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

My name is Judy Plunkett and I have been a pharmacy owner for 34 years. I 

live in Port Macquarie and have pharmacies in Port Macquarie and in 

Wauchope. I grew up in Walcha (a single pharmacy town in rural NSW) where 

my father was the pharmacist for 53 years. I also have a brother who is a 

pharmacist so I have experienced the service pharmacists and pharmacies give 

to their communities my entire life.  

I think the current location rules provide an excellent, widespread coverage of 

pharmacy services to the whole of Australia, even the most remote areas, and 

should not be changed. I think that the ownership rules should remain so that 

only pharmacists can own pharmacies, and the number that they can have 

interests in should be strictly limited, as was the original intention of the rules, 

which would then open up ownership much more widely to young 

pharmacists.  

I think pharmacist wages should definitely be increased, in recognition of their 

professional expertise. (I pay my pharmacists between $45 and $50 per hour 

plus superannuation, depending on their experience and responsibilities.) 

I have read some of the other submissions and echo their points of view. 

Example--Craig Clark-27, Casey Central Pharmacy-56. But the important issue I 

mainly want to talk about is Government subsidisation of Webster packs and 

other DAA’s for pensioners, both young and old.  

My Port Macquarie store is open 7 days a week, from 8am to 10pm. I employ 

24 staff including 3 pharmacists, plus myself. Port Macquarie is growing very 

quickly (6 new families move here each week) and there are many elderly 

retirees in our town. We provide many services to our local community, but 

the most important and costly service is our Webster packing service and our 

free delivery service. We currently pack 310 community Webster packs (I have 

no nursing home contracts) and home-deliver a huge proportion of these. We 

are getting new clients every week. Most packs are for aged pensioners, but 

some are for younger clients in group homes. Because of our hours we often 

get weekend discharges from the Port Macquarie Base Hospital, and out-of-
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town relatives of the elderly coming in to start them on Webster packs. Often 

our delivery person is one of the only visitors that these people see each week.  

To INITIATE a new Webster pack client, the procedure is as follows:  

1. Collect all patient details, including address, pension and Medicare 

numbers, doctor, carer details and contact numbers, special needs, 

allergies, Safety Net details. 

2. Go through all their medications and establish a patient medication 

profile.  

3. Enter the profile into the computer, print and fax the profile to the 

doctor for him to check that it matches the persons profile at the 

surgery and sign off. 

4. Collect all prescriptions and repeats, and work out if the patient 

needs to visit their doctor for more prescriptions.  

5. Dispense any necessary medication.  

 

 

    Dispensing team 

 

6. Start a patient account and charge for medications and packs.  

7. Make up the Webster packs. 

  

 

                                    Ben and Tracey working in our specialised    

Webster packing area. 

 

 

 

 



8. Get the pharmacist to check the pack and re-check it matches the 

profile signed by the doctor.  

 

                                                   April our Pharmacist checking some of   

our weekly Webster packs 

 

 

 

 

 

9. Deliver the Webster packs.  

                                                     
Webster packs ready for               Fiona with our delivery car 

Thursday delivery 

                                                    

10.  Show the patient how to use the Webster pack. We always leave our 

details (fridge magnets) in case they get confused or worried and can 

call us for help.  

Sheryl showing a customer 

to how to use their Webster 

pack 

 

  

 

 



This process takes AT LEAST an hour of pharmacist, dispense tech. and 

Pharmacy assistant time. This procedure should be paid as a separate item for 

each patient.  

For ONGOING care and service to a Webster pack client, tasks include: 

1. Packing and delivering their packs each week. (Costs include wages, 

consumables from Webstercare, computer programs, IT maintenance.) 

2. Liaising with their doctor for prescriptions, medication changes, and 

other health issues. We are often the people that detect a change in 

behaviour and alert either their doctor or relatives regarding 

deterioration in their ability to cope on their own.  

3. When a medication changes, whether from a visit to the doctor or the 

hospital, we collect any existing packs, bring them back to the pharmacy, 

make the change and then re-deliver for the next administration time.  

4. We give all Webster clients an account so charges can be made and 

there are administration costs associated with this.  

This task should be remunerated with an ongoing weekly fee for each patient.  

(I have endeavoured to create as many efficiencies in my Webster-packing 

process as possible, including purchasing a Webster-packing robot.)  

For all of this service we charge $4.50 per week inclusive. This does not cover 

the total costs of providing this service, and yet many of my customers find it 

very difficult to pay the amount each week. (I have included an interview of 

one of my customers, Mr. Waters, who is one such person who has been 

unable to keep up with payment of his account. He is very typical of many of 

my customers. Please view the interview here:  

https://www.youtube.com/watch?v=GPDLB9Iz7nA ). For some people I 

provide the service for free if they can’t afford to pay, and yet they need a 

Webster pack to self-manage their medication at home. This situation cannot 

continue as the remuneration levels to my pharmacy continue to drop. The 

service has been cross-subsidised previously by the profit levels in the 

dispensary, but this is no longer able to happen.  

With the growth of the numbers of aged people in every community around 

Australia, this problem is affecting every community pharmacy. The benefits of 
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the service are to the CLIENTS, who have greatly increased compliance to their 

medication regime, and thus enjoy better health and longevity, and to the 

GOVERNMENT, because of less hospital visits because of medication 

misadventure. These benefits are being provided by community pharmacies 

and we should be remunerated accordingly. These benefits have been 

recognised by one area of Government, the Department of Veterans Affairs, 

who do pay pharmacies for their Webster packing services. This Government 

subsidisation should be extended to ALL pensioners and should be means-

tested.   

I did have the opportunity to raise this issue with the Federal Minister for 

Health, Susan Ley, earlier this year when she attended a meeting in Port 

Macquarie. She said to me that the Government “didn’t want pharmacy to be 

task-orientated, but to be part of the patient-centred care system in the 

home.” She told me to visit the “my-Aged Care” website to understand what 

she was talking about. I went on the website and the medication management 

information was only very generalised and was not discussed as being a part of 

their packages. I did some research about the packages available for people to 

stay in their homes but the provision of Webster packs is not part of these 

packages, and many elderly people don’t have access to these packages. I 

spoke to some of the providers of these packages and they said this service is 

not part of what they do. I then contacted the local ACAT team and asked if 

they recommended Webster-packing and they said they leave it to the client 

and their doctor and/or carer.  

To me, providing a Webster pack is a task that is a service, and should be 

directly funded by the Government to the pharmacy providing the service. The 

pharmacies providing the service should be accredited for doing so, including 

providing a special area in their pharmacy solely for the purpose of Webster-

packing to maintain high standards. I am sure that the real cost of providing a 

Webster pack would be able to be calculated (DVA have already done this 

costing), and the fee to provide this service should be paid. This situation is not 

dissimilar to how the Government calculates how to pay doctors and other 

health providers for the consultations and services that they provide.    

Most modern community pharmacies in Australia are already providing an 

excellent DAA service to their patients and should be suitably remunerated. 



The proof of the benefits of this particular service is already available to 

Government and it should be immediately acknowledged and acted upon. 

There is an imbalance in our current health system in that there is a proven 

service available that can dramatically improve the health outcomes for a large 

number of people in our community, and decrease hospital admissions, but it 

is inaccessible to many because of a relatively low cost to Government.  

I thank you for your time. 

Yours sincerely, 

Judy Plunkett.  

Plunketts Chemmart Pharmacy, Port Macquarie.      


