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Dr Mohanad Odeh: lecture notes — Pharmaceutical care and Communication skills

(Misl) Esdacall dleyl ‘_. Pharmaceutical care and Communication _. Jlasdl &l,lga
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Learning Curve, the DK Effect —D luss sushad Jo¥l aiybill

1) David Dunning and Justin Kruger research was interpreted to DK effect (5 stages)
- . . (52255 lado 5 6,5 ez L) . .
a cognitive bias in which people of low ability have illusory superiority and mistakenly

assess their cognitive ability (Skills , Knowledge) as greater than it is.

Dunning-Kruger Effect

Unskilled and Unaware of It: How Difficulties in Recognizing
A One’s Own Incompetence Lead to Inflated Self-Assessment,

Nobel Prize Psychology 2000

o« 48 competence sxve josis
confendance oxie (5Sy + ddd>
Mount _eud ddaddl gla Jle
.................................................................. L Jar 1 ool e stupidity
- valley of despair sees > pudiy

100% —

- Competence oxie ol (s
V-, Lydi a9 and confendance
' expert o gla Jac delus
- (expert=x51 ol Jas delus), o)
]
No nothiig Experience Expert >
(Knowledge in field)

Confidence

0%

Ref: Kruger, Justin; Dunning, David (1999). "Unskilled and Unaware of It: How Difficulties in Recognizing One's Own Incompetence
Lead to Inflated Self-Assessments". Journal of Personality and Social Psychology. 77(6): 1121-1134. doi:10.1037/0022-3514.77.6.1121

| @I know everything

There’s more to this

) than I thought Trust me. It's

complicated @

It’s starting to

I'm never going “@. Make sense g
to understand this

Confidence

?
; .Huh.

Knowledge in Field

What is Professional Development ?

Why is it described as Tantalization?
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Equation for Professional development

Professional Development = (CXC)® e Blydl gl yaghadll dlslea
36l NEEN Py
& (Competence X Commltment)(Beha"in+Attitude) (28gall + Jgludl)

Sl Competence = Knowledge + Skills ool godadl4 duyladl 45 yoall=3. 1S
o B 2
2ax)l @ Knowledge = Knowing + Understanding, formal education.

S olle
il

@® Skills = Doing it + Practicing it, experience.
..... aJJl Commitment = Motivation + Confidence  dadl + gdlul = al3l

® Motivation = Enthusiasm (Internal + external) + Moral Satisfaction.

® Confidence = Self-awareness + Believes + self-assurance.

l _" (DK Curve) 2] dslaall gla
* DUNNING KRUGER EFFECT " L232 Professional and
personal
HIGH PLATEAU OF
HIGH /\ _/\3 = SUSTAINABILITY
PEAK OF
“MOUNT STUPID”
SLOPE OF
ENLIGHTENMENT

3]

z

a

=

S
LOW - VALLEY OF DESPAIR

| >

KNOW-NOTHING COMPETENCE GURU
KNOWLEDGE - EXPERIANCE

expert can known person of Mount stupid (only expert)
expert yasid Jo>ii ol expert aswi 488l o mount stupidity Ul e alsell &b Ladl

valley of disparil=] sokidlg Blasdl Ll (Frist station)g8ls)l dlys] o9
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<lal3d1 13] (Knowledge + Skills) Juze lgs 25 (Competence) 8:S duze 1S lgo
sao ¥ Professional =2 (Commitment=0) saall J| Joss ol s20 oS
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Motivation can be Internal (315 281s) or external (>l 281s)

(Behaviour + Attitude)eew 321 b ?
(ool el yghay Al e adl) liBMeg yuldl fpo ASglu ey d8lyall LB L behaviour J!
oWl o 03w Log s g clig L 068 Attitude J! Ll

