
Dear Professor Stephen King, Ms Jo Watson and Mr Bill Scott, 

I’m writing to the Review Panel as proprietor of a Chemist Warehouse store. Therefore I concur with 
the sentiments of the Chemist Warehouse Group submission. In this submission, I would like to 
share my personal experience to address some of the discussion points. 

The ownership and location rule: 

* Through my interaction with newly registered pharmacists, they share with me their concern
about their ability to become a pharmacy owner due to these rules. They feel that it is increasingly 
difficult to obtain new pharmacy licence to pursue their career ambition. 

* Our store service many customers that have to travel from distant suburbs. I have personally been
asked on a regular basis why we don’t open a store near where they live. This demonstrates how 
these rules can prevent consumers’ access to a wider range of pharmacy services offered at a more 
competitive prices in more convenient locations. 

Business Models for Pharmacy: 

* Limitations to retail products that community pharmacy can sell: I have personally recommended
herbal and complementary products to many of our consumers with positive outcome. For example, 
a young gentleman came in store asking for sleeping tablets but he did not want medicated product, 
I was able to recommend a valerian based supplement and he came back after a few weeks and 
thanked me for it. I personally believe in the value of complementary products as an alternative to 
medications and a preventative therapy to many medical conditions.  

* Variation in service standards between different pharmacy models: There have been suggestions
that discount pharmacy deliver poor services. As a discount pharmacy owner, I am extremely 
insulted by these generalisation. My staff and I strive to offer exceptional service day in day out. We 
see more than 600 customers and dispense in excess of 300 scripts on an average day, these 
numbers speak for themselves as we don’t achieve  growth and repeat business by delivering poor 
service. We have customers travel from distant suburbs to shop in our store by choice because of 
the level of customer service we provide on the daily basis. I strongly believe that the level and 
standard of service are not determined by the business model, it is a direct result of management 
and training of staff. 

* Remuneration based on business model: Our dispensary staff deliver the same service, operate on
the same procedure, strictly follow professional  standard to take good care of our patient just like 
other good pharmacies in Australia. Our retail focus doesn’t affect how we deliver our professional 
services, if anything it enhances customer experience and offer convenience factor. Therefore I fail 
to see why our pharmacy should be subjected to different funding from pharmacies operating under 
different business model.   

Thank you for your time in reading my submission. 

Kind regards  
Thai-Khang Tran B. Pharm. 

Review of Pharmacy Remuneration and Regulation 
Submission #463; 24-Sep-2016; Thai-Khang Tran


