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To the Commission, 

 

 

Thankyou for your interest in examining current and future issues regarding pharmacy as 

a whole, from a business and consumer perspective. I am an owner of two Chemist 

Warehouse stores in the Western suburbs of Melbourne and I would like to to take this 

opportunity to respond and address a few of the issues raised in the review.  

 

 In response to suggestions discount pharmacy models are not being able to offer a high 

level of service, I wish to assure and reiterate that staff in my stores offer a high level of 

care to all our customers, and spend as much time as each individual customer requires. 

In particular, when customers first commence a new medication, all is done on our behalf 

to ensure dosing is correct, customers are familar with the dosage requirements and any 

interactions are addressed in regard to existing medications. Both verbal and written 

information is provided (i.e CMI) when needed. We have a close relationship with many 

local doctor's clinics and nursing homes, for example the Burnside Medical Centre, 

Derrimut Medicals, Modern Medicals and the Arcare Aged Care Facility. Our Burnside 

pharmacy has a close relationship with the nearby Burnside Retirement Village, whereby 

our pharmacists are in regular contact with staff and residents regarding medications and 

healthcare. We also deliver medications and other pharmacy related products daily, at no 

charge, to the facility as residents often cannot travel.  

 

We have an extensive list of regular customers who have relied on us for many years to 

ensure their health needs are met and welcome new customers always to our stores. Our 

growing script count surely indicates customers are happy with our service, otherwise our 

business would be in decline. We offer a range of sercives that greatly benefit the local 

community, including medchecks, clinical interventions, blood pressure monitoring on 

demand and a flu clinic in the winter. Last winter over 400 people received a flu shot 

from my Derrimut store, ensuring the local community had easy and affordable access to 

a vital healthcare service during the difficult winter months. We are also a Quality Care 

accredited pharmacy and are part of the NDSS.  

 

Our staffing levels are high, much higher than other models of pharmacy, and there are 

always multiple pharmacists on duty to assist customers and many pharmacy shop 

assistants to ensure customer service is high. As a happy result of this, we have a broad 

range of languages spoken by our pharmacists, ensuring many cultural groups are at ease 

with discussing their health. For example some of the languages spoken in our pharmacy 

other than English include Arabic, Vietnamese, Cantonese and Greek.   

 

Each of our pharmacy assistants are highly trained in many aspects of healthcare 

including vitamins, cold and flu, S2/S3, infant care/expectant mothers, woundcare, etc. 

Our headoffice ensures extensive training is undertaken for new staff and ongoing 

information sessions and full day training are available on a wide range of topics. Some 

of the more recent full day trainings include vitamin knowledge and skincare topics.  
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A major issue negatively affecting our customers and the wider community are the 

current location laws. We have a considerable number of customers who travel a fair 

distance to shop at our stores, passing by several other chemist brands in preference to 

our stores. Customers do comment that they prefer to shop at Chemist Warehouse and it 

would be more convenient if they had one located closer to home.  

 

In conclusion, thankyou for your interest in wishing to gain further insight into current 

and future pharmacy issues. I hope I have been able to assist in providing an overview of 

the day to day pharmacy practices and standards in my stores, including highlighting 

current issues affecting our customers. I also wish to convey my support and endorsement 

for the submission prepared by Damien Gance of the Chemist Warehouse Group. 

 

 

Regards 

 

 

 

 

 

Theo Mavromihalis 

Pharmacist/Business Owner 


