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08:30 REGISTRATION

09:00 Welcome James Wiltshire, Executive Director, DCM Institute

09:20 Legal session DCM Institute’s Legal Partner will provide an update on the legislative landscape, and
any changes, proposed or enacted, that professionals should have on their radar.

Jonathan Chow, Special Counsel, MinterEllison

10.00 Ask Me Anything A facilitated conversation with our Legal Partners, as well as other stakeholders. This
interaction session is designed to take questions from delegates on all matters
related to the sales and operation of retirement villages in the ACT.

Panellists:
» Jonathan Chow, Special Counsel, Minter Ellison;
« Erik Boddeus, Executive Manager Retirement Living, Goodwin Aged Care;
« Karen Toohey, Discrimination, Health Services, Disability & Community Services
Commissioner, ACT Human Rights Commission; and
» Anne Caine, Secretary, ACT Retirement Village Residents’ Association.
« Facilitator: James Wiltshire, Executive Director, DCM Institute

10:30 MORNING TEA

11:00 Manage Conflict, Dispute Resolution & Customer Experience in Retirement Villages
Elevate Experience = Unlock the key to effective complaint handling and internal dispute resolution with our
Dispute Management for Managers workshop.

Gain a comprehensive understanding of disputes and their causes, explore the role
expectation management plays as well as real real-life examples. Unpack tips and
techniques to improve your communication skills, including active listening and
emotional intelligence, to effectively manage conflicts.

James Wiltshire, Executive Director, DCM Institute

m NETWORKING LUNCH

13:00 Workshop: Workshop: This workshop will unpack the challenges around expectation
management in a retirement village setting. Case studies and examples will be shared
based on real life situations faced around the country

13:55 Wrap Up Tiffany Folbigg, Operations Manager, DCM Institute

14:00 Village Tour Delegates are invited to tour our host village, Ainslie Village.

Tour host: James Martin, Village Manager, Ainslie Village

14:30 CLOSE

Thank you to our host % GOODWIN Thank you to our legal partner MinteI‘ElliSOIl-

THE BETTER LIFE CHOICE

To request more information or to discuss the program contact the

DCM Institute on (02) 9555 9576 or dcmi@thedcmgroup.com.au