General behaviour and specific behaviour ® ple JSii

kaMs e gdaii Professional J! dsles

General behaviour (st £ s iy ol i Baall: Maa ) 7y osbs e £ 0830 2 ol g
axlg o BT 0S5 7y e oS g0 Aol duse Ly 8:lSg alid] duse lage- axlg oo 81 0655 -
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( not Professional) sa o g3 Jau 7y <Lgé eye contact 9425 communication
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valley J mount ;» bsdudl d> o
Olao
Let us See Q -Start realizing gaps oyl
il e Slao -Humbling experience -Emotional difficulty valley &4t
-lgnorance is bliss -Recognizing limitati : i
| _ . gnizing limitations - Frustration & Self-Doubt ; ;
I\él&uri\:cji}) '\ ~Overestimated ability -Growing self-awareness Newiestine [ raa e of dispari
pidity -Lack of true awareness _Decreasing confidence - Navigating Uncertain yj
-Confidence without foundation - Building Resilience
3 . -Skill development DUNNING KRUGER EFFECT
d>yo Olao -Knowledge development pumor
slope of dUl Q - Effort and practice ﬁﬁ;um&, Jf%
enlightenment - Focused learning A== o g
- Confidence with humility
- Confident expertise ’ ‘
- Continuous learning T —

- Respect other experts

- Identify the need for a
development plan

- Being specialised \

Y

Plateau of sustainability dlyl d>sall Olae
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dall e elde o oS3 sl yyghad Fyylo Joandl itk

digital skills + 34>}l

Person & |

development

Self-management & Leading
interaction with others

Management & Leading
People (Manage others)

Management &
Leading Business
Operations

Full list Pharmacy Management\ql Leadership — Modules in Hashemite University
/7

Management &
Leading Economy
(Microeconomy)

Self-awareness

Coaching & Mentoring

Strategic planning

Understanding
concepts

Behavioural sciences,
Psychometric Analysis (Basic,

Management (Planning,
Organising & controlling)

Business plan
development

Budgeting

Goal setting

Performance managing

Crises Management

Selling Skills (Basic, Advance
level)
Selling with Clinical Paper

Conflict resolution

Information
management

advanced)
Leadership (Basics, Marketing & . .
Effective Communication skills . P . g Financial reports
Intermediate, advanced) Advertising
. . . Team building and Operation .
Emotional intelligence L Accounting records
Motivation management
. . . Total Quality
Time & Priority Management Delegation
Management

Pharmaco-economy
(Basic, Advanced)

Presentation skills

Hiring & appraisals

Pharmacy _Clinical Management

Negotiation techniques

Virtual team management

Medication Management, Therapy

Management, Medication appropriateness

Problem Solving and Stress
Management

Feedback essentials

Systems for Medication Errors & Codes,
Pharmacovigilance, and Side Effect
Management

Decision Making

Change Management

Health-related Quality of Life & Self Efficacy

Creative Thinking, Innovation

& Entrepreneurship

Risk Management

Adherence-compliance, Belief about
medications.

Y,

Olaasall s e Syiin Gew bo bl dslaally ol 13
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Scientific Learning Process &

For the Public and

Tips for the Leaders to Develop

Stages Reality Subordinates
. Mountain of Stupidity Phase (
Unconscious Incompetence: .
. . . . Unconscious Incompetence)
This is the starting point for most Mountain of . e r.
e . . Assessment: Identify the specific skills &
individuals when encountering a Stupidity:

new skill or topic. In this phase, a
person lacks the necessary
competency or ability, yet they
tend to overestimate their
capabilities. This overconfidence
arises from a lack of awareness
about the complexity of the task at
hand.

-lgnorance is bliss
-Overestimated
ability
-Lack of true
awareness
-Confidence without
foundation

knowledge lack.

Provide Information: Clearly explain what
competencies are needed and why they
are important.

Set Goals: Help them set achievable goals
to close these skills — knowledge gaps.
Exposure: Introduce them to the
resources (courses, materials, mentors)
that can assist in skill acquisition.

Conscious Incompetence:

As individuals learn and gain more
experience, they often transition to
this phase. Here, they start
recognizing their limitations and
become more aware of the gaps in
their knowledge or skills.
Confidence may decrease during
this phase as the realization of
their incompetence sets in.

The Ascent, Despair
- Learning
-Start realizing gaps
-Humbling
experience
-Recognizing
limitations
-Growing self-
awareness
-Decreasing
confidence

The Ascent, Despair — Learning Phase
(Conscious Incompetence)

Structured Training: Provide organized
training sessions to build foundational
skills.

