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The 2022 National
Pharmaceutical Congress
Summer Webinar examined
the way we live and work in
the post-pandemic world.

This report provides a
summary of the presentations
and discussion. It has been
prepared for the exclusive use
of registrants to the 2022 NPC
Summer Webinar. 





At the 2022 NPC Summer Webinar on
September 7th, panelists discussed how
the Pharma industry has acclimated: by
developing cultural competence,
adapting to new tech and tools, and
adjusting to new ways of working.

Speakers at this session were Eileen
McMahon, Senior Partner at Torys LLP;
Niki Paȯaioannoɐ, Founder of publicity
firm Niki Inc; and MaȲk SmiɈhɯeȺ,
Founder of Life Sciences Consulting.
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ńI believe that your team’s [diversity]
should reflect the world,Ņ said Niki
Papaioannou during her presentation at
the 2022 National Pharmaceutical
Congress Summer Webinar. Papaioannou,
the founder of Niki Inc, a Toronto-based
public relations firm, made the case for
building diverse teams.

She discussed how developing cultural
competence is more important than ever—
and how it can have a profound impact on
business—for serving an increasingly online
patient community.

ńOrganizations now are invoked to be
online and have a social presence, to be
transparent, to have a position on things,Ņ
Papaioannou noted, highlighting the
caution necessary for navigating a
constantly-connected world. ńIt’s not
enoughŅ anymore to talk about diversity
through advertising, she said. ńPeople will
follow your social platforms to see if they
trust what you’re about.Ņ

Papaioannou suggested that employing a
diverse team that is representative of the
diversity of the customer base can help
mitigate the problems that arise through a
lack of understanding. ńEmploying people
from different cultural groups [is like
getting] inside information,Ņ she said, and
can help to ńovercome unconscious bias.Ņ

�ulturǘl coǖpete�ce through
dǗverse hǗrǗ�g
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ńIf you are a diverse organization, [if they
feel represented], the BIPOC [Black,
Indigenous, and People of Colour] and
Asian communities will respond.Ņ

Papaioannou’s firm emphasizes its
collaborative approach, first seeking to
understand the audience and speak to
them in their own vernacular. ńWhen I
started my PR business, I employed
[people who look and act like me]. And it
proved problematic because we didn’t
have an ear on the whole world.Ņ

ń[Cultural competence] is important in the
health sphere and pharmaceuticals,Ņ she
said, since ńhealth [information is] often
very differently consumed by different
cultural groups.Ņ She cited the uneven
impact of vaccine rollout efforts as a high-
profile example.

A report published in 2021 by the
Canadian Medical Association (CMA)
explains that vaccine hesitancy in
Indigenous communities has its roots in
well-documented examples of racially
segregated healthcare and medical
experimentation in Canada. Per the report,
ńthese concerns, fears and experiences
need to be taken seriously by doctors and
other healthcare professionals and
differentiated from the ‘anti-vax’
movements that have thrived on social
media in recent years.Ņ

Studies out of the United States have
shown similar reasons for vaccine
hesitancy among Black communities.
Papaioannou—in line with the report’s
recommendations—suggested that
cultural competence could be the answer.
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https://www.cmaj.ca/content/193/11/E381.short
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC7834845/


Your agency with

BENEFITS

The pursuit of something better.
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ńCommunicating by video is very
different from communicating by phone
or in person,Ņ said Eileen McMahon,
Senior Partner at Torys LLP. ńIt’s creating
a new world that requires a whole new
skill set to navigate.Ņ

During her presentation at the 2022
National Pharmaceutical Congress
Summer Webinar, McMahon gave an
overview of the updated experience of
tech, tools, and sustainability in the
workplace.

ńThere’s a new skill set required [now
that] private life has spilled over into our
work life and vice versa,Ņ she said. ńThat
[new] type of hybrid work, that blending,
[has caused] new mental and physical
health issues to arise.Ņ

ńI’m speaking much more with [my
team] about mental health issues than
ever before,Ņ McMahon said, describing
similar conversations with clients and
colleagues. ńPeople are rethinking their
careers, saying, ‘Do I really want to be

"o� leǘders cǘ� help
ǖǘ�ǘge ǖe�tǘl heǘlth Ǘ� 
the �orkplǘce

doing what I’m doing?’ Everyone is a little
off as we adjust to the new world order.Ņ

To mitigate the impact of the transition to
the new way of doing things, McMahon
said, ńhuman-centric leadership is critical.Ņ
Leaders must develop new skill sets to
encourage and improve staff communica-
tion and to ńget better interaction going, as
opposed to silos,Ņ she said.

