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Hi, I would like to share a story that has been a part of my role as a Pharmacy Assistant in 
Community Pharmacy. 
 
Recently I had an elderly customer who I have got to know over the last 3 years ask me to fill 
out for her an application for accommodation in a new nursing home. Her existing home 
was closing their low care section. My customer is nearly 80 years old and has no family or 
friends in Australia. She also has limited literacy and writing skills. I met her several times in 
my lunch break to begin the process. It included phoning nursing homes, requesting 
application forms, obtaining financial information and collecting details for the application. 
 
In the process of doing all this, my customer and I realised that there was a term deposit 
missing of about $18,000. After many phone calls to her bank and several months of writing 
letters etc it was revealed that she had inadvertently signed a 'Power of Attorney' over to 
her local priest/friend, who had then a few months later withdrawn those funds and paid off 
his personal credit card. Further research also revealed that this priest had since passed 
away.  
 
Around this time our pharmacy received an email from our head office advising us it was 
'Elders Abuse week'. Receiving that timely email enabled me to seek their assistance in 
trying to obtain my customers money back. Their advice and support was amazing! In all this 
my pharmacist employer allowed me to meet with the necessary people and conduct 
meetings not only in pharmacy time but also to use our only consult room. 
 
Typically, none of the time I spent in solving this problem for this particular customer will 
ever be a financial gain. I certainly never envisaged helping a customer to complete some 
forms would end up being such a huge investment of my own time, and my work time. I am 
very grateful to my pharmacist owners/employers to allow me the time during my work 
hours and to happily cover me when I was off the floor. 
 
Fortunately there was a good outcome and our customer received all her money back. She 
is very grateful our team effort in achieving this. 
 
I share this story to show an example of what often happens in Community Pharmacy where 
we are the only resource our customers feel that they have to assist in their every day lives.  

Trudie Roughley 

Pharmacy Assistant 
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