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In th e  life  of m any ph arm acists across th e
country, th e se  are  th e  days of re gre t. Long
w ork ing h ours, low  pay, pre ssure  to provide

incre asing num be r of se rvice s, and stagnant

O TC sale s. As a re sult, m any ph arm acists are
re porte d to be  fe d up of th e  profe ssion, plan-
ning a care e r sw itch  and a re th ink ing.

W ith  Kish or R agh a, w h o le ft h is native
Z am bia in orde r to pursue  a ph arm acy care e r,
life  is sm ooth  at h is Vantage  Ph arm acy. Grow ing
busine ss, lust for k now le dge , striving for im -
prove m e nt, com ple m e nting accolade s, and a
pre vailing se nse  of satisfaction. D e ve loping
an inte re st in ph arm acy from  a ve ry young age ,
R agh a’s com m itm e nt to w h at h e  w ante d to
ach ie ve  h as b e e n a driving force  b e h ind h is
succe ss and h is  ach ie ve m e nts.

‘Ph arm acy is som e th ing I’ve  be e n de e ply
inte re ste d in from  a young age ,’ h e  said. ‘Eve n
as a ch ild I h ad m y ow n e xpe rim e ntal se ts at
h om e  th at I w ould spe nd tim e  w ith . Th e re fore ,
it is a gradual progre ssion.

‘Alth ough  m y fam ily w ante d m e  to be com e
a doctor, m ore  so due  to th e  status sym bol th an
anyth ing e lse , m y inte re st in ch e m istry and
ph arm acy w as stronge r th an be com ing a doc.
And for pre cise ly th at re ason, I le ft Z am bia to
com e  study in th e  UK as th e  Unive rsity of

Z am bia did not cate r for a ph arm acy de gre e .
Th at is h ow  strong m y com m itm e nt w as to-
w ards ph arm acy.’

Alth ough  R agh a did  go back  to Z am b ia
afte r h is q ualifications to start a ph arm ace u-
tical industry, conditions prove d adve rse  for th e
plans and prom pte d a sw ift re turn to th e  UK.
An inte re st in industrial ph arm acy w as w h at
gave  birth  to th ose  plans initially, but as h e  re alise d
h is ze st lie s in th e  busine ss side  of th ings, it w as
not long be fore  h e  re alise d w h at h e  w as cut
out for.

‘It w as th e  clinical side  of ph arm acy th at
inte re ste d m e  in th e  b e ginning but obvious-
ly as you ge t olde r and once  you h ave  your
q ualifications, th e  focus ch ange s sligh tly. It still
re m ains tow ards ph arm acy but you th e n narrow
dow n your options.

‘In m y case , I narrow e d it dow n to com m u-
nity ph arm acy. Follow ing th e  abandonm e nt
of m y industry plans in Z am bia, I re alise d I
w ante d to w ork  in com m unity ph arm acy th e
m ost and th at is th e  re ason I cam e  back .’

It w as due  to R agh a’s de sire  to be  h is ow n

boss th at h e  de cide d to go into com m unity
ph arm acy. Signing up w ith  a franch ise  sch e m e
th at AAH  h ad in th e  e arly 9 0s, R agh a de ve l-
ope d th is inte re st furth e r and opte d to buy out
th e  busine ss as th e  franch ise  contract cam e  to
an e nd.

‘Look ing afte r a busine ss is w h at I’m  inte r-
e ste d in be side s th e  ph arm acist aspe ct of it. I’d
alw ays w ante d to be  m y ow n boss. I did ge t
offe re d fantastic salary at th e  place s I w ork e d
at in th e  past but th e  fact th at th e y w e re  able
to offe r m e  th at m ade  m e  th ink  th at I’m  capable
to m ak ing m uch  m ore  by just h aving m y ow n
busine ss.

‘I did locum  w ork  in ce ntral London and
w ork e d as a m anage r for tw o ye ars follow ing
m y re turn from  Z am b ia. W h ile  I w as still
w ork ing as a locum , th e  AAH  offe r cam e  up
and I b e cam e  one  of th e  fe w  luck y one s to ge t
on board. And w h e n, at th e  e nd, I h ad th e  option
to buy out th e  busine ss, I didn’t th ink  tw ice .
It w as an e xce lle nt de cision I m ade  and I’ve  neve r
look e d back  since .’

