Conference Program — Saturday 30 October z

8.00am — 8.30am

Conference Registration — Boulevard Ballroom Foyer (Level 2)

8.30am - 9.15am
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Teamwork - the importance to your pharmacy’s success

In workplaces today everyone has their own workloads, challenges and stresses. Teamwork is a term that is often mentioned within organisations, however it is rarely sold as an
attractive option for the individual worker. What most people don't realize is that working with and learning from your colleagues will not only help reach your team’s goals but will

increase your individual success as well.

Speaker: Brennon Dowrick, Former Olympic Gymnast

9.15am — 9.45am

Abbott
Diabetes Care

Blood Glucose Monitoring — making the most out of a chat with a person with diabetes
People with Diabetes are frequent visitors to retail pharmacies and have many different health needs because of Diabetes. David will draw on both his personal and professional
experience with Diabetes to discuss the types of conversations and topics that a pharmacy assistant can utilise to engage more with Diabetes patients in their pharmacy.

Speaker: David Irvine, Diabetes Educator, Gold Coast Hospital

9.45am — 10.15am
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Use of ibuprofen in infants and children - are you getting it right?
Ibuprofen has been approved for use in infants as young as three months for several years now. Despite this, many consumers entertain the false belief that ibuprofen is “too strong”
or“dangerous” for infants and children. This presentation will outline the clear need for targeted, accurate advice from pharmacy assistants. It will also cover the latest studies on

ibuprofen safety, tolerability and efficacy both in comparison with and in combination with paracetamol.
Speakers: Nicole Floyd, QCPP State Manager, The Pharmacy Guild of Australia, Queensland Branch & Helen Strachan, Retail Manager, Malouf Group Pharmacies Cleveland

10.15am — 10.45am
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Building customer loyalty — tips to improve your customer service
Are you offering your customers the best customer service possible? Competition is fierce and with customer service expectations higher than ever, it is critical for you to be able to provide
exceptional service, every time. This session will provide you with the tips required for you to instantly connect with your customer and deliver service which will exceed their expectations.
Speaker: Michael Hann, Director, Deep Blue Learning

10.45am — 11.15am

Mirixa

Morning Tea & Trade Displays

11.15am - 12.45pm

Educational Stream: Product
Knowledge & Disease State

Professional Stream: Managing Staff

Workshop: Understanding the

Management Customer
Trouble-shooting - infant
feeding problems Motivating staff & increasing job
This presentation will provide answers to a satisfaction
range of common questions your customers What are the key factors that motivate
11.15am - 11.45am may ask about infant feeding. Topics covered 11.15am —11.45am | employees? How can you drive satisfaction
include tips for successful breastfeeding, how through both the skill and will of staff members?
to bottle feed effectively, and infant formula — The Pharmacy | What are some alternate ways to motivate other
which one and what is the difference? than remuneration? This session will address all
Speakers: Dr Pamela Dodrill, Research Fellow, of these questions and more to help you motivate
Children’s Nutrition Research Centre & Emma your staff and increase their job satisfaction. :
Blank, Research Dietitian, Children’s Nutrition Speaker: Wendy Poyser, Director, syncHRonicity UnderStandmg
Research Centre how the customer
. Situational leadership shops
Bandages & tapes — companion There s no single best style of leadership. Successful Up t0 60% of customer
selling for different customer leaders adapt their leadership style to the person or purchasgs are impulsei
types team they are leading. This session will discuss the buys. This workshop will
Although first aid and woundcare typically four leadership styles and how these can influence t?]ke youon the customer
11.45am—12.15pm | account for 1-39% of front of shop tumover, they | 11.45am —12.15pm | theskilllevel of your team, enabling you to be a 15— 12.45 :e\?epaﬁehr (:\‘/)vucrﬂset{)?::rs

are categories that many pharmacy assistants
and pharmacists prefer to avoid. Learn how to
select the appropriate bandage or tape product
for different customer types and what else you
can offer for a total treatment solution.
Speaker: Janice Druce, Queensland Pharmacy
Business Manager, Smith & Nephew

The Pharmacy
Guild of Australia

more competent team leader. Situational leadership
can also improve job satisfaction and team morale,
improve team and organisation development,
increase retention of star employees, and reduce
employee turnover and absenteeism.

