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OBJECTIVES

This module can form part of your Team Tuesday training.

THE PROFESSIONAL

ASSISTANT
SERVICE EXCELLENCE

• Know the difference
between open and closed
questions

• Understand when to
use each type of question
to get the necessary 
information from a 
customer.

After studying this 
module, assistants will:

Questions that begin with
‘who’, ‘what’, ‘where’, ‘why’,
‘when’ and ‘how’ are known
as open-ended questions.
These encourage customers
to share their information and
engage in conversation with
you while also having time
to pause, think and reflect. 

Examples include: “What
are the symptoms?” “When
did you last smoke?” “How
often do you get these
symptoms?” 

The result is that the
interaction becomes an
exchange between you and
the customer, and less like an
interview or interrogation.

Sometimes, you may need
to ask questions to ascertain
facts or confirm information.
In these cases, it would be
best to use closed questions,
which result in ‘yes’ or ‘no’
answers. 

Examples include: “Are
you in pain?” “Do you

smoke?” “Would you like
more information?”

In many situations, it’s
best to use a combination of
open and closed questions.
For instance, open questions
can be used to initiate
conversations and closed
questions can confirm any
information before you
make a recommendation.
For example: “What are the
symptoms of your rash?”
Then: “Is it itchy?”

Questions:
open or closed?

Asking questions 
is a vital part of your
communication with
customers 

??
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IN ACTION

v
04
Assistant: Does he take any
other medicines?  

Note: A closed question is
appropriate, but it would be
better to ask: ”Is he taking
any other medication for
this or any other reason?”
This question is more
specific and removes any
ambiguity. If the answer is
‘yes’, you may need to refer
to the pharmacist.

Read the following scenario and think
about the questions and how this
interaction could be improved.

Remember!
Use open questions to engage in conversation and elicit
full answers; use closed questions to confirm information.

03
Assistant: Has he tried
taking a honey and
lemon cough mixture?

Note: This question only
elicits a yes or no answer
and does not get all of
the necessary
information. It would
have been better for the
assistant to ask: “What
cough medicine has he
tried already?” This
would find out if he had
used a cough mixture
that wasn’t appropriate
for his symptoms or had
not helped.

02
Assistant: Does he have a non-productive cough?
Mrs Jones: Yes.

Note: Again, this is a closed question and doesn’t encourage
dialogue. The assistant should ask: “What are his symptoms?”
to enable Mrs Jones to describe them in her own words: “It is a
tickly and irritating cough that is keeping him awake at night.”
It is also best to avoid medical terms such as ‘non-productive
cough’, as many people won’t know what this means. 

01

!

Mrs Jones: I’d like to buy a cough medicine please.
Assistant: Is this for you?
Mrs Jones: No.

Note: The assistant’s question is closed and does
not open up the conversation for Mrs Jones to
offer any further information. If the assistant had
asked an open question, such as: “Who is the
medicine for?” it would have enabled Mrs Jones
to answer more fully, for example: “It is for my
husband, who has had a cough for three days.”
This way she has told you answers to two of the
WWHAM questions already.
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A new way of accessing
Training Matters
Welcome to Training Matters’ new digital platform –
all your learning and development news, views,
features and analysis, easily available on the move or
in your pharmacy.

Check it out, join our growing online community and
let us know what you think. Everything you need is
just one click away: www.tmmagazine.co.uk

In print and now
online – on desktop,
mobile and tablet 

tmtrainingmatters

THE MAGAZINE FOR PROFESSIONAL ASSISTANTS

Registration is quick, easy and free. The
same email address can be used to

access all of Communications
International Group’s pharmacy titles,
including Pharmacy Magazine, P3 and
Independent Community Pharmacist.

www.tmmagazine.co.uk

REGISTER NOW
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THIS MONTH’S COMPETITION

WIN
an iPad mini

Visit:
www.tmmagazine.co.uk/

competition-August15 

WHICH OF THE FOLLOWING
STATEMENTS IS TRUE?
a.The optic nerve takes information from the cornea to the lens
b.Infective conjunctivitis can be caused be a bacterial or viral infection
c. A sticky yellow coating on the eyes is a symptom of dry eye syndrome
d.Artificial tears can treat allergic conjunctivitis

For terms and conditions, go to tmmagazine.co.uk. Closing date: 25 September 2015.
Warning: The content contained in this module is the copyright of Groupe Eurocom Ltd © 2015 and cannot be
reproduced without permission in the form of a valid written licence granted after July 1, 2011. Unbranded
pictures copyright Photodisc/Digital Stock/iStockphoto. Published under licence by Communications International
Group Ltd, 162-168 Regent Street, London W1B 5TB. Tel: 020 7434 1530. Email: TM@1530.com

and correctly answer this
question based on the
August Professional
Assistant module for
your chance to win an
iPad mini!
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