McMahon polled the NPC audience on the
impact of new modes of work on collabo-
ration and brainstorming (fig. 1)—46% said
collaboration was more difficult now—and
its effect on mental health (fig. 2), which a
majority said had worsened.

The results of both polls, she said, were
consistent with what she was seeing
across the board from ńcompanies,
consultants, law firms, and accountants.Ņ

ńWhen you hire for diversity, and you’re
open to input from your team, it impacts
your go-to-market strategy in a way that
saves you money in the end,Ņ she said,
ńand can prevent you from having a
damaging tone-deaf moment.Ņ
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Reminders

Health management tools including 
personalized medication and refill reminders

Learning

Custom content about the disease
and treatment with tips for better living

Engagement

Funding to help pay for patient’s select
health-related services

Blue Charm offers an integrated suite of Digital Healthcare 
Solutions that help patients access medication and earn funding for 

associated disease-related healthcare services. 

Learn more by v is i t ing www.bluecharm. io



NDWLRQDO PKDUPDFHXWLFDO CRQJUHVV SXPPHU :HELQDU

The cXrrenW Vkill VeW for Zork in Pharma,
Vaid Mark SmiWh\eV, PreVidenW of Life
ScienceV ConVXlWing, inclXdeV ńVome old
VWXff, Vome neZ VWXff, and Vome VWXff
WhaWłV coming jXVW aroXnd Whe corner.Ņ

DXring hiV preVenWaWion aW Whe NaWional
PharmaceXWical CongreVV SXmmer
Webinar, SmiWh\eV deWailed ke\
conVideraWionV for adapWing Wo Whe
cXrrenW Zorkplace.

NǘvǗgǘtǗng the world of
work through relǘtǗonshǗps

McMahon adYiVed leaderV Wo ńWr\ Wo enVXre
people are connecWedŅ b\ proacWiYel\
bridging Whe gap beWZeen people aW
differenW career VWageV and encoXraging
menWorVhip. She alVo recommended
ńZalking Whe ph\Vical and YirWXal floorŅ b\
checking in ZiWh all Weam memberV in
appropriaWe Za\V. ńMaking a ph\Vical
connecWionŅ b\ bringing Vomeone a
SWarbXckV or VeWWing Xp a Weam call Wo help
Vomeone ZiWh Wheir ZorkfloZ can enVXre
people feel connecWed, Vhe Vaid.

ńMoVW imporWanWl\, iWłV imporWanW for
leaderV Wo Wake care of WhemVelYeV,Ņ
McMahon Vaid. She caXWioned againVW Whe
Vocial VWigma WhaW preYenWV people in
Venior roleV from Vpeaking oXW aboXW Wheir
menWal healWh. ńWełre all VWrXggling in
Vome Za\V ZiWh WhiV neZ Zorld
enYironmenW. IWłV imporWanW Wo Wake care of
\oXrVelYeV [Vo WhaW] \oX can be aV VWrong a
leader aV \oX can be.Ņ

According Wo SmiWh\eV, Whe one Whing WhaW
haVnłW changed iV Whe need for hXman-
cenWric leaderVhipŀiW ma\ be more criWical
Whan eYer. ńRelaWionVhipV are fXndamenWal,Ņ
he Vaid, ńand WhaW haVnłW changed. The\łre
foXnded on WrXVW, and WrXVW iV foXnded on
WZo WhingV: WhaW \oX do ZhaW \oX Va\ \oX
Zill, and WhaW \oX proYide YalXe on eYer\
inWeracWion.Ņ

He deVcribed hoZ relaWionVhipV are noZ
mediaWed b\ ńneZ WoolV, [VXch aV] Zoom,
Vocial media, [and] YoXTXbe.Ņ ParWicXlarl\
in Pharma, he Vaid, ńmoVW companieV oXW
Where [noZ] haYe Vome form of digiWal
YirWXal ValeV force.Ņ

SmiWh\eV ciWed a recenW VXrYe\ WhaW foXnd
a majoriW\ of ph\VicianV noZ prefer YirWXal
inWeracWionV ZiWh indXVWr\ and do noW
e[pecW Wo reWXrn Wo pre-pandemic
commXnicaWion habiWV. ńOf coXrVe, ZhaW
healWhcare pracWiWionerV prefer and ZhaW
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https://www.mdanalytics.com/wp-content/uploads/MD_Analytics_Virtual_Interations_with_Pharma_Infographic_CAN_EN.pdf
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ńMoVW companieV are behind in Whe
aWWracWion and reWenWion bXilding blockV,
bXW WhaWłV going Wo need Wo change,Ņ he
Vaid. He recommendV ńWhe concepW of
VerYanW leaderVhip,Ņ Zhich alignV cloVel\
ZiWh hXman-cenWric leaderVhip.

