
14th September 2016 
Elias Wehbe 
Proprietor - Chemist Warehouse 
79a Fennell St,  
North Parramatta NSW 2151 

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

My name is Elias Wehbe, and I have written this letter to confirm my support for the 
views expressed in the Chemist Warehouse group submission, as well as to reinforce 
some of the reasons for those views as gathered from my own experiences throughout the 
years. 

I am a proprietor of Chemist Warehouse and My Chemist pharmacies in Parramatta, 
Eastwood, Epping and Pennant Hills, and strongly believe that the quality of care 
provided to a patient is not determined by the amount of money a patient is forced to pay 
to a pharmacy, but by the personal attitude of the individual staff and pharmacists who 
interact with the patient.  

In my time prior to joining Chemist Warehouse, I gained experience in a number of 
non-discount pharmacies and found that the level of service in each varied significantly 
depending on the attitude of the managers and pharmacists on duty. In accordance with 
this, utmost importance has always been placed on positive health outcomes and a high 
level of customer service in my pharmacies, and I have ensured that this mindset has been 
adopted by all my staff, and is constantly reinforced. This is such a priority to me that I 
have also had a large role in establishing and coordinating the NSW Chemist Warehouse 
intern training program, which our interns complete in addition to their official Pharmacy 
Board training requirements to ensure they meet our high expectations and standards of 
service, knowledge, and competence. 

The misconception that large discount pharmacies deliver inferior service to other 
pharmacy models is wildly erroneous - many pharmacy students who undertake their 
work placements with me after visiting non-discount pharmacies have expressed their 
appreciation of our efficiency and the systems which enable us to offer a wide range of 
services and also motivate our staff to counsel patients thoroughly. Large groups like 
Chemist Warehouse consistently aim to improve and therefore review these procedures 
regularly. This allows us to keep up-to-date with new issues and information, and gives us 
the time and resources to find innovative ways to benefit the patients with health 
programs and improved script management technology, thus leading to optimal patient 
care.  

I also have staff who frequently travel between locations to transfer items so that patients 
with limited mobility are able to access their medications more easily and in a timely 
fashion. There have been recent out-of-stock issues with the slow-release diabetes 
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medication, Diabex XR, but with the pooling of resources between my pharmacies, we 
were able to supply the medication to a few patients who specifically required that 
product due to timing/lifestyle issues, and have helped contact doctors to organise new 
prescriptions for immediate-release formulations for countless other patients to ensure 
continuation of their diabetes treatment.  
 
It is ridiculous to assume that our patients’ health is any less of a priority simply because 
we charge affordable rates for their medications - it is intensely rewarding to be able to 
assist someone who has come to you for help with their medical conditions, and this 
includes educating patients who have been using over-the-counter medicines 
inappropriately or who are confused or worried about the state of their health while also 
helping relieve some of the financial burden. It is not just our professional duty towards 
our patients, but the personal satisfaction which we derive from helping them which acts 
as the greatest motivator of quality service, and this has resulted in positive feedback 
from satisfied customers. We believe in offering our patients the lowest price without 
compromising optimal and personal patient care. A great example of this was late last 
year when Ciproxin was out of stock and a patient’s wife visited our Eastwood pharmacy 
distressed about her experience at four other pharmacies who had dismissed her as soon 
as they saw her husband’s prescription, as they knew the medication was not available. 
One of our pharmacists did not dismiss her but rather did everything in her power to find 
a solution to the lady’s dilemma. She tried to contact the doctor to discuss alternative 
treatments but was left on hold for over 30 minutes. At this point, the customer could not 
wait any longer and needed to leave to collect her children. Our pharmacist suggested we 
gather her details and would contact her once she got through to the doctor. A while later 
after the lady had gone, a new treatment that she recommended to the doctor was 
approved. Understanding the stress this woman had endured, the pharmacist decided to 
personally deliver the medication so she could counsel appropriately and ensure correct 
medication use. Our pharmacist was not obliged to go to these measures but it is 
indicative of how despite being a discount model pharmacy, we do not compromise our 
level of service or patient care.  
 
I am proud to say that this standard of patient care is not uncommon amongst my 
pharmacist team – we even have pharmacists who routinely help a widowed, visually 
impaired, diabetic patient at home to administer his insulin on weekdays as his children 
cannot be with him due to work commitments.  
 
 
On the topic of non-evidence based therapies, I do see a large number of patients entering 
my pharmacies in search of these products upon the advice of their friends, after having 
seen a celebrity endorsement, or after hearing about the product online. There is so much 
potential for misleading information to spread when these products are advertised, and 
despite not having evidence to back up their effectiveness, these products are still able to 
cause harm when used in certain patient groups.  
 
Just one example includes turmeric, which according to the Australian Pharmaceutical 
Formulary 23 has insufficient evidence to support its use in any health condition, but 






