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Housekeeping and Technology Tips

All attendees are on mute, by default

Use the Q&A box to submit any questions for technical support or for our speakers
This is not an accredited session

This session will be recorded and a video of the session will be made available at
http://www.pharmacists.ca/webinars along with any other session resources

When the webinar is over, don’t close the window right away:

* An evaluation survey will pop up on your screen. Please complete this to provide us with
some feedback
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Acknowledgment

Empathy

Trust

Security - Not
threat

Feeling heard

Affirmative Body
Language

Eye contact

Repeat in
acknowledgement

®-0-0®

Apology Triggers & Emotions

Understanding

DE-ESCALATION STRATEGIES

Active Listening
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Follow ups
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Competing



Case #1 — COVID Vaccine: Patient Interaction

A patient comes to the pharmacy demanding to receive his COVID-19
booster shot.

The pharmacy has not received its shipment of vaccines yet; therefore, it
cannot currently provide this service.

The patient becomes agitated, and the pharmacist does his best to help the
customer.

PRACTICE DEVELOPMENT Canadian Association des

P ;
WEBI NARS Association du Cana da



Case #2 — Rapid Antigen Testing (RAT): Caregiver, Patient

Dad comes in with his family of 5 to have RAT done before leaving on
vacation 2 days later.

Dad had called the day before to book a 20min appointment, thinking it was
for the entire family.

The pharmacy Assistant did not inquire further and only put down the dad’s
name.

The family arrives just before lunch and hangry.

The pharmacist is working alone with one assistant on Saturday.
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Case #3 — Expanded Scope Adaptation: Prescriber

A doctor calls upset that a pharmacist adapted his prescription.

He doesn’t think that the pharmacist has the right to do that and argues that
they shouldn’t change any prescriptions.

Pharmacists explain that it is within their scope of practice to adapt
prescriptions in this situation.
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Speaker contact information

Afsana Gibson-Chowdhury, Q.Med, Ontario
Mediator, Lawyer, Adjudicator

Founder, Gibson Chowdhury

Email: afsana@gcmediation.com

Karen Agro, BScPhm, PharmD, MSc

Director, Agro Health Associates Inc.

Keynote performer, speaker & workshop facilitator
Email: karen@karenagro.com

Kyro Maseh, R.Ph.

Full-time pharmacist & founder, Lawlor Pharmacy
Public speaker & mentor

Email: kyro.nagib@gmail.com
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