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WHAT HAVE WE LEARNT
AND WHAT WE WILL KEEP?

Peter Fell

Chief Pharmacist & Operations Manager, UFS Dispensaries Ltd

www.ufs.com.au

Talei Deacon

Director of Operations, UFS Dispensaries Ltd

• Mutual healthcare organisation

formed in 1880

• Operate twenty-three 

pharmacies, three medical 

centres, sixteen nursing 

services and a day spa 

across Victoria

• Based in Ballarat, Victoria

UFS DISPENSARIES LTD
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• We are resilient and adaptable; 

we can implement scalable and 

sustainable changes at short 

notice, e.g. setting up a COVID-

19 Testing Clinic with less than 

two weeks’ notice

• In the past, pre-COVID we have 

been spreading viral illnesses 

unnecessarily when there are 

simple and effective ways to 

prevent transmission in the 

workplace – including sneeze 

screens and improved hand 

hygiene

WHAT HAVE WE LEARNT?

• We are uniquely placed to run 

clinics such as a COVID-19 

GP-Led Respiratory (Testing) 

Clinic on behalf of the 

Commonwealth government

• Plans often don’t go to plan!

• Anxiety is real and spreads just 

as quickly as any virus

• Listen to the experts and stand 

firm on their advice.
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• Sneeze screens

• Hand sanitising stations

• Pushing back on presenteeism

• Masks when unwell with viral or 

infectious illnesses

• A giant secret stash of masks 

and hand sanitiser

• Zoom – a great tool for an 

organisation of our size

WHAT WE WILL KEEP?

The COVID pandemic has placed 

virtually every aspect of our 

business under the microscope 

and I am sure all of us have been 

found wanting in one or another 

area. The most critical skill 

required during these times is 

being adaptable and nimble, never 

an easy challenge in a large 

organisation.

PROCESS
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Evaluate (existing processes)

Adapt (as or if the need arises)

Review (to ensure changes have 

addressed prior inadequacies)

KEEP AN E.A.R. TO THE GROUND!

• Commonwealth Department of Health

• State Government(s) 

• Pharmaceutical Society of Australia

Reference documents available at ufs.com.au/AFSPA2020

Other resources for consideration include AHPRA, Pharmacy Guild, 

Medicare/PBS, State Pharmacy Authorities etc.

KEY REFERENCE SITES 
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Critical to effective and efficient 

functioning of your businesses, 

they are human with the same 

concerns and (sometimes 

misplaced) view of the pandemic 

issues as the rest of the 

community.

Encourage your staff to be leaders 

for the community with respect to 

being aware of factual information 

they can then share with your 

customers.

RELATIONSHIPS WITH STAFF

The initial COVID rush, sparked 

by a poorly worded media release 

by the Chief Health Officer early in 

the initial stages of the Pandemic 

highlighted the potential instability 

of the supply chain.

Build a respectful relationship with 

your suppliers, (especially your 

preferred generic supplier) and 

work with them, using their 

knowledge and expertise to 

proactively identify and mitigate 

potential shortages.

RELATIONSHIPS WITH SUPPLIERS
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Remember the BELL curve!

You will have customers across all 

areas of this curve and the 

challenge is to accommodate their 

expectations and needs.

Well-briefed staff (with respect to 

current factual information) will 

greatly assist in managing 

customer expectations across 

areas such as infection control 

and product availability (both 

outright and increased quantity 

requests).  

RELATIONSHIPS WITH CUSTOMERS

There is much misinformation 

amongst prescribers with regard 

to changing requirements for 

electronic prescriptions and the 

rapidly unfolding eScript process. 

Have specific reference 

information available to assist 

these prescribers in understanding 

their regulatory obligations.

RELATIONSHIPS WITH PRESCRIBERS
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KINDNESS: Customers are the key to our existence.  Be kind and 

ensure your staff are kind! 

EMPATHY: Empathy with staff struggling in the current climate is key to 

managing an effective team. 

PATIENCE: You will have the same issues, concerns and complaints 

arise repeatedly. 

TOLERANCE: Understand that both staff and customers will often be 

experiencing enormous upheaval in their family, work and social lives.  

MAKE SURE YOUR BUSINESS IS K.E.P.T.
ALIVE IN THESE CHALLENGING TIMES
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