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

Thank you for taking the time to read this; we are both young pharmacists passionate 
about the future of our industry, our patients, and our healthcare system. We would like 
to voice our thoughts and perspective on the Discussion Paper released as part of the 
Review of Pharmacy Remuneration and Regulation. 

Specifically we would like to provide commentary on the below discussion points raised 
in the Discussion Paper: 

Q4. Should Government funding take into account the business model of the 
pharmacy network when determining remuneration? 

Q104. Is there a variation in service standards between different pharmacy 
models? 

Q105. Do community pharmacies that offer discount medicines provide lower 
levels of service? 

The raising of the questions whether there is a variation in service standards between 
different pharmacy models and whether as a result different business models should be 
remunerated differently implies that there is a direct correlation between a business 
model and the level of service and care that such model can provide. 

As pharmacists and a managing partner of Chemist Warehouse stores in the ACT and 
Queanbeyan, we can confidently say that the business model of a pharmacy has no 
bearing on the standard of professional services provided or affect the quality of the 
health professionals that we employ. 

During the public forum held on August 151
h, in ACT with the Pharmacy Remuneration 

Commission, a Canberra community pharmacist raised an unsubstantiated claim that: 
"Two third of pharmacists that had complaints lodged against them by the general 

public to the Pharmacy Board of Australia all work at a significant discount pharmacy 
group which represents 10% of the total pharmacy market". 

Mr. Bill Kelly, Chair of the Pharmacy Board of Australia, immediately rebuked this 
unsubstantiated claim; who clarified that this was completely false and unfounded: 
"That statement just made is totally incorrect without going into any names, details, 
whatever. That is totally incorrect - end of story." 
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It is due to such derogatory, offensive and factless statements made by certain peer 
groups that cause the divide within our industry. 

It is a widespread, albeit wrong opinion, that the Chemist Warehouse model that 
primarily focuses on high volume and lower margins will inevitably have to lower their 
standard of service in order to be sustainable, whilst the traditional community 
pharmacy with low sales volume and high margins will be able to provide superior 
service standards. This is completely fictitious . 

The service standard of any pharmacy is determined by the expectations set by the 
individual proprietor(s) of the pharmacy business and the individual professional 
conduct of the pharmacists that work there, rather than the brand of the pharmacy or 
the price of the medicines or products stocked. 

Chemist Warehouse is structured in such a way that allows our pharmacies to continue 
to offer our patients access to the most affordable medicines, while also allocating 
significant resources to recruit and nurture our highly skilled professional staff so that 
they can provide the best standard of pharmacy care to our local community. 

Our extensive pharmacy internship program ensures that all our intern pharmacists 
follow a structured learning framework to guide them through the difficult process of 
becoming a knowledgeable and professional pharmacist. Our pharmacies are always 
staffed appropriately in full accordance with all Pharmacy board Guidelines and we 
always ensure that there are resources and support to all pharmacists to practice as 
professionally as they can to provide an exemplary standard of service to all our 
patients. 

Given our dedication and our success in upholding the level of service that our 
pharmacies' provide, we find it nonsensical that some of our peers in the industry would 
judge our service standards purely based on the price that we charge our clients. We 
find it equally insulting that it has been suggested that we should therefore be 
remunerated less compared to our peers because of this baseless assumption. Our 
pharmacists deserve to be equally recognised for their hard work and dedication to the 
level of professionalism that they provide. 

The Chemist Warehouse pharmacy business model has also allowed us to pursue the 
implementation of the ever-expanding role of the community pharmacist and to provide 
a suite of professional services to our local community. Our ability to implement 
professional programs on such a spectacular scale whilst maintaining a quality service 
of the highest caliber is not due to luck or cutting corners. Like all successful initiatives, 
sheer hard work is the foundation of our success. 

Let us use our most recent professional campaign as an example: 
The success of our In-Pharmacy Flu Vaccination Program held this winter is just one 
testament to the fact that through our business model we are able to provide reach and 
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access to professional pharmacy services for our local community like never seen 
before. Pharmacy Guild ACT released data stating that a total of 3419 patients were 
inoculated with an influenza vaccination across all 50+ Guild Member community 
pharmacies in the ACT. 

Since Chemist Warehouse is not a Guild Member Pharmacy, The Pharmacy Guild ACT 
did not have any data on our vaccination service. We are proud that our 
implementation and spectacular scale of our 2016 Chemist Warehouse Flu Vaccination 
Program enabled us to vaccinate a total of 2898 patients between just two of our 
pharmacies this year. This is a staggering figure, considering we provided 46% of total 
In-Pharmacy influenza vaccinations in only two pharmacies. 

This astounding feat however is meaningless if our customers were unsatisfied with the 
level of service that we provided. We conducted electronic customer feedback surveys 
with all our patients and we are proud that we achieved an average patient satisfaction 
rating of 4.6 out of 5 for the vaccination experience and an overwhelming 98.8% of 
those patients have stated that they will use our service again next year. 

In light of these figures and anecdotal feedback from the surveys, we would say that the 
Chemist Warehouse model actually increases our ability to reach more patients, 
increases our ability to provide a high standard of patient care which is much more 
accessible and preferred by our patients than what the traditional community pharmacy 
can provide. As such we believe that our business model has the ability to excel in 
providing excellent service standards and less remuneration should not be linked to a 
pharmacy business that adopts a discount model. 

In fact, a discount model for pharmacy should receive greater remuneration for such 
professional programs considering the vast numbers of people we reach in the 
community. The Chemist Warehouse model has a far greater scope to reach out to 
individuals, and has a far greater scope to achieve better health outcomes for all 
Australians. Chemist Warehouse already supports the provision of timely access and 
low cost medicines to individuals and communities. 

At the end of the day, this Review is all about achieving better health outcomes for all 
Australians. Chemist Warehouse pharmacies in ACT and Queanbeyan have done 
exactly that. 

Thank you again for taking the time to read this . 

Regards, 

~~WilliamHo 
Chemist Warehouse ACT & Queanbeyan. 
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