Constructive Feedback: Give timely and
constructive feedback to guide
improvement.

Practice: Encourage regular practice to
enhance competence.

Motivation: Recognize their progress,
boosting their motivation to keep
learning.

The lowest point
Individuals grapple with self-doubt
and uncertainty. It's a period
marked by emotional turbulence
as the initial excitement gives way
to the realization of the challenges
ahead. However, navigating this
valley is an opportunity to build
resilience, pushing through
difficulties and emerging with a
deeper understanding of the
subject matter. This phase often
serves as a turning point, setting
the stage for the transition toward
the "Conscious Competence"
phase, where focused learning and
more grounded confidence await.

Valley of Despair
The transition from
the "Mountain of
Stupidity" to the
"Starting of Expert
Peak,"
-Emotional difficulty
- Frustration & -
Self-Doubt
- Navigating
Uncertainty
- Building Resilience

Valley of Despair Phase (The lowest
point)

Psychological Support

Provide Encouragement: Reassure them
that this phase is a natural part of the
learning process, and they're not alone in
facing these challenges.

Foster a Supportive Environment: Create
a safe space where they feel comfortable
discussing difficulties and seeking help
from peers or mentors.

Celebrate Learning: Emphasize that
mistakes and setbacks are opportunities
for growth, fostering a mindset of
continuous improvement

Goal Setting and Progress Tracking
Goal Breakdown: Help them break long-
term goals into smaller, achievable
milestones to maintain a sense of
progress.
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Reinforce Purpose: Remind them of the
value and reasons they chose to learn the
skill, rekindling their motivation.

Conscious Competence
With deliberate practice and
continued learning, individuals
gradually move into this phase.
They become more skilled and
competent, but it requires
concentrated effort and focused
attention.
Confidence starts to increase, but
it remains tempered by the
awareness that there is still more
to learn.

Enlightenment
Nearing the Summit
-Skill development
-Knowledge
development
- Effort and practice
- Focused learning
- Confidence with
humility

Enlightenment Nearing the Summit Phase
(Conscious Competence)

Advanced Training: Offer more
specialized training to hone specific skills.
Encourage Problem-Solving: Ask them to
tackle real-world challenges that require
critical thinking and creativity. Encourage
them to devise solutions independently.
Autonomy and Responsibility: Give them
more autonomy in decision-making and
problem-solving. This boosts confidence
and reinforces their conscious
competence.

Regular Review: Schedule regular reviews
to ensure skills remain sharp. Identify
areas for refinement and additional
training as needed.

Unconscious Competence (10,000
working hours)

This is the mastery phase.
Individuals who reach this level
have honed their skills to a point
where they can perform the task
with ease and precision, often
without conscious effort.
Confidence is high in this phase
(80%), but interestingly, it tends to
be more grounded and humble
compared to the unwarranted
confidence displayed in the
"unconscious incompetence"
phase.

1%t level Expert Peak
- Confident expertise
- Humble
- Continuous
learning
- Respect other
experts
- Identify the need
for a development
plan
- Being speclialised

Expert Peak Phase (Unconscious
Competence)

Mentorship Roles: Encourage them to
mentor colleagues or new team members
in areas where they've achieved
unconscious competence. This reinforces
their knowledge and fosters a culture of
continuous learning.

Cross-Training: Introduce opportunities
for them to learn skills from other
departments or fields. This diversifies their
expertise and keeps them engaged.

Professional Development: Sponsor
attendance at conferences, workshops,
and advanced training. Encourage them to
stay at the forefront of industry trends.

