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Pottinger is the strategic adviser for the Pharmacy Guild’s ‘Community Pharmacy 2025’ (CP2025) project.

CAN YOU TELL US ABOUT YOUR PROFESSIONAL BACKGROUND? 
I began my career in professional services as a lawyer before 
transitioning to investment banking and consulting. This has given me 
a fun and varied mix of experience across those disciplines, and I’ve 
been lucky to work as an adviser in Australia, the UK, Russia and the 
US. I’m now based in Sydney, where Pottinger is headquartered.  

Outside of professional services, I’m a qualified ski instructor and also a 
practising abstract painter. I have a long way to go in my painting career, 
but I do love the change of pace and creative outlet provided by art.

POTTINGER WAS COMMISSIONED BY THE GUILD FOR A SPECIAL PROJECT, 
BUT BEFORE WE DISCUSS THAT, TELL US ABOUT YOUR BUSINESS. 
Pottinger works globally with private and public-sector clients in relation 
to strategy and public policy, finance, risk, innovation and management. 
We have people in Sydney, New York and London. We are an unusual 
advisory firm in that the heart of our business is about bringing strategy 
and finance together, which are two fields of thinking that are often 
divorced, to the great detriment of businesses and governments.  

DESCRIBE THE BRIEF YOU WERE PROVIDED BY THE GUILD 
FOR THE CP2025 PROJECT.  
The brief was to provide advice for the benefit of the Guild’s members 
regarding strategic growth options for community pharmacy in 
Australia and help to design a plan on how members could navigate the 
changes they will encounter over the long term. 

Our role includes developing the overall vision and strategic 
destination for community pharmacy in Australia; undertaking 
research and analysis in relation to all the elements that make up 
community pharmacy; considering pharmacy regulation around the 
world in a way that informs pharmacy business models; charting a 
series of commercially viable growth options for community pharmacy 
owners; and delivering the blueprint – or action plan, as we’re calling 
it – for members and pharmacy staff to use to begin taking action.  

YOU PRESENTED AT APP2018. WHAT WERE THE KEY ELEMENTS OF THIS 
PHASE OF WORK?   
The most important parts of our key findings and advice were the 
overall strategic destination for pharmacy and the existence of nine 
strategically and commercially viable growth pathways: nine ways for 
business owners to frame the steps they can take to drive growth in 
their businesses over the long term. 

Medications advice, management and safety is the overarching 
strategic destination. We see pharmacists and pharmacy staff as 
being the enduring experts in these fields, which we consider to be 
defensible over time. Supporting this finding is one of the key themes of 
our advice, which is the transition from an historically product-oriented 
proposition to a more services and care-focused model. 

The nine pathways have all been analysed using a series of objective 
evaluation criteria driven by a thoroughly long-term, commercially 
orientated mindset. Patient and health outcomes sit at the core of the 

community pharmacy offering under this model, as do the needs and 
preferences of patients and consumers more generally, particularly in 
the context of the pharmacy’s retail setting.

WERE YOU SURPRISED BY ANY OF YOUR FINDINGS? 
Not really. While there are exceptional levels of complexity when 
analysing the community pharmacy business model and the competitive 
market and policy/political context in which it operates, the core tenets 
of our advice around the move to services, having a stronger online or 
digital offering and evolving to better serve Australia’s ageing population 
were all components of early thinking that stood up well to critical and 
commercial evaluation.  

The bigger surprises came from the market-research program led by 
[Australian research and data analytics provider] ORIMA, where we 
witnessed some very interesting and powerful data. On the positive side, 
the market indicates that patients are more likely to pay for certain types of 
services than many people were expecting. On the more challenging side, 
it appears to be an ongoing disconnect between the views of pharmacists 
and patients about what drives patients to choose a pharmacy.

Recognising that cost and convenience are two core tenets of why 
a patient (or customer) chooses a pharmacy, the pathways look to 
differentiate away from price and focus on the convenience offered by the 
community pharmacy physical network. 

YOUR TEAM IS PRESENTING AT PHARMACY CONNECT (SEPTEMBER 7-8). 
WHAT WILL THIS PRESENTATION FOCUS ON? 
The presentation will focus on the action plan, which is the practical 
guide and stepped plan for members to use if they choose to implement 
one or more of the nine growth pathways. The presentation will also 
cover the near-term actions that members and staff can take to start 
evolving and future-proofing their businesses. Many of these are small 
steps that can be taken now. Others are bigger steps and investments 
that will require careful thought and planning. 

WHAT WOULD YOU HOPE IS ACHIEVED FROM THIS COMMISSIONED 
WORK AS THE GUILD ENTERS NEGOTIATIONS FOR THE SEVENTH 
COMMUNITY PHARMACY AGREEMENT? 
We hope that our work will form some of the cornerstone thinking 
and evidence to support the Guild’s negotiations of the agreement. 
Fundamentally this is about using a strategy, which has been developed 
independently but heavily informed by consultation and research for the 
benefit of members, to help achieve the best outcomes for members 
under the forthcoming agreement. The CP2025 project represents an 
enormous undertaking of the Guild to support its members and in doing so 
produce a strategy that is good for patients, good for members, and good 
for the Australian community more generally, including the government.  

We hope that our work will form some of the cornerstone 
thinking and evidence to support the Guild’s negotiations 
of the Seventh Agreement.

Pharmacy Connect is an annual national conference 
hosted by the Pharmacy Guild of Australia. It will 
be held on September 7-8 at the Hilton Sydney. The 
event includes a two-day education program and a 
trade exhibition with 50 stands.
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