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Abstract

Obijectives: To assess how patient perceptions of the clinical role of phar-
macists may be affected by use of the AIDET communication tool during
student-led health fairs, as well as how such events can help promote phar-
macy practice.

Setting: 12 community health fair screenings throughout northeastern Min-
nesota and northwestern Wisconsin, from February to November 2012.

Practice description: University of Minnesota—College of Pharmacy stu-
dents trained in the use of AIDET employed the tool’s techniques in their
communication with health fair patient attendees. Project participants were
those patients aged 18 years and older who successfully completed a health
fair survey.

Practice innovation: The AIDET communication tool is designed to pro-
vide consistency in patient encounters through the use of key words at key
times. AIDET is a mnemonic acronym that stands for acknowledge, intro-
duce, duration, explanation, and thank you. University of Minnesota—Col-
lege of Pharmacy students are taught how to use the AIDET framework in
classroom and laboratory settings prior to their interactions with patients at
area health fairs.

Intervention: Health fair attendees were asked to complete a survey to de-
termine their satisfaction level with student pharmacist-delivered pharma-
cy services.

Evaluation: 87 patients were surveyed, with a response rate of 22.5% and a
completion rate of 91.6%. The average age of the patient population for the
study cohort was 52 years, with greater than 50% being 65 years or older.
Patient ages ranged from 24 to 89 years.

Results: When AIDET techniques were employed in a health fair setting,
patients reported high levels of satisfaction with pharmacy services and said
they felt “happy, comfortable, and trusting.”

Conclusion: The AIDET framework provides a consistent process for pa-

tient-centered care delivery because it places emphasis on patient needs and

expectations. Use of the technique is capable of enhancing student and phar-
macist engagement with patients.
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PILOT STUDY OF PATIENT PERCEPTION OF PHARMACISTS AS CARE PROVIDERS TOOLS

ffective communication strategies that employ

methods for accurately providing and receiving in-
formation are critical to pharmacists’ development of
strong relationships with their patients and the deliv-
ery of consistent and appropriate care. Communication
with patients should not be seen as an everyday task,
but rather as an opportunity for pharmacists to enhance
patient outcomes and strengthen the value of pharmacy
within the health care system.

Pharmacists must be able to establish effective thera-
peutic relationships with patients if they are to truly
practice pharmaceutical care,' with the quality of the
pharmacist-patient relationship being dependent on
the quality of the communication between the pharma-
cist and the patient over time and multiple interactions.
Studies have shown that while practice experience does
not always improve communication skills,® educational
interventions can be helpful in teaching health care pro-
viders how to communicate more effectively with their
patients.*

One effective but underutilized communication
strategy for improving advocacy of the pharmacy pro-
fession and potentially influencing patient perceptions
is AIDET, a framework created by health care best prac-
tices developer and Studer Group founder Quint Studer
that involves using key words at key times.” An acro-
nym for acknowledge, introduce, duration, explana-
tion, and thank you, AIDET has been used to enhance
patients’ confidence in the care they receive. The Studer
Group has found that the more providers use each term
during communication, the higher the level of patient
satisfaction.® To date, AIDET has been successfully
implemented in hundreds of health care organizations,
helping improve clinical, operational, and financial out-
comes, as well as patient perception of care.”

Key Points

Background:

B Effective communication techniques are es-
sential to ensuring excellence in patient care.

I Health care professionals other than pharma-
cists have successfully employed the AIDET
communication framework.

Findings:

B Less than one-half of patients surveyed were
aware of the role of pharmacists in providing
point-of-care screenings.

I Implementation of the AIDET tool may help
pharmacy students and pharmacists increase
patient satisfaction and improve patient per-

ceptions about the types of services that phar-
macists are able to provide.
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Our pilot study assesses the effectiveness of the
AIDET tool by measuring the extent of change in patient
perceptions of the role of pharmacists during student-
led health fairs, as well as how such events can help pro-
mote pharmacy practice. Effective advocacy strategies
and consistent information from the pharmacy com-
munity is critical to informing patients about the types
of care and services pharmacists are capable of provid-
ing, what pharmacists add to the health care system, and
how pharmacist involvement in the health care team op-
timizes patient care.

AIDET is a framework for patient-focused com-
munication, and the purpose of its implementation is to
help students develop a culture of service. The frame-
work allows patients to connect the dots between what
they experience along the continuum of care. AIDET
personalizes the care experience through use of the pa-
tient’s name, detailed explanations of the patient-specif-
ic services to be provided, and expression of gratitude to
the patient for being selected as a provider.®

Since 2005, students at the University of Minne-
sota—College of Pharmacy have been employing the
skills obtained during in-class training with AIDET to
conduct community health screenings under the super-
vision of licensed pharmacists. The students test patient
blood pressure, cholesterol, blood glucose, and bone
density, as well as provide education on screening re-
sults and address any medication-related concerns.® Be-
tween 2005 and 2014, University of Minnesota—College
of Pharmacy students screened 4,080 patients at local
health fairs;” however, the impact of these events on pa-
tients” views of pharmacists” provision of such services
has not been previously explored.

The University of Minnesota—College of Pharmacy
incorporated the AIDET model into an introductory
pharmaceutical care class to prepare students to take
on new roles as pharmacy practitioners and to improve
communication at College of Pharmacy outreach events.
Since 2011, the college has offered a leadership commu-
nication course for first-year students across two cam-
puses, with approximately 170 students taking the class
each year. The AIDET model was implemented into the
course to help students achieve one of three key objec-
tives—to “demonstrate patient communication meth-
ods that are structured to enhance patient satisfaction.”!
Throughout the class, the instructor informs students
that the framework can be used in a variety of capaci-
ties—from patient encounters, teaching, and participa-
tion in student organization meetings to many personal
situations that could benefit from enhanced communi-
cation.

The purpose of incorporating AIDET into the class-
room is to engrain the tool’s concepts into students’
minds for use in patient care situations. Students are
provided information about the communication tech-
nique and then asked to employ it in the classroom
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