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Dear Members of the Committee. 

My name is Jack Gance. 

I am a Pharmacist and one of the founding partners and the current and founding Chairman of the 

My Chemist/ Chemist Warehouse group 

I have been a Pharmacist for nearly 50 years and in that time I have seen many changes in the 

industry. 

However over this entire period, I have seen the continuation of a monopoly situation that has 

resulted in reduced economic benefits to the millions of consumers in this country, simply to foster 

and benefit the interests of the 5000+ Pharmacy owners. 

My experience in Pharmacy is extremely extensive.  In my 50 years I have seen the growth of the 

group I helped  nurture grow from 1 store to over 350 pharmacies.   

The support we receive from the consumers, the accolades we receive for service, the thank you 

notes and phone calls from grateful customers is testament to the fact that consumers want value 

and do not like feeling that they have been ripped off. 

My business experience extends beyond retail pharmacy, in the 1980’s I also started a distribution 

company that sold sunglasses, suntan Lotions, fragrances and cosmetics to pharmacies throughout 

Australia,  The Australis Corporation. 

When I sold Australis in 1991, LeSpecs, Le Tan, Australis Fragrances and Australis Cosmetics were 

amongst the leading brands in Australia in what is a very competitive market.  My experience lends 

me to believe that I know how to deliver value and a product to the consumer that the consumer 

wants.  Over the years I have garnered a great deal of business experience and know how, and what 

I have learnt over the years, is that the only way to know what a customer wants is to listen to them.  

When I listen to my customers, I hear them telling me that what they want is choice, great service 

and incredible value.  The other thing I have learnt is that the customer is always right,  As a 
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pharmacist, as a businessman and as an entrepreneur my job is to deliver what my customers want.  

I should be free from regulatory restraint and free to do so, free to succeed and free to fail. 

After I sold Australis I went back to University and did an MBA.  All that I learned in the program 

reinforced my belief that protectionism, monopolies and restrictive legislation run contrary to best 

public policy and usually fails to deliver the best outcomes for consumers. 

I note that the Commission has sought response about who is the best body to represent the 

pharmacy industry in any discussions and or negotiations with Government.  In sharing my thoughts 

on this I again defer to some learnings I took from my MBA.  In my MBA I learnt that most entities 

work solely or if not solely then primarily in their own self-interest. If we are to consider The 

Pharmacy Guild of Australia, their interest is to aid and assist their members in their endeavor’s to 

run viable and profitable businesses. The Guild is solely tasked with working  to protect the interests 

of their members.   After all they are employed by their members to achieve this one outcome.  The 

Guild is not tasked with representing the wholesaler’s interests, Chemist Warehouse’s interests nor 

consumer’s interests.  As such it seems nonsensical that they purport to do so in negotiations with 

Government.  If we are negotiating an all of industry agreement then it is my contention that all 

interested parties should have equal voice; The Guild, the wholesalers, consumers and Chemist 

Warehouse. 

 

Over the last 15 years, the location rules have resulted in Chemist Warehouse not being able to open 

almost 100 pharmacies, pharmacies that I as Chairman had great faith in their eventual success; 

pharmacies that would have benefited millions of Australian consumers through increased 

competition, lower prices and better service.  The location rules have meant that as opposed to 

these communities having the choice to shop with Chemist Warehouse, what happened was that a 

select number of Pharmacists had their patch protected so that they could continue to charge 

whatever they wanted and provide whatever product range and services they chose and not what 

the consumer chose. 

It has been suggested that Chemist Warehouse provides a poorer level of service and support than 

non-discount Pharmacies.  This could not be further from the truth.  We have the highest level of 

dedicated professional staff trained to the same if not a higher level in customer service and care.  

They work tirelessly to improve the professional services at all the pharmacies.  We have the biggest 

training programs with huge training rooms in all capital cities.  We spend millions of dollars annually 

on training, education and ensuring that our staff can provide the very best service with a high level 

of knowledge, both professionally and product oriented. 

We continue to win awards for service and customer satisfaction.  We have continually had over 

90% customer satisfaction, so it is clear that we provide value as well as a high level of service and 

customer satisfaction 

Our product and service range is designed with one group in mind.  The CUSTOMER.  If we have 

products or services that have little or no customer demand we replace them with ones that the 

customers want.  We give the customer real choice and that results in increased customer loyalty 

and support.  I believe the Trades Practices Act and other consumer regulations act to adequately 

protect the customer from sub-standard or inappropriately targeted product or retail activity. No 

further regulation dictating what a customer can buy in a pharmacy and what they cannot is 

required lets allow market forces and consumer choice to reign.  No one knows what a customer 

wants and needs more then the customer themselves. 
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I have dedicated my professional and commercial life to doing things better and more effectively.  I 

ask that the committee remove the shackles that prevent me and my partners from being able to 

continue to expand our operation so that more and more Australians can benefit and the Australian 

Economy can have an efficient market driven Pharmacy Industry. 

Please remove the location rules, do not impose additional regulatory constraints on our retail 

activities and to the extent that you can please encourage the states to remove the archaic 

restrictive Pharmacy Ownership rules. 

 

Thank you for considering the above 

Regards 

Jack Gance MBA.  PhC. MPS. 

Chairman 

Chemist Warehouse/ My Chemist Group 

 

 

 

 