ńRelaWionVhipV and WrXVW,Ņ SmiWh\eV Vaid,
ńneYer go oXW of VW\le.

haV impacW can be WZo VeparaWe WhingV,Ņ
he Vaid. ńFace-Wo-face iV VWill beWWer,
[becaXVe] \oX can bXild relaWionVhipVŀ
bXild WrXVWŀmore eaVil\ and more
effecWiYel\.Ņ

ńWełre going Wo haYe Wo figXre oXW hoZ Wo
bXild WhoVe relaWionVhipV and WrXVW more
effecWiYel\,Ņ SmiWh\eV Vaid, aV YirWXal
inWeracWionV become an increaVed parW of
doing bXVineVV.

The oWher big facWor changing Whe Zorld
of Zork, according Wo SmiWh\eV, iV Whe
WalenW VhorWage. ńWe kneZ WhiV ZaV
coming, and [iWłV] noW Wemporar\,Ņ he Vaid,
ciWing a 2018 reporW b\ Korn Ferr\ WhaW
predicWed a global VhorWage of Vkilled
laboXr WhaW ZoXld leaYe 85 million roleV
Xnfilled b\ 2030.

The VhorWage ńmeanV greaW opporWXniWieV
for people earl\ in Wheir careerV, aV Zell aV
people inWereVWed in moYing Xp Whe
corporaWe ladder,Ņ SmiWh\eV Vaid, ń[bXW]
an alarm bell for emplo\erV.Ņ IW iV creaWing
ńan abVolXWe need Wo aWWracW emplo\eeV,
[and] iWłV going Wo reqXire [emplo\erV] Wo
do Whe righW Whing,Ņ he Vaid.

ńFor Whe laVW decade or Vo, ZełYe been
Walking aboXW a Vocial licenVe Wo operaWe,Ņ
SmiWh\eV Vaid, Zhich inclXdeV noW onl\
corporaWe Vocial reVponVibiliW\ bXW alVo
adherence Wo ESG [EnYironmenW, Social,
and GoYernance] and DEI [DiYerViW\,
EqXiW\, and InclXVion] principleV. 

IWłV alVo an eVVenWial parW of compan\
cXlWXre, Zhich SmiWh\eV emphaVi]ed iV
core Wo companieVł VXcceVV.
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EILEEN MCMAHON

Senior ParWner aW Tor\V LLP and Whe Chair of Tor\V InWellecWXal

ProperW\ and Food and DrXg RegXlaWor\ PracWiceV, one of a

handfXl of Canadian laZ\erV adYiVing on regXlaWor\

clearance and inWellecWXal properW\ proWecWion of prodXcWV.
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MARK SMITH<ES

FoXnder of Life ScienceV ConVXlWing, an accompliVhed and

WranVformaWional leader ZiWh 25+ \earV' e[perience in Whe life

VcienceV; Board Chair for Life ScienceV OnWario and a SeaVonal

LecWXrer aW Whe UniYerViW\ of ToronWo.

NIKI PAPAIOANNO8

foXnder of "Niki Inc," a ToronWo-baVed pXbliciW\ firm, ZiWh oYer

10 \earV' e[perience in Venior markeWing roleV; ZorkV ZiWh

VXperVWarV and enWrepreneXrV WhroXgh non-profiW PR iniWiaWiYeV

Wo improYe Whe planeW and adYance racial and gender eqXiW\.

BEN PARR<

Managing DirecWor of Pangaea ConVXlWanWV and an

e[perienced adYiVor on commerciali]aWion, channel

opWimi]aWion, and Wrade inWegraWion for Pharma.
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ٮIdeas in the Serɮice of Medicineٮ

For ǘ weekly brǗefǗng on topǗcs
pertǗnent to heǘlthcǘre
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