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

As a proud managing partner of Chemist Warehouse, I exceptionally support the 

opinion shared by Damien Gance (CEO). 

Being a pharmacist, whether it be with the Chemist Warehouse (CW) group or 

not, requires you to commit to certain roles and responsibilities. Now, do these 

roles and responsibilities differ with the pharmacy that you work in? Does the 

name of the pharmacy determine your commitment to delivering the required 

primary health care to a patient? Does the colour of the outside of the store 

dictate your level of knowledge and implementation of this knowledge in the 

work place? All the answers to these questions are, undoubtedly, no.  

From a young age I was exposed to the retail pharmacy world. I was initially an 

assistant, waiting on the outskirts and doing what I could to make sure the store 

ran smoothly, from the floor. Then I became a pharmacy student, where I finally 

got to grasp somewhat some responsibility and understanding as to what is 

required by a pharmacy and its pharmacists. It was then that I became a 

pharmacist myself, which means I had to either fully invest myself in the 

profession or not invest myself at all. What do I mean by fully investing myself? 

By ensuring that my role and responsibilities are fulfilled as a pharmacist, not 

that of a financial investment.  
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Our primary goal as health care professionals is the health and well being of our 

patients and our community. Those in this for the money, don’t make it very 

long. The reason for this is because the foundations of health care and ensuring 

the benefit of those that walk in and out of your pharmacy, as the primary 

concern, is what keeps a pharmacy being able to survive in the retail 

environment that is today and drives patient choice to want to come back.  

 

I initially started off with the CW group, but as my studies took me interstate, I 

found myself exposed to various pharmacy retail groups. Each pharmacy ran 

things different, however each pharmacy had similar primary foundations, which 

made sense. Now going from a store that I was working for in CW, that had a high 

turnover of scripts, to a pharmacy group in North Queensland (lets just call it 

Pharmacy X) that saw not even half the patients that I was used to, I thought, lets 

see if the quality of service is different as what people say there is, just in case I 

was bias because I was only exposed to CW at the time. I also wanted to see what 

is it that really differentiates the pharmacy groups of today. Now, from the first 

time I stepped in a pharmacy and decided it was going to be related to my long 

term profession, it meant I had to be a sponge and absorb everything that 

happened around me, not only the good, but also the bad, to try and learn from 

them, to one day incorporate them into my own pharmacy. Now Pharmacy X had 

a similar set up, surprisingly to the CW pharmacy that I was working for in 

Melbourne. It even had a similar colour layout for the outside of the store for 

some peculiar reason. On top of that also, the store had a name similar to that of 

Chemist Warehouse, maybe the proprietor was going for something different yet 

the same? None the less, the point I’m trying to make is that I worked at this 

pharmacy for a number of months, that when I initially signed to, they promoted 

the same goals and direction of CW, or least I was lead to believe so. Now I 

thought that with their low script count and customers being seen, that this 

would mean there would be potentially more time with the patient, more 

concern and understanding for the patient, more drive to deliver health care at 

its finest, potentially. However, I unfortunately was disappointed. I found myself 

in a pharmacy that talked the talk, but didn’t walk the walk. I found this hard to 



come to terms with, as there was no excuse for a lack of health care being 

provided, not only at this pharmacy, but any pharmacy in general. I thought that 

after all the verbal bashing I had heard in regards to CW, which I have 

fortunately been yet to see or experience, that maybe Pharmacy X would prove 

to be more patient focused or health driven? Yet it wasn’t. I found myself 

working in a pharmacy that had a positive stigma/image around it, yet had 

nothing to show for it. It was not long after my few months spent at Pharmacy X, 

where I questioned the proprietor about the way things were run and how 

things could possibly be changed, which weren’t worked on or developed by the 

way, that I soon found myself back in my old stomping grounds, a CW in North 

Queensland. I felt that coming back to CW would keep me grounded. I felt that 

the group were set in the right direction and were not only a few steps ahead of 

the rest when it comes to delivering customer service and health care, but were 

miles ahead, and the countless patients and costumers I have come in contact 

with in my journey share the same view.  

 

Being involved with CW from the start helped me to instil values and direction as 

to the way in which a pharmacy and its pharmacists should conduct themselves, 

with a standard of care that goes above and beyond. There has been in no way, 

shape or form, a time in which numbers counted, instead of the well being of a 

patient.  I have never had to question whether my role as a pharmacist, or a 

student were being fulfilled, however, when I found myself in other pharmacy 

chains, unfortunately and surprisingly, I did. 

 

CW provides the best level of primary health care that I have been exposed to on 

so many different facets and I challenge people to experience this for themselves. 

It is not only what is done in the pharmacies, but also behind the scenes, with the 

assistance of the professional services department at Head Office, that allows CW 

to be able to deliver and provide services that the community not only needs or 

wants, but in some cases,  feel the need to demand. I am fortunate enough to be 

involved in a group where uniformity in regards to delivering such services is 

kept at the same high standard. This in turn allows patients to have the choice of 



professionalism and an optimal level of patient care, at all our different locations, 

at prices they can afford.  

 

Sincerely, 

 

 

Ismail Arakji 

Managing Partner 

Chemist Warehouse Southbank  

Chemist Warehouse South Melbourne 