Apart from  be ing th e  ph arm acy ow ne r and
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th e  ph arm acist at Vantage , R agh a is also a
q ualifie d Inde pe nde nt Pre scribe r and sits on
various local com m itte e s as w e ll as th e  LPC.
A re spe ct individual am ong custom e rs and local
surge rie s, R agh a is contacte d by nurse s, GPs
and patie nts alik e  for advice  and guidance .

‘I do h e lp out patie nts in m y batch  but it
doe s not stop th e re . Th e  GPs and th e  nurse s
w ould ph one  m e  up for advice  if th e y are  not
100 pe r ce nt sure  on som e th ing and ne e d a a
se cond opinion. W e  h ave  th at rapport w ith  local
GPs th at w e  are  q uite  proud of and w e  re spe ct
e ach  oth e r for th at.’

R agh a w on th e  Ph arm acy Busine ss Clini-
cal Exce lle nce  Aw ard 2008 for h is spe cialisation
in th e  tre atm e nt of diabe te s. H e  unde rtak e s th e
full range  of te sts for diabe te s and also advise s
patie nts on h ow  to im prove  th e ir life style . But
h ow  did th e  inte re st in diabe te s de ve lop?

‘Around five  ye ars ago, w e  h ad a diabe te s
im prove m e nt sch e m e  is H illingdon w h e re  w e
unde rtook  basic te sts and advise d patie nts ove r
a pe riod of six m onth s. It w as so succe ssful th at
w e , as a group, w on a care  aw ard for th at.
W ork ing w ith  diabe te s th e n w as w h at got m e
inte re ste d.

‘A W arw ick  diabe te s course  cam e  along afte r
th at w h ich  I e nrolle d in and passe d. So, th e  m ore
I le arnt about diabe te s th e  m ore  fascinate d I
be cam e  and th e  m ore  I w ante d to k now. As a re sult,
I w ante d to do m ore  th an th at just pre scribing and
w ante d to look  afte r th e  patie nts m yse lf. So I w e nt
to King’s Colle ge  and did m y course  in
supple m e ntary pre scribing. Follow ing th at, I w e nt
furth e r and be cam e  and IP th e  follow ing ye ar
so now  all th e  de cisions w ill be  m ine .

‘I w as h appy, pre pare d and confide nt to m ak e
ch ange s to th e  m e dication and it w as th is
confide nce  th at drove  m e .’

D e spite  h aving h is  h ands full and
com plaining th at ‘th e re  are  not e nough  h ours
in th e  day’ to do w h at h e  w ants to, R agh a h as

built up a succe ssful busine ss and h e  attribute s
a lot of succe ss to th e  sk ills of h is staff and th e
training th e y unde rw e nt.

‘You can’t k e e p an e ye  on e ve ryth ing th at
is h appe ning in th e  ph arm acy. I h ave  dispe ns-
ing dutie s as w e ll. Th e re fore , it is e sse ntial th at
you give  staff th e  ow ne rsh ip of particular
se ctions and product range . D e le gation is th e
k e y to succe ss but for th at to w ork  e ffe ctive -
ly, ade q uate  training m ust be  provide d be fore -
h and and constant re vie w  m ust be  unde rtak e n
to e nsure  a com m on goal is b e ing aim e d at.

‘W e  h ave  re gular discussions w ith  staff and
at tim e s, e ve n I’m  not aw are  of products th e y
orde r since  I h ave  give n th e m  full auth ority
follow ing th e  training. I follow e d a sim ilar path
e n route  succe ss and I’m  all for giving th e m
ow ne rsh ip and le tting th e m  little  e ntre pre ne urs.’

Apart from  providing diabe te s se rvice s,
Vantage  Ph arm acy also provide s ch lam ydia
scre e ning and sm ok ing ce ssation se rvice s as
w e ll as offe ring th e  m orning-afte r pill toge th e r
w ith  th e  re q uire d consultation.

R agh a’s w ork load is e ve r incre asing. ‘I’m
busy all th e  tim e , th e  script num be rs h ave  sh ot
th rough   th e  roof and on ave rage  w e  do 8,000
scripts pe r m onth . I can’t possible  do all th is on
m y ow n and th at’s w h e re  back up and w e ll-
traine d staff com e  h andy.

