
Simon Mikhail 

Proprietor 

Chemist Warehouse Pakenham 

Shop 4, Heritage Springs S/C, Pakenham 

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

RE: Commission’s request for submission from interested parties. 

Firstly, thank you for taking the time to consider my submission. 

I am a registered pharmacist and part proprietor of Chemist Warehouse in Pakenham.  I completely 

concur with the sentiments of the Chemist Warehouse Group submission.  

I have worked in community pharmacy for 14 years; I have practiced as a registered pharmacist for 10 

years and operated as proprietor for the last eight of those years. In my time I have experienced many 

facets of this industry and have noted that despite the growth of our group, fundamentally there has 

been little change in the operation of community pharmacy.  

I have always found it very difficult to explain or justify to outside parties the rules and regulations 

surrounding pharmacy location and ownership, partly because, even I couldn’t understand the logic. The 

argument is that the government has incorporated these draconian regulations in an effort to provide 

ALL Australians with equitable, timely and affordable medication, but it seems these regulations are 

contrary to this sentiment. The question I ask myself is, who are these rules actually benefiting? Are we 

protecting the proprietors? Or are we genuinely concerned for the Australian public? If logic were to 

prevail, it seems that if there were more pharmacy locations open and for longer then wouldn’t this 

allow more timely and universal access to medication? Evidence from the Deloitte report listed in our 

submission clearly illustrate that the location rules are in fact contrary to our Governments desire and 

clearly supports change.    

In my time working in community pharmacy, I have been fortunate to experience working in various 

demographics, pharmacy brands and models. What I have noticed is that, regardless of where I worked, 

the pharmacist was in control of the quality of service he or she provided. It was not dictated by location 

or pharmacy model. In fact, I found it quite contrary to the global belief that pharmacists at discount 

pharmacies provide inferior service. I found that in fact, in particular, pharmacists at Chemist 

Warehouse store were more engaged, more willing to assist and more readily available. At my store our 

ethos is that we are all here to “serve” our community - we have a saying that we treat our customers 

the same way we would like our mother or father to be treated. Its simple, but it ensures that our 

customer’s leave knowing they received the best service community pharmacy can offer. We opened 
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our Pakenham store in September 2008 and within 12 months we were the busiest prescription 

pharmacy in Pakenham. It’s not by chance, and it’s not a coincidence. We are not located in the most 

convenient spot in Pakenham and somewhat out of the action. The negative connotation does not come 

from our customers but most likely from others in our industry. This example is not an isolated 

occurrence but the case where most Chemist Warehouses have opened. Shouldn’t we stop to think for a 

second, why is this case, the most likely answer is, what we provide is what the Australian consumer 

wants. There is no disputing that. So why are there barriers, and challenges to this? 

Having reflected upon how and why Chemist Warehouse pharmacies are able to provide as good if not 

better service than other pharmacies even though we charge reduced prices I realised that part of the 

reason is owing to our head office support network.  The Chemist Warehouse head office provides a 

vast myriad of administration derives, from HR to IT software and hardware support, to accounts 

payable, receivable, payroll, loss prevention and security.  This complete administrative back end allow 

us, the retail pharmacists to spend all our time delivering patient services, undistracted by the need to 

engage in back of house administrative tasks.  The head office has freed us up to deliver the best 

pharmacy experience possible for all our patients 

I have customers who travel to my store from locations up to 45km away, because there is not a 

Chemist Warehouse nearby to service their needs. They constantly ask, “When will a Chemist 

Warehouse open in Warragul, Drouin, Korumburra and so on”. My answer is simple, “I don’t know, 

unfortunately the government regulations make it difficult to open in areas where we need to”. 

Obviously that provides them with little comfort, and I do what I can to ensure that the distance they 

have travelled has been worth it, but short of that, and despite being grateful that they have travelled so 

long to come and be served by us, I cant help but feel helpless in being able to provide them with a 

better solution.  

There has also been further discussion in relation to complimentary medication and their 

appropriateness in community pharmacy. I find this rather concerning, as not only do many of these 

medications have therapeutic effects, they also come with precautions for particular consumers. There 

is not a more suitable setting for these to be sold from, pharmacists are able to provide information on 

suitability of particular products and can also advise in situation where they may be contraindicated.  

Once again I thank you for taking the time to review my submission and for the Commissions efforts. I 

implore you to look at the facts, now is the time to remove the shackles off community pharmacy. If 

global markets are any indication, we are headed down the wrong path. If our intention is to put the 

Australian people first, then lets not hinder them from timely and affordable access to medication.  

 

Yours truly,  

 

Simon Mikhail 