Leadership Skills: Foster leadership skills
by involving them in decision-making,
guiding projects, or leading a team. This
deepens their understanding while
nurturing leadership potential.
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The Six Thinking Hats sy ( iliss 1565 330 6 29) 6 I Oladill 5855 Olylga
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See the more detailed figure for the Six thinking hates
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| HAT PERSPECTIVE
Motto: “The facts, just the facts.”
Focus: Facts, objective information, data.
| White Hat:
g Questions to explore:
('3 e Whatinformation is currently accessible?
E e What does the data tell us, as it is?
e What else do we need?
e How will we obtain any necessary or lacking information?
Motto: “We can make it work.”
Focus: Benefits, possibilities, improvement, suggestions, advantages.
Yellow Hat:
s Questions to explore:
s ¢ What are benefits or positive outcomes associated with this
E decision?
o ¢ What are the advantages of this solution?
o What's the best strategy for handling this situation?
e How do we make it work?
Motto: “Yes, but...”
Focus: Risks, difficulties, problems, issues, failures, concern, caution.
Black Hat:
I('IDJ Questions to explore:
(o] e Does this work?
2 ‘ e How could this possibly fail?
¢ How can we make this financially feasible?
¢ What should we be concerned about?
e Where should we proceed with caution?
Motto: “My gut tells me...”
Focus: Feelings, emotions, hunches, intuition.
= Red Hat:
8 Questions to explore:
o ‘ ¢ What does this feel like to me?
E e How are people feeling?
e What reactions do we need to anticipate?
e What impression does this give to others?
Motto: “What if...?
. Focus: Creativity, alternatives, new ideas, forward thinking.
g Green Hat:
= Questions to explore:
ﬁ e Whatideas haven’t been tried before?
?‘_, e Can we approach this in another way?
¢ How can | uniquely tackle this problem?
e How can we embrace a different viewpoint?
Motto: “Analysis and next step actions”
o3 What are our next steps?”
noc Blue Hat: Focus: Definitions, observations, summaries, conclusions, next steps.
lg @2 ‘ Questions to explore:
ol e What have we done so far?
% s e Where should we go from here?
o< e What results do we want?
¢ What is the best pathway of action to take?
Remember

Do not Assume, ask the Right Question, get the Right Answer, Implement the Right Action

9
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Time and Priority Management [ soua)l lia 8 cllas] gang dlsal g o zladl 8 8ok ol

Goal Settings and priorities / Eisenhower priority Matrix

/—P ylo (important and urgent) independent value ( &Mazua )
{ important £ s olozedl Maa cBgll eyl (ody mga o st 50
Urgency o3l 3300 el s S aga =, important urgent or
important non urgent
Urgent Not urgent urgency [ w8sll 5895 3] adle clug cBgll Lle saza o oy 50

548 non urgent zu>o uS2lly

not important not urgent s¢% oa> e wuks e Lgi
Important important) ;e 56 (important urgent) osS5 L4l &lasYl
edgll ¢ Lud wwdlg (non urgent

o Jasi non urgent J> 8 dagall pleall jlazi] ; dage s
Slslagzadl dl> e Mia ) urgent dl> 2 095 Loz oy lazzl
Not Important Wl LLo @S Woay egas jSisws Lag( gay> Sga> Jl> b

10
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*Priority 4 (% <old zozaa w89 gl w8l :yui pac Ll urgent or non urgent ¢Sz 189 important zeay cdg o agaowy o i gl

Priorities/ Eisenhower principle

Z

Urgent Not urgent
to-do’s that shout Now! / Operate in a responsive mode, which
Parameters reactive mode, one marked by a helps us remain calm, rational, and
defensive, negative, hurried, and open to new opportunities
narrowly-focused mind set
long-term .
Important . . 8aganll
[80996) mission, » Necessity ,“; e » Quality o
values, and » Demand, - » Personal leadership, d.osalifsslal
f&alsl' » Fire fighting Zone % » Core Value Zone '\D ol ddlaza
aslo °_ 8 : _ e danly
pyramid of - Priority 2 ... %... - Priority 1 .
needs) &yl
9l
Not Time waster, ) Lol » Waste, °
_ o . » Deception, t wosdl T
important fla“z‘::'ame " > Nlusion, .y » Escape, ~* Sgall dtlaia
‘ e Disaster, s, e
(20%) situation » Distraction Zone . L ’ Al
Prioritv 3 » Slowsilent killer Zone.
- riori P
X Y - Priority 4

(285 dnpras 5g) By o dnpdizy s |

o)l il

clalgag el g yazzus o> adlj] ooy Ld 39200 clils B 2 i
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Eisenhower principleJExamples)

