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Dear Professor Stephen King, Ms Jo Watson and Mr Bill Scott, 
 
As a Managing Partner of Chemist Warehouse and My Chemist  stores, I 
welcome the opportunity to provide a submission to the Review of 
Pharmacy Remuneration and Regulation.  
 
I have been an owner of pharmacies for over 16 years and worked in a 
community based pharmacy as a manager and owner in Reservoir for 
many years.  The pharmacy still employs 4 staff members that have 

worked in the store for over 15 years each.  The store is very community 
focused and continues to offer many services to its loyal customers. 
 
More recently, I became an owner of Chemist Warehouse stores in the 
northern suburbs of Victoria.  It is disappointing that it has been suggested 
that service standards vary between different pharmacy models inferring 
that a customer will receive a less comprehensive level of service at a 
discount pharmacy.   
 
I spent many years developing relationships with our customer base in 
Reservoir and I wish to assure you that staff employed at my Chemist 
Warehouse stores offer a high level of care to all customers and spend as 
much time as each customer requires.  Our aim in Chemist Warehouse 
stores is to make our customers regular, loyal customers.  The principles 
employed to do this are the same as they have always been. All staff must 
be professional, knowledgeable and accessible. Price alone will not ensure 
this occurs. 
 
In particular, when customers first commence a new medication at either 

my Reservoir store or Chemist Warehouse stores, all is done on our behalf 
to ensure dosing is correct, customers are familiar with the dosage 
requirements and any interactions are addressed in regards to existing 
medications. Both verbal and written information is provided when 
needed.  All stores have established a close relationship with local doctors 
and both My Chemist Reservoir and Chemist Warehouse Fairfield service 
nursing homes.  The pharmacists are in regular contact with staff and 
residents regarding medications and healthcare and will deliver 
medications and pharmacy related products daily, at no charge. 
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We have an extensive list of customers who value both models as their 
local community pharmacy. Our growing script trade is testament to our 
customer satisfaction of services.  The stores also offer a range of services 
that benefit the local community including a flu clinic in winter.  Last 
winter, over 350 people received a flu shot at Chemist Warehouse 
Northcote, ensuring the community had easy and affordable access to this 
healthcare service. 
 
My staffing levels are monitored closely to ensure that there are always 

adequate pharmacists and pharmacy assistants on duty to assist 
customers and provide a professional, pleasant environment for our 
customers.  
 

Another issue being reviewed is the range of products sold in pharmacy.  
Customers want choice.  Pharmacy staff are equipped with a level of 
knowledge to assist customers with different treatment options.  I have lost 
count of how many customers have thanked me for recommending lesser-
researched products that have provided relief of an ailment and an 
improved quality of life.  It is difficult to dismiss the benefit of products like 
glucosamine or turmeric when many customers return with such positive 
feedback.   
 
 
I thank you for your interest in wishing to gain further insight into current 
and future pharmacy issues. I would also like to take this opportunity to 
wholeheartedly endorse Mr Damien Gance's submission on behalf of 
all Chemist Warehouse proprietors  
 
 
Regards, 
 
Frank Nigro 
 
Pharmacist/Business Owner 
 
 