‘W ith out back up, you can’t do all th e se
se rvice s and it’s dispe nsing or th e  pape rw ork
or se rvice s. Th e y all tak e  up a lot of tim e  and
th e  only w ay you can do th is is if you h ave  ve ry
good staff.

‘I’m  q uite  h appy doing th e  se rvice s since
I k now  oth e r parts of th e  busine ss are  in capable
h ands. I e njoy dispe nsing, e spe cially w h e n I’m
giving out th e  m e dication and as th e  ve rb al
inte raction tak e s place .’

D e spite  th e  w ork load, R agh a’s inte re st in
diabe te s and diabe tic patie nts is on th e  rise  and
h e  is com ing up w ith  ide as and advice  to h e lp

Kishor’s tips for growth
Always know your customer. It also helps if you

know them by their first name without having to

look at the prescription. Calling the customer by

their first name will help with customer loyalty.

Pharmacies that rely on OTC sales need to

assess sales regularly. Go shelf by shelf and see

how much each metre is producing. Calculate

the figures with staff who is in-charge of that area

and if a particular product is not moving, you really

need to change things around. It is very, very

competitive out there and you really have to go

out and get your clients.

We are loosing market share to the supermar-

kets and superstores and you need to ensure you

provide exactly what the customers need. Habits

change and stale products need to get off the shelves

straight away. Don’t offer small discounts like ten

per cent or twenty per cent. Get rid of it at 20p

or something attractive so it flies off and makes

room for new products.

We have a £1 gondola end which is very popular

in the area and the turnover has been fantastic.

patie nts all th e  tim e .
‘Th e  m ain aim  is to ch ange  th e  patie nt’s

attitude  tow ards diabe te s. I ch ange  th e  m indse t
of th at pe rson from  day one  b y giving h im /
h e r th e  ow ne rsh ip of th e  proble m . Put re stric-
tions on and list th ings th e y sh ould not be  doing.
Give  th e m  all th e  facts as oppose d to just th e
m e dication and I find th at th is w ork s b e tte r.’

Alth ough  R agh a h as h is h ands full w ith
dispe nsing, training and offe ring se rvice s, h e
still h as tim e  to ponde r ove r th e  future  of
ph arm acy. H e  e nvisage s it to ch ange  no doubt
but w arns of re pe rcussions w ith  th e  gove rn-
m e nt’s de sire  to se e  m ore  and m ore  se rvice s
be ing unde rtak e n by ph arm acists th at incre ase
th e  w ork load. ‘W e  just don’t h ave  th e  tim e .
For e xam ple , I’m  giving advice  on MUR s
ve rbally and not claim ing for it as I do not do
th e  pape rw ork  due  to not h aving m uch  tim e .

‘W ith  Cate gory M and all th at, it h as b e -
com e  a political issue  th at w ill tak e  tim e  to se ttle
dow n. It w ill be  tough  and you can’t re ply on
incom e  from  dispe nsing alone . Th e  soone r th e
colle ague s of m ine  re alise  th at th e  b e tte r.’

D oing so m uch  can som e tim e s affe ct th e
q uality offe re d, som e th ing th at R agh a w as q uite
w ary of. H ow e ve r, th e  Aw ard provide d th e
confide nce  th at h e  ne e de d to strive  tow ards
im prove m e nt in patie nt care .

‘I neve r re alise d m y w ork  w as of a re asonably
h igh  standard until anoth e r ph arm acist ask e d
m e  to apply for th e  aw ard. It w as a fantastic
e ve ning and, as e ve ry oth e r aw ard-w inne r, I
ne ve r e xpe cte d to w in it.

‘H ow e ve r, it w as re ally funny b e cause
e ve ryone  told m e , afte r I h ad w on, th at th e y
e xpe cte d th at to h appe n soone r th an late r. It
is nice  to be  appre ciate d and is satisfying w h e n
your w ork  ge ts re cognise d but I ne ve r unde r-
took  all th e  additional w ork  for th e  sak e  of an
aw ard.

‘I just love  h e lping patie nts.’

The man of the moment before his pride
and joy

Retail components are essential to
getting ahead, Kishor says
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