 If done right, can increase patient satisfaction and health outcome, support the wider healthcare 
agenda AND increase pharmacy revenue!   



Product Information 
Panadol ActiFast Tablets (Paracetamol 500 mg). Indications: Mild analgesic and antipyretic. Headache, migraine, tension 
headache, toothache, backache, rheumatic and muscle pain, dysmenorrhoea, sore throat, feverishness, symptoms of colds and 
flu. Legal category: GSL. PL holder: GlaxoSmithKline Consumer Healthcare, Brentford, TW8 9GS, U.K.
Information about this product, including adverse reactions, precautions, contraindications, and method of use can be found at:
https://www.medicines.org.uk/emc/product/6482/smpc
Nexium Control 20 mg gastro-resistant tablets and hard capsules.
Active ingredient: Esomeprazole. Supply classification: General Sales List (GSL). Indications: The short term treatment of reflux 
symptoms (e.g. heartburn and acid regurgitation) in adults. Further information about this product, including adverse reactions,
precautions, contra-indications, and method of use can be found at:
https://www.medicines.org.uk/emc/product/3660/ (tablets) and https://www.medicines.org.uk/emc/product/819 (capsules)
or from Pfizer Consumer Healthcare Ltd, Walton Oaks, Surrey, KT20 7NS.
Day Nurse and Day Nurse Capsules (paracetamol, pseudoephedrine hydrochloride, pholcodine). Indications: Relief of the 
symptoms of colds and influenza. Night Nurse and Night Nurse Capsules (paracetamol, promethazine hydrochloride, 
dextromethorphan hydrobromide). Indications: Symptomatic relief of colds, chills and influenza at night. Day & Night Nurse 
Capsules. Day-time Capsules (paracetamol, pseudoephedrine hydrochloride, pholcodine). Night-time Capsules:
(paracetamol, promethazine hydrochloride, dextromethorphan hydrobromide). Indications: Short term relief of the symptoms of 
colds and influenza during the day or at night. Legal category: P. PL holder: GlaxoSmithKline Consumer Healthcare, Brentford, 
TW8 9GS, U.K. Information about these products, including adverse reactions, precautions, contraindications, and method of use 
can be found at:
http://www.medicines.org.uk/emc/medicine/20670; http://www.medicines.org.uk/emc/medicine/20671; 
http://www.medicines.org.uk/emc/medicine/16069; http://www.medicines.org.uk/emc/medicine/19915; 
http://www.medicines.org.uk/emc/medicine/19916.

https://www.medicines.org.uk/emc/product/6482/smpc
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