Urgent (5-10%)

Not urgent (70-75%)

Important
(80%)

Crises , Problems, Deadlines :
-Medical Cases, Emergencies
-Attending class & assignment
-Deadline Manage Project
-Reports & other submissions
-Meeting & appointments

-Last Minute Changes
-Unscheduled Re-work

-Forcing decision and closure
-Critical Demand from supervisor or
customer

-Dealing with late input from
supervisor

Long-term mission, values, and goals &

improving yourself

-Planning : Vision/Perspective
-System & Process Development
-Change Directions or Strategies

-Balance of the Majors : Physical, Mental, Spiritual,
Relationship{Family, society, friends & work) Professional {task
commitment and competence, goal achievernents and
development)

-Discipline

-Control (preparation, anticipation &

crisis prevention, and deadline-avoiding tasks)
-Training and development

-Thoughtful high quality work

Not important
(20%)

-l am busy so |
must be doing
well.

Interruptions

Drop-in visitors/Pointless routines or
activities/Phone calls/ Public
meetings/Logistics/Mail that do not
increase productivity &
effectiveness/ Interruption/ Routine
non essential reports/ Accumulated
unresolved trivia

- Over analysis (Paralysis)

- Duplicative of paper work

- Pointless web surfing/ Scrolling through
Facebook, Twitter/ Mindless TV watching
- Playing video games

- Gambling / - Gossip. Idle speculation

- Target-less shopping / Smoking, drinking
- Excessive relaxation, long vacations.

12
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Priority Matrix in Practice

Parameters

Urgent (5-10%)

Not urgent (70-75%)

to-do’s that shout Now! [ reactive mode, one
marked by a defensive, negative, hurried, and
narrowly-focused mind set

Operate n a responsnve mode, which helps us
remain calm, rational, and open to new
opportunities

» Quality & Personal leadership.

» Long-term mission, values, and
goals & improving yourself

» Action: Focus , Invest, Plan to do

L

Blaa¥l gog) Cesliall oKall

/D

> by 1S5l
<Blaaly slaziaily

and Concern

» Apply : Diligence & Disciplin
Strategic Planning.

- SMARTIER, OATS, Sw & 1h

=
]

Important long-term 1 Necessity , Demand, Fire fighting
mission,
(8096) values, ) Zone
::o :z:als. » Typically consist of crises,
oyvamid. ‘problems, or deadlines. oo
» Action: Manage —C> |}, s,
» Apply: Cushion Principles , Stress
& Crises Management.
galsuall p29ll 5%
Thne % - -
Not waner, 121 | 7 D@CEPTION, lllusion, Distraction
important to blame Zone 15%
in failur % z
(20%) 'm‘;'t_o: # Interruptions from othgr &
N concern their own priorities.
. Re Act.lon. Ask for rational,
tlows 355 80 3.6 /| Caution, Delay or Delegate or
428150 of lgay Reject (be smart)
(value=0) » Apply: Value rating, Rational to
Say No, Rescheduling. \

» Waste , Escape , Disaster, Slow
killer Zone. 5%

» Usually : Extra/ Entertainment

» Action: Avoid = Dump it, RESIST ;

of @ alsdl

AND CEASE
» Apply: Time Schedule, 4

Awareness.
Va1
‘1’ &
L ¥

>
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1)Objective, Goal Settings —¢

Method A) SMARTI & Saszmall yo:Sull @yl (Most famous) Jl Bas> 4 §isas of cons Baa i ey 29 SMART or SMARTER

Should be SMARTi and even SMARTIER

Specific /Measurable'/ Actionable — Achievable — Ag reedZI-D 2t o iv“’”/_. Sadl gl

—
V_B?ali_s-ti-c, Relevant / Time bond — Tangible / Incremental* /Ethical Approval/Recordable
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High Quick wins Major projects
adlall) Jul8 agon Blaa¥l Gdisg
Impact S
Low Fill in Thankless
(2@l e clazal)
Low High

Effort

Method B) OATS
Outcomes: By ... Iwant to ... | will have ....
Activities: To do list & Priorities A= Must B= should C= can. D= Nice to do.

