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Promising results from the evaluation of an education programme for
pharmacy workforce to support patient-centred counselling.

Authors
Husted GR¹, Rossing CV¹, Jacobsen R², Hedegaard U³, Kaae S², 
Almarsdóttir AB², Fosgerau CF⁴

¹ Pharmakon, Danish College of Pharmacy Practice, Hillerød, Denmark

² Department of Pharmacy, University of Copenhagen, Denmark

³ Clinical Pharmacology, Pharmacy, and Environmental Medicine. 
 Department of Public Health, University of Southern Denmark

⁴ Department of Nordic Studies and Linguistics 
 Language Psychology. University of Copenhagen, Denmark

Counselling first hand: 
Understanding the patient and 
yourself through mentalizing

Conclusion

The programme promoted the participants’ awareness 
of mental states and mentalizing communication skills, 
enabling them to centre the interaction around the patients’ 
perspectives. The results are promising to support pharmacy 
workforce to act truly patient-centred (figure 1) in counselling 
patients and to prevent or reduce job-related stress and 
burnout. 

In Denmark, the programme is now offered to the entire 
pharmacy workforce.

The qualitative results

The qualitative evaluation revealed three themes:

Purpose

The purpose was to evaluate participants’ knowledge 
of mentalizing in a pharmacy practice context and their 
competencies and benefits of transferring this to knowledge 
about how to act and communicate in mentalizing ways 
in pharmacy encounters, with the potential of establishing 
patient-centred counselling.

Method 

A mixed method evaluation comprising written reports 
with 36 qualitative questions open ended answered upon 
completing the programme, quantitative measurement of 
Level of Emotional Awareness and Job Satisfaction Measure 
before and after the programme and a Course Experience 
Questionnaire measured after the programme.

Background

A theory-driven education programme was developed with the 
aim to increase the pharmacy workforce’s mentalizing abilities 
and enable them to be aware of and navigate their own and 
patients’ emotions in a counselling situation. The topics in 
the programme include the mentalizing mindset, mentalizing 
communication and pharmacy practice. The 2,5 ECTS 
programme was developed in Denmark and tested in Denmark 
and the Netherlands. The programme was developed with a 
user-driven workshop format that included perspectives from 
patients, pharmacy workforce and proprietors.

Reference

What is mentalization?

Mentalization describes the ability to understand the thoughts, 
feelings and needs that underlie what we and others say and do 
– the ability to understand one’s own and other’s minds. 
Mentalizing communication enables mentalization in practice and 
uses mirroring, active listening paraphrasing models (figure 2).
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Figure 2: Mentalizing in community pharmacies.
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The quantitative results

Table 1 Ref: Lane & Schwartz, 1987

Table 2 Ref: Traynor & Wade, 1993

Table 3 Ref: Curtis & Keeves, 2000

Subscales Mean (SD) 
Before (N=23)

Mean (SD) After (N=23) P-value

LEAS SELF 2.6 (0.61) 3.1 (0.45) <0.001

LEAS OTHER 2.2 (0.55) 2.9 (0.43) <0.001

LEAS TOTAL 3.0 (0.47) 3.4 (0.48) <0.001

Subscales Mean (SD) 
Before (N=24)

Mean (SD) After (N=24) P-value

Personal satisfaction  4.1 (0.40) 4.3 (0.49) 0.056
Satisfaction with 
workload  3.7 (0.35) 3.8 (0.36) 0.179

Satisfaction with 
professional support 4.2 (0.35) 4.2 (0.44) 0.395

Satisfaction with training  4.0 (0.40) 4.2 (0.44) 0.062

Satisfaction with pay 3.8 (0.41) 4.0 (0.34) 0.014

Satisfaction with 
prospects 4.1 (0.39) 4.3 (0.47) 0.042

Satisfaction with 
standards of care 4.0 (0.34) 4.3 (0.42) 0.004

Overall satisfaction 4.2 (0.57) 4.1 (0.50) 0.480

Overall evaluation (N=23) 
Overall, I was satisfied with the quality of the programme

n (%)

Strongly disagree 0 (0%)

Disagree 1 (4.3%)

Neutral 2 (8.7)

Agree 11 (47.8%)

Strongly agree 9 (39.1%)

Results of the Level of Emotional Awareness questionnaire
(20 questions)

Results of the Job satisfaction questionnaire (44 questions)

Results of the Course Experience Questionnaire (25 questions)

Figure 1: A patient-centered approach to counselling.
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Results from Denmark

28 participants (one male; 14 pharmacy technicians, 13 
pharmacists and one pharmacy owner) from 11 community 
pharmacies in Denmark attended and completed the 
education programme.

The programme spans four months and combines physical 
attendance with online modules and practical homework 
between modules.

Theme 1

Awareness of emotions and communication skills are 
important elements when mentalizing is the goal

Theme 2

It’s far more than just a dispensing situation 
– I now tune into the patient

Theme 3

I don’t have to hide behind the screen any longer

Theme 2

It’s far more than just a dispensing situation 
– I now tune into the patient

Theme 2

It’s far more than just a dispensing situation 
– I now tune into the patient

Mentalizing means that you try to understand other 
people’s mental states – emotions, thoughts and 
 needs – and use it in your communication with them. 
At the same time you’re also focused on your own 
emotions and how the meeting with the patient is 
affecting you.

I listen actively for small cues, expressions and look 
for body language that could be alarm signals. Things 
that I would have missed before or maybe was ‘afraid’ 
to follow up on because I thought it might make a 
situation worse.

I ask more open-ended questions, so that it doesn’t 
become a guessing competition but more of an open 
dialogue between me and the patient. I tune into the 
patient.


