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To whom it may concern, 

 

Firstly I would like to concur 100% with the submission already placed by Mr Damien 

Gance on behalf of the Chemist Warehouse Group. 

I would, however also like to add that prior to moving to Australia I have worked as a 

Locum in the UK for many small local pharmacy chains, larger corporate companies, 

(including Boots, Moss, Lloyds) and pharmacies incorporated within supermarket chains 

such as Tescos , Asdas Sainsburys and Superdrug, and since my arrival in 2001, I have 

worked for a Friendly Society Pharmacy before becoming involved with Chemist 

Warehouse in 2003. I am currently the Managing Partner of two such Chemist 

Warehouse pharmacies in Hervey Bay, Queensland. 

Since my arrival at Chemist Warehouse, I have found the level of professionalism and 

product knowledge that is demanded of the staff within this Group and therefore the 

quality of the one-on-one interaction with our customers to be considerably greater than 

that I have experienced with any other pharmacy Group that I have been involved with 

both in Australia or the UK. 

Our staff training is computerised, continually updated, and individually monitored at 

Head Office with the Owners given regular reports on the progress of each staff member 

to assure the required high standard is maintained across the board. In addition, the Group 

has even released a free training App exclusive to our staff which is available on IOS and 

Android devices and serves to further enhance the opportunity to better our product 

knowledge.  

This, and the monitored training schedule is completed by all, pharmacists and counter 

staff alike, and in fact it is a common occurrence in our stores that local GPs will 

telephone the store seeking advice from our pharmacists on items best to prescribe to 

their patients.  

The customer satisfaction provided by the stores does not only come from our improved 

product knowledge but also from the plethora of extra services we at Chemist Warehouse 

offer : 

(1) We give free Cholesterol, Blood Sugar and Blood Pressure on request and also where 

and when deemed necessary by our pharmacists and qualified staff. 

An example of the of the obvious benefits to this customer service follows in the words of 

the particular staff member attending a recent incident at the store in Main St:- 

"A young 17 old girl came into our pharmacy having been told by her doctor that she 'had 

diabetes and needed to get a blood glucose machine'. When she came in I took one look 

at her and could see she clearly wasn't well. I asked if I could take her sugar levels and 

she agreed. Her level was 29.2 which had not been picked up by her GP who she'd seen 

only moments before. She was with her mother and we advised she go straight to the 

hospital. The following day the mother came in and thanked us. The doctors at the 

hospital told her if she hadn't brought her daughter in she would have been in grave 

danger. She spent a week in hospital recovering " 

This is one example of many simply from offering this free service. Another, again in the 

words of the involved staff member follows:- 

"One of our regular elderly customers came in for his prescriptions and said he had felt 
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terrible all day. Being aware that he was a diabetic I took measurements of both his Blood 

Glucose Levels, and his Blood Pressure. His sugar levels were so high it took me three 

attempts to get a result which was dangerously high. His BP was 206/140. We 

immediately called an ambulance. He stayed in hospital until his BGL and BP regained 

some normality again"  

Clearly this is a case where, in all likelihood, this elderly man could have died had our 

staff not intervened. This is one of countless examples where we have had to call 

ambulances to come to the aid of our customers. The last happened only last week when a 

30 year old woman collapsed in the car park after taking a prescribed codeine product ( 

not from our pharmacy )for the first time. I had two members of staff stay with her and 

keep her awake and alert while we waited for the ambulance to arrive. 

 

I fail to see how actions like this from our staff, and there are many many more examples, 

can lead to the apparently misguided and naive opinion that we do not offer good service 

at our stores. This is simply not true. The staff at my stores have offered exemplary 

service time and time again. 

 

(2)We have an agreement with our rep at Accucheck where we are able to provide 

diabetics with free replacements to potentially faulty blood sugar monitors and supply 

monitors, again free of charge, to those who are unable to afford them . This has served to 

encourage patients to test and potentially prevent situations similar to that aforementioned 

young lady in one of the above examples.  

 

(3)We also provide means for the safe disposing of used diabetic needles and provision of 

new sharps containers to prevent potential contamination to the public 

 

(4)We as individual stores and as a Group are able to contribute to national charities such 

as Liptember, The Martyr Childrens Hospital, and Save our Sons where we have been 

able to, and continue to raise money through many avenues to support these worthy 

causes. In addition, during the floods in Bundaberg and the Wide Bay areas a few years 

back the local stores donated $25000 worth of vouchers to those affected by the disaster, 

and this helped to enable those who, in some cases had lost there possessions and even 

entire homes, to obtain necessities such as nappies, baby milks, antiseptics, and other 

pharmacy related products to assist their road to recovery.  

In some cases the Company even provided assistance in the rebuilding of the homes of 

some of those staff members affected. 

 

(5)We provide a service where we are able hire out much needed disability equipment 

such as wheelchairs, shower chairs, crutches to those in our community who are unable to 

afford to fully purchase these sometimes otherwise expensive items. 

 

(6)We have a very strong Community connection and have spent mornings at the local 

old people homes and villages offering free Blood Pressure and Blood Glucose checks 

and educating the residents on these and any other topics that had been raised.  
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(7)On a different note, we are able to supply those expensive, currently non PBS drugs 

for Hepatitis C ( eg Harvoni ) and HIV that many of our competitors literally refuse to 

order in for their customers simply due to the expense involved. I have lost count of the 

number of customers who have been sent to us by other local pharmacies to order these 

items for them as they would not do so . In fact only last week we had a local gentleman 

who came in requesting whether we were able to get his anti HIV medication. Up until 

this point he had had to travel to Brisbane - quite a trek from Hervey Bay - each time as 

no other pharmacy in the area would order them in for him. We were able to get them in 

from our normal wholesalers the very next day without any problem. 

 

If the proposed reduction in renumeration to the so called 'discount pharmacies' were to 

be enforced, I fail to see, in this current climate, who would be able to afford to provide 

such important services as these 

In addition ... 

 

(8)We are able to offer a script reminder service, either by land line, Sms, or, for the more 

'tech savvy', via our new and unique Chemist Warehouse App which is again available on 

all IOS and Android devices and has played a massive part in improving script 

compliance which is a nationally recognised issue  

The App also offers a plethora of medical information at the touch of a button and the 

opportunity to talk to a pharmacist twenty four hours a day which, again, is a service that 

I do not believe is currently offered by another pharmacy banner. 

 

In addition we have a pharmacist who provides HMR services to an area of the Wide Bay 

up to a 75km radius. As Hervey Bay is classed as a Category one region he gets no 

renumeration for his travel expenses yet countless patients in otherwise inaccessible 

regional areas are benefitting from his and our dedicated professional service 

 

In conclusion, though I cannot comment on those services offered by other pharmacy's , I 

hope that this brief submission gives some deserved credibility to the services offered by 

discounters such as Chemist Warehouse and highlights the necessity that they be allowed 

to be offered unhindered.  

 

 

 

Matt Hughes MR PharmS 

Managing Partner 

Chemist Warehouse Hervey Bay 

Chemist Warehouse Hervey Bay Airport 

 

 