)
Time frame \, v ‘
: ST NELREE ¥ &I9r2 Saan)alass o] Lody
Scheduled stepwise N J[" g1 ol e y sl
dai@l 9;,“) (leele 35530
LR
Method C) W Family & H ——¢> ...... el 13 Jle cllaly Bugll ayasdy 55Sall a i

Jodl b <& What, why, when, who, where and how. In addition to evaluation of available options by using:

&— Which + specification (which is less cost, which is more better)
Sl bl

2)Balance Model for good wellness
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# Occupational—D el Gl

- Engaging in rewarding activities

- Making good use of time - Having satisfying work
- Being a volunteer - Being creative

# Emotional —{> (ex: attitude) g2l ildl
- Being self-aware - Having a positive outlook

- Managing feelings well - Accepting yourself

- Having good coping skills

# Spiritual = Sl>oll sl

- Finding meaning in life

- Experiencing connection with God

g oo - Appreciating life, joy, and beauty

’Y"" 9}}‘ ?\ Canthabii - Practicing your faith - Celebrating cultural identity
11;»:('. Jl.u

# Intellectual —> sl sl

- Being a lifelong learner - Being curious

- Sharing knowledge & experiences

- Mastering new skills - Expanding knowledge

# Physical = o)l awadl iledl
- Being active - Eating well - Getting enough sleep
- Being safe and secure - Do Sports

# Social -—p NEIPCES | RURIEN]

- Being connected with your society

- Caring for and about others

- Giving and receiving support

- Having intimate and meaningful relationships
- Being an active member of the community

)
V

[will be] saws ol oy3lgdl dlone
(important not urgent) 3l a> ol 15
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a0 By 3) Scheduling

[ XRCS hg

y

Schedule is a written commitment to
accomplish tasks within a specific time frame.

Joasdl lia
» It lets you visualize your available time and your plan for allocating jaw

. it. Lslaal gog
duwo dgax e

» And it permits you to easily see uncommitted blocks of time. _/Vm <
rendid e . . — Sliglgyl
Ll algal > Most important, it shows you whether your A- and B-priority task% < (281)
9L:u_‘éi are occupying most of your time—as they should be. iihia sa
ISYRTN Schedule is away for you to break large important

_ projects into easier-to-manage chunks.
el <{ Sequence Tasks F X X X X ¥ X X
& |

> (Component parts ... Pomodori)

S ‘
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3)Scheduling — Pomodoro & Gantt
bi‘ﬁwb.}.‘u Joad) Loc:éég.x,g.&:dqmg d=ily dgas
1iag..... JB &5 oo Jobl cliy @ dulys @F yead clyy

The Pomodoro Technique®

Was developed by Francesco Cirillo in the 1980s.

» Newsweek listed the Pomodoro Technique as one of the best ways to "Get Smarter in 2012“
> it was voted the "Most Popular Productivity Method" by the Lifehacker community.

* Stepl: Divide your work to many pomodori component parts
* Step 2: Set your timer, work on eachpomodori for25 min

* Step3: Take short break 5 -10 minutes

* Step 4: Continue Your Work Sessions and Take a Longer Break.

The Twenty Minute Break: Reduce Stress, Maximize Performance, Improve
Health and Emotional Well -Being Using the New Science of Ultradian Rhythms

ONE POMODORO CYCLE
> 1 1 1

I wWORK BREAK

— Scientific Evidence for the small part
kerbs Gl> e <l components , From MindTools

4885 25 giyes o¥g

pyd da 85 25 IS8 o
S o Ay lawe
oandll Uiy

’A 2008 University of lllinois study showed that being
tethered to your desk for long hours actually reduces
your productivity, while reqular short breaks help to

(fole w099 keep you focused and energized’

* ‘research by Swedish sports scientist Dr Elin Ekblom-
Bak, published in 2010 BMJ, shows that, while exercise
is vital for good health, only reqular breaks from your
desk can reduce these health risks. ’

* Sedentary time : should be defined as the muscular
inactivity rather than the absence of exercise.
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