Speaker: Samantha Bonaccorso, Workplace
Trainer and Assessor, The Pharmacy Guild of
Australia, Queensland Branch

12.15pm —12.45pm

Understanding epilepsy and its

complications

Epilepsy is the world's most common serious
brain disorder. Your role as a pharmacy assistant
is vital for the 1in 10 people who will experience
a seizure during their lifetime. In this session
you will learn what epilepsy is, how to recognise
different seizure types and seizure first aid. You
will also learn general principles of anti-epileptic
medication including common side effects, drug
interactions and brand substitution advice.
Speaker: Yvette McMurtrie, Client Services
Coordinator, Epilepsy Queensland Inc

12.15pm —12.45pm
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Guild of Australia

Employment Flexibility — fairytale

or fact?”

The terms “flexible employment’, “flexibility
practices” and “flexible work arrangements” are
used regularly by both individuals and employers
alike. Learn about the forms of flexibility available
in community pharmacy and how to go about
implementing successful flexible working
arrangements that meet the needs of you, your
staff, and your employer.

Speaker: Marion Whalan, Divisional Manager,
Workplace Relations and Small Business, The
Pharmacy Guild of Australia
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shop in different
categories in pharmacy.
Facilitator Michael Hann
will put theory into
practice and provide
some take home tips and
tricks you can use back in
your pharmacy.
Facilitator: Michael
Hann, Director, Deep Blue
Learning




12.45pm — 1.45pm
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Lunch & Trade Displays

1.45pm - 2.15pm
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Incontinence & your customers

Incontinence affects nearly four million Australians of all ages and for a variety of reasons. Around 65% of women and 35% of men sitting in a GP waiting room report some sort of
urinary incontinence, yet only 31% of these people report having sought help from a health professional. Incontinence can be managed and treated. In many cases it can also be
cured. This session will address how incontinence can be managed and how to discuss this somewhat sensitive issue with your customers.

Speaker: Terri-Ann Eden-Jones, Qualified Nurse

2.15pm - 2.45pm

Dentine hypersensitivity

Dentine hypersensitivity is a common oral health problem. It is characterised by short, sharp pain arising from exposed dentine in response to external stimuli such as cold, heat,
pressure and dehydration. The exposed dentine most commonly results from receding gums but may also be due to loss of enamel by dental erosion. This presentation will provide an
overview of the current knowledge of diagnosis, and clinical management of dentine hypersensitivity.

Speaker: Felicity Dougherty, Professional Oral Care Educator, Colgate Palmolive

2.45pm —3.15pm
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The Pharmacy
Guild of Australia

Pharmacy assistants & the new Agreement pharmacy programs

The Fifth Community Pharmacy Agreement and the new Guild Roadmap have laid down a new strategic direction for community pharmacy. This will mean some exciting new
opportunities for pharmacies. In this session The Pharmacy Guild of Australia’s, National President Kos Sclavos will outline the new landscape for pharmacy assistants.
Speaker: Kos Sclavos, National President, The Pharmacy Guild of Australia

3.15pm —3.30pm
W ey

Afternoon Tea

3.30pm —4.00pm

Denise Scott live

Denise Scott is one the country’s strongest live comic performers. She has worked in radio, TV, film and on stage, and recently penned her first book All That Happened At Number
26, which she also turned into an award winning stage show. Join Denise as she shares with the audience a blend of personal stories and topical observations that will have you in
stitches.

Speaker: Denise Scott, Comedian, Broadcaster, Writer, Actor, Presenter (TBC)

4.00pm —4.30pm
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Announcement of The Pharmacy Guild of Australia/GSK National Pharmacy Assistant of the Year Award Winner
Don’t miss the announcement of The Pharmacy Guild of Australia/GSK National Pharmacy Assistant of the Year Award Winner for 2010!

4.30pm — 4.45pm

Conference Close

4.45pm -5.15pm
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Pharmacy Assistant of the Year Award Information Session
Would you like to be the 2011 Pharmacy Assistant of the Year? This session will provide tips and tricks from a previous winner and an Award judge on how to respond to the 2011
selection criteria and how to submit a successful application. The information session is FREE for all conference delegates.

7.00pm —11.30pm
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Conference Dinner - “Fairytale”






