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 Room for growth
 With growth and investment on their agenda, the Co-

operative Pharmacy has bucked the current trends and

experienced a fruitful year. Managing director John

Nuttall and commercial director Gordon Farquhar reveal

where the money’s at ...

W ith  alm ost 800 outle ts th at m ak e
it th e  th ird large st ph arm acy ch ain
across UK – th e  large st in W ale s –

th e  Co-ope rative  Ph arm acy still h as plans for
e xpansion in th e  com ing m onth s
com ple m e nte d w ith  a £ 100m  inve stm e nt
budge t th at h as b e e n se t for 2009 -10.

W ith  conside rable  grow th  arriving via
acq uisitions – th e  num be r of store s incre asing
from  467 to 79 4 in th e  last th re e  ye ars – th e  Co-
ope rative  Ph arm acy h as also launch e d
ope rations in Ch ina re ce ntly. Be com ing th e
first com m unity ph arm acy in th e  UK to do so,
th e re  e xist plans to produce  50 ge ne rics products
for th e  UK m ark e t in th e  Tasly/Co-ope rative
joint ve nture  w ith  th e  proje ct due  for
com ple tion in spring ne xt ye ar.

In addition to th e  ove rse as proje ct, th e re
h as also b e e n a £ 15m  inve stm e nt on th e
e stablish m e nt of th e  National H e alth care
D istribution Ce ntre  (NH D C), a 19 0,000 sq uare
fe e t purpose -built w are h ouse  in Stok e . W ith
200 e m ploye e s, th e  NH D C w ill fulfil th e  ‘de -
m and of th e  faste st m oving, pre scriptions

of th e  Co-ope rative
Group to 5,500. ‘Apart
from  th e  fascia ch ang-
e s – re sulting in th e  Co-
ope rative  Group h av-
ing m ore  brande d fas-
cias in th e  UK th an Mc-
D onald’s – w e  also re -
fitte d 204 b ranch e s
w h ile  re locating 16 as
w e  b e lie ve  brand
aw are ne ss is re ally im -
portant,’ Farq uh ar said.

According to a com pany surve y, th e  re fits
not only im prove d th e  look  of th e  ph arm acy
but also im prove d custom e r satisfaction.
Figure s sh ow e d a five  pe r ce nt incre ase  in
custom e rs aw arding a re -fitte d Co-ope rative
Ph arm acy’s se rvice  full m ark s w h ile  th e re  w as
a six pe r ce nt incre ase  in custom e rs giving
th e  le ve l of se rvice  a nine  on te n on a visit
to a re fitte d ph arm acy. Th e re  w as also a
significant im prove m e nt in m ark s aw arde d
for store  cle anline ss, staff frie ndline ss, th e ir

As w ith  m any oth e r organisations across
th e  w orld, th e  Co-ope rative  Ph arm acy too w as
h it by th e  tough  e conom ic conditions, re sulting
in ‘painful re dundancie s’ and store  closure s.
According to Nuttall, th e  closure s h ad be com e
ne ce ssary as ‘th e re  w as no prospe ct of turning
th e m  around’ and ‘th e  e conom ie s of scale  th at
w e  re q uire d to m aintain good busine ss w e re
not possible  to ach ie ve  in th ose  locations’ be fore
adding th at th e re  w e re  no m ore  closure s loom ing
on th e  h orizon.

W ith  th e  e xpansion plans in place , th e  Co-
ope rative  Ph arm acy h as also e nsure d a ‘gre e n
im age ’ of th e  organisation by w ith  all its ph ar-
m acie s in England, Scotland and W ale s pow -
e re d by gre e n e le ctricity – e le ctricity produce d
from  source s such  as w ind and solar pow e r th at
do not cause  se ve re  e nvironm e ntal im pacts.
‘In addition to th e  gre e n e le ctricity, w e  h ave
e nsure d th at all our dispe nsing bags are  m ade
of re cycle d pape r and w e  are  re branding our
plastic bags so th at th e y are  m ade  of te n tim e s
le ss plastic,’ Farq uh ar said.

W h ile  spe ak ing of th e  burning issue  re -
garding th e  form ation of tw o se parate  bodie s
in place  of th e  e xisting R oyal Ph arm ace u-
tical Socie ty of Gre at Britain, Nuttall re -
straine d from  giving a cle ar answ e r as to
w h e th e r Co-ope rative  Ph arm acy w ould b e
joining th e  ne w  body or not. ‘It is  im portant
to h ave  a profe ssional body th at is transpare nt
and offe rs value  for m one y. W e  w ill support
it if it provide s a cle ar m andate  of w h at it plans
on ach ie ving.’

Signing off w ith  th e  vision of h aving a
th ousand store s unde r th e  Co-ope rative  Ph ar-
m acy brand by th e  ye ar 2010 – te rm e d ch alle ng-
ing due  to th e  curre nt m ark e t conditions –
Nuttall re ve ale d significant O TC launch e s th is
ye ar as w e ll as a m ajor corporate  launch  to be
unve ile d in th e  com ing w e e k s.

“
”

 Apart from the fascia changes – resulting in the

Co-operative Group having more branded fascias in

the UK than McDonald’s – we also refitted 204

branches while relocating 16 as we believe brand

awareness is really important

All smiles – John Nuttall and Gordon Farquhar of the Co-
operative Pharmacy

m e dicine  and O TC products’ totalling about
5,000.

Com m e nting on th e  NH D C as w e ll as a
fruitful ye ar, Joh n Nuttall, Co-ope rative  Ph ar-
m acy’s m anaging dire ctor, te rm e d 2009  as ‘th e
ye ar of Co-ope rative ’ w h ile  be ing ‘proud of
all th e  inve stm e nt m ade ’.

‘Alth ough  not e ntire ly conte nt w ith  th e
progre ss th e  ph arm acy se ctor h as m ade  in
ge ne ral, th e  last tw e lve  m onth s for Co-ope rative
Ph arm acy h ave  be e n b ig on inte gration and
w e  w e re  able  to launch  th e  large st re branding
program m e  in UK’s h istory,’ Nuttall said.

Th e  program m e , according to Gordon
Farq uh ar, Co-ope rative  Ph arm acy’s
com m e rcial dire ctor, involve d 232 fascia ch ang-
e s in 2008 th us bringing th e  total brande d fascias

le ve l of k now le dge  and th e  pre se nce  of
available  ch airs in th e  ph arm acy.

‘Pre se nce  of available  se ats is som e th ing
w e  tak e  for grante d but it playe d a signifi-
cant role  in ple asing our custom e rs,’ Farq uh ar
said. ‘Th e  re fit w as not just tak e n for th e
building but also th e  w ay staff inte racts w ith
custom e rs, th e ir k now le dge  about th e  prod-
ucts as w e ll as th e  organisation and h ow  w e
portray its im age .

‘W e  unde rtook  staff training and incor-
porate d th e  brand im age  re alisation w ith  it
w h ile  e nsuring th e  “custom e r is th e  ow ne r”
im age  is cle arly unde rstood by all. Th e  training
is th e n te ste d via custom e r fe e dback  as w e ll
as m yste ry sh opping th at w e  unde rtak e  re g-
ularly.’
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