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Background about the organization: 

 Rexall is a pharmacy owned by McKesson which is a public company focused on 

distribution of health care products, medical supplies for retail pharmacies, hospitals,  

manufacturers, healthcare providers and government. Rexall is a chain of community retail 

pharmacies which operates in Canada. (BC, Alberta, Saskatchewan, Manitoba, Ontario, New 

Brunswick). With nearly 8,000 employees Rexall operates approximately 400 pharmacies. 

 A Rexall store team is composed of two parts, in the pharmacy there is a pharmacy 

manager, pharmacy assistances, pharmacists, and pharmacy technicians. In the front store there 

is a manager, assistance store manager, and store associates. The most important activity is 

customer service. In the pharmacy, pharmacists are providing prescribed medication, 

vaccinations, and advice on how to take certain medication to their customers. While in the front 

of the stores, the store associates interact with customers, assist, and respond to customers 

inquires.  

Description of the incident: 

 Ben Hughes is a pharmacist that works at one of the Rexall pharmacies. One day in 

August 2022 while he was working there was an armed robbery at his Rexall location. 

Unfortunately, Ben was shot at close range at around 8:00pm. During this time there was only 

one pharmacist on duty and one pharmacy assistant. When the criminals entered the store, they 

physically roughed up both the individuals working then ended up shooting the pharmacist. 

 All senior leadership within the organization was notified. The following morning some 

of these leaders were on site while the store remained closed but were processing urgent 

prescriptions. WSIB paperwork was completed, and this encounter had to be reported to the 

Ministry of Labour.  

 There was so much support for the employee who was shot and the other who witnessed 

this unfortunate incident. The CEO of McKesson personally spoke to the family on the phone. 

The health safety, and well-being of the individuals that was impacted is staying in touch with 
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those people. Since this incident was severe, Rexall utilized a third-party employee assistance 

program. They arranged an on-site counselling for the following days.  

 After everything is taken care of, it is important for the impacted individuals to know 

they have support and hopefully feels good when they are ready to come back to work. The 

police provided the staff with their personal cell phone numbers in case another incident like this 

happens. From a safety standpoint, there was a security guard that remained on site for about 

three weeks and adjustments to the store operating hours. 

 After this encounter the employees in Human Resource of Rexall debated over whether 

time delayed safes in Eastern Canada pharmacies should be used. In Western Canada most 

Rexall stores have these safes and they found that it has been helpful, and it has acted as a 

deterrent. Rexall also has an online virtual training platform called I Learn and Asset Protection. 

They stress to their in-store employees to not fight someone or argue with someone if they are 

coming into the stores with ill intentions. Allowing them to take what they want and getting them 

out of the store as quickly as possible so to not cause harm or danger to the employees.  

 Fortunately, Ben survived this encounter and is recovering from the multiple surgeries he 

had to go under. The police caught the individuals who committed this crime.  

  

Discussion questions: 

1. What do you think, should all Rexall Pharmacies implement these delayed safes? 

2. If you where Ben what other security measures could Rexall apply into their health and 

safety network so that victims like Ben can return to a safe working environment? 

3. Do you believe employees will allow customers with ill intentions to take what they 

want? Why? Why not? 

4. What more can be done to prevent another incident like this one from occurring? 

5. How else could HR provide for these employees and what kind of examples came out 

from this incident? 
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Appendices 

Invitation and Consent form: 
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Interview Question: 

1) Can you tell me a little about yourself?  

2) What is your position/role?  

3) What kind of organization do you work for?  

4) How has this organization affected you and your position at Rexall? 

5) How long have you been working for this organization or role? 

6) Can you tell me a little more details about your organization, for example, what is your 

daily activities? 

7) Now, has there been a significant health and safety challenge you have faced in this 

organization?  

a. Why is this problem significant?  

b. What is the management’s position in this challenge? 

c. What is the employee’s position in this challenge? 

d. Was there a solution to this challenge? Why do you think this problem had a 

difficult solution? 

8) Can you tell me about a specific incident that has occurred during your role in this 

committee? 

a. What was the situation? 

b. As your role in the health and safety committee at Rexall can you tell me what 

was your task when this incident occurred?  

c. What actions were taken?  

d. Was the incident solved? If so what where the results? 

9) Is there anything else you would like to share with me? 

 

Interview recording: 

https://www.youtube.com/watch?v=Jmrk4S5l-QQ 

 

TCPS certificate: 
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