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To whom it may concern, 

 

I have been with the Chemist Warehouse Group for over 10 years. During that time I have seen the 

organisation grow from a few stores here in Queensland to the wonderful company it is today. I fully 

agree with all sentiments made in the submission to the pharmacy review commission.  

 

As the managing partner of Chemist Warehouse Maryborough I see a level and service of care 

demonstrated by my team every day that I would not only expect, but that I believe is better than 

the service delivered by other pharmacies in our area. We have several banner groups and some 

independent pharmacies servicing our catchment area. In our store alone we have seen an increase 

in script growth of more than 20% in the last 6 months. There have not been any pharmacies close 

down, nor has there been an immediate increase in population growth for the region. The reason I 

believe we are getting such an excellent growth in our dispensary is due to the service given by all of 

our dispensary team. We work hard to ensure customers don’t have extended wait times and we 

pride ourselves on not having dispensing errors. 

 

Our pharmacists do their job to the best of their ability every time they process and check a 

prescription. They regularly contact other medical professionals when they believe there may be an 

issue with a medication, an interaction, or they just need to clarify information for the customer.  

 

We had a pharmacist on duty over a weekend who treated a customer who was in the area on 

holidays suffering from headaches and dizziness. On further consultation, the customer was not on 

any medication and had no previous medical history of other conditions. Our pharmacist took her 

blood pressure which read quite high. The customer was at first reluctant to go to the hospital as she 

was on holidays. Our pharmacist sat down with the customer and explained why she should go to be 

checked out, eventually convincing the customer to go. The customer came in the next day to thank 

our pharmacist. She had been admitted overnight with severe hypertension and was being referred 

back to specialists in her home town for further review and had been put on anti-hypertensives.  

 

Our team members are well trained in all of the products we sell. Whilst not all of them have 

scientific studies to back them up, we have a great customer base that will provide us with anecdotal 

evidence of products that have worked in different situations for them. I have one team member 

who is very highly regarded in our store. He has customers coming up to him on a regular basis for 

advice on all complementary therapies. He has helped many customers with problems ranging from 

gastrointestinal complaints to arthritic joints to chronic skin conditions. Many of these customers 

have been to see doctors and specialists to no avail. Some of the prescription medications for these 

conditions can cause a list of unpleasant side effects so many customers don’t want to take them.  
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Complementary therapies are just that, complementary. They are used to treat conditions along side 

what is prescribed and recommended by the customers’ medical professionals. We often 

recommend krill oil products and turmeric products to help with inflammation in arthritic joints for 

patients who are on anti-hypertensive medications. Many anti-hypertensive medications are not 

able to be used in combination with anti-inflammatory medications that have scientific studies to 

back them up. Complementary therapies are a great option for these people. We also recommend 

probiotics to help prevent many unwanted side effects with antibiotics. These become especially 

important for people who have been on extended courses of antibiotics or are on them in 

combination with other medications such as chemotherapy.  

 

The benefit of these complementary products being sold by us and not just the supermarkets is the 

training. All of our team members are trained in these products and what they will do. They know to 

come and check with the pharmacists to ensure the complementary therapies will not interfere with 

any prescribed medications or cause further problems with any medical conditions. This is not 

checked in a supermarket or even in many health food stores. Pharmacies are the best place for 

these therapies to be sold so they can be given with full information provided to the consumer to 

ensure they are properly informed to make their decision.  

 

I feel Chemist Warehouse team members are better trained than most other pharmacy banner 

group staff members. Even though we are not close enough for our Maryborough team members to 

attend the regular trainings held in Brisbane, we follow through with all the trainings at store level. 

We hold a meeting every month to go through the latest products, upcoming catalogues, review 

product knowledge for current issues (e.g. antihistamine training during hayfever season, cold and 

flu products during winter). There are also online trainings that our team members all complete 

every month and a Chemist Warehouse retail training app to reinforce the knowledge they have 

learnt.   

 

We have had trouble with the relocation laws when trying to move our store into a better location. 

We had one application rejected when we tried to move the store out of the shopping centre we 

were in, due to our store being in a shopping centre and the approval number being attached to it. 

We then spent a year working with the landlords of our shopping centre to get a better position. 

When we applied for this move with Medicare, the application was put on hold as we were told that 

it was not clear that our centre was an actual shopping centre. In total it took over two years for our 

store to move 4 shops up in the same shopping centre. The process was long and convoluted. 

 

I believe many changes need to be changed to ensure the viability of the pharmacy sector. We need 

to ensure there are enough pharmacies in all areas of the country to ensure the excellence in service 

and level of care is continued to be provided as expected by consumers. With the laws as they are, 

this level of care is not going to continue to be met.   

 

As we are located in a regional area of Australia, our customers expect a high level of service that 

would be found in a traditional pharmacy setting. Even though we are a discount banner group our 
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growth is testament that our high level of service, professional staff, and large range of products on 

offer show we meet these expectations.   

Yours sincerely, 

Lucy Curtis 

Managing Partner 

Chemist Warehouse Maryborough 


