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Are You Capturing Your Patients? 
 Many optometrists see their position to be one as 
the patient caretaker;  their role is to maintain the eye 
health care of their patients.  Some even feel it is inappro-
priate or unprofessional to make lens or treatment recom-
mendations.  Often, the patient is directed to the dispensary 
and told an optician will be with them shortly.  This is the 
moment when a patient may simply walk out the door and 
the eyewear sale is lost forever.  In fact, of the 66 percent 
of patients who have eye exams at a private practice, only 
41 percent purchase their eyewear at that practice according 
to VisionWatch, a Jobson and Vision Council program. 
 Your capture rate of patients is the number of ex-
ams you perform in your office that result in an eyewear 
purchase.  To achieve this number, simply divide the num-
ber of eyewear purchases in a time period by the number of 
exams performed.  A good capture rate is 70 to 80 percent.  
A 100 percent capture rate will never be achieved because 
of the patients that do not require an Rx.  Many offices do 
not track capture rate at all.  By simply tracking your cap-
ture rate you will increase the focus on the process and take 
measures to improve it. 
 Patients achieve a sense of security from having an 
on-going relationship with their doctor who is familiar with 
their history and personal needs.  In contrast to chain pro-
viders, independent practitioners provide the individualized 
attention that fosters loyalty.  This extends to their eyewear 
selection.  It is not inconsistent with the doctor’s profes-
sional image to make lens recommendations.  In fact, isn’t 
it important to make sure your patient’s eye health contin-
ues to be protected in the eyewear they choose? 
 The best way to find out what your patient’s visual 
needs are to ask questions.  What is their occupation?  Do 
they play sports?  How much time do they spend at a com-
puter?  Only by collecting this information will you be able 
to recommend their custom visual solution.  Having the 
patient complete a lifestyle questionnaire is the easiest way 
to gather this information.  If you do not already utilize 
these questionnaires in your office, they are available from 
Midwest Labs. 
 Doctors’ recommendations carry a lot of weight 
with patients and will help the dispensing optician provide 
the best eyewear solution for the patient.  In addition to 
prescription information, the Rx pad should include lens 

treatment options such as Transitions, anti-reflection and 
polarized.  This way the patient receives their personalized 
lens prescription.  Midwest Labs can also assist in provid-
ing these pads.  
 The hand off from the doctor to the optician is criti-
cally important when providing excellent patient service.  
Do not overlook this important opportunity in the selection 
of the patients eyewear choice.    
 The first step is to make sure everyone is on the 
same page when it comes to the hand off.  It may even be 
helpful to have some staff training sessions.  Role-playing 
will ensure everyone knows their part when it comes to 
guiding a patient from the exam to eyewear selection.  The 
following are a few pointers to keep in mind: 
• Never tell the patient to “take a look” at the frames un-

til someone can help them.  Frame selection is the opti-
cians expertise and the patient should not be expected 
to do so on their own.  In addition, their prescription 
may limit what frame styles can be used.   

• Always introduce the patient to the optician that will be 
assisting them.  Including a brief comment about the 
optician’s excellent qualifications puts the patient at 
ease that they are in “good hands”.   

• A brief conversation including the patient’s occupation 
and hobbies combined with the lens recommendations 
that have been discussed reinforces to the patient their 
eyewear needs. 

 In far too many cases, there is no dialogue about 
products during office visits.  When patients do not convey 
any issues with their previous eyewear, many ECP’s will 
simply assume the patient wants to stay with their same 
lens products and features.  In reality, most patients do not 
take the time to investigate new technology as their expec-
tation is that you, the professional, will make them aware 
of products that could benefit them.  Dissatisfaction may 
occur later if the patient learns of new technology that was 
not offered during their visit. 
 No one likes to lose a sale, especially during these 
uncertain economic times.  Take a little time to review the 
processes in your office and make sure that you aren’t los-
ing your patients’ eyewear purchases to the chain down the 
street! 
  



From January 1st to June 30th 2009, you will receive one game card with 
each pair ordered and two game cards with each pair ordered with Transi-
tions™. Every game card can be a winner!  Scratch and spell “SHORT” to win 
up to $500 instantly!  Additional prizes: 
 * 2 Grand prizes with up to $24,000 value each 
 * 10 monthly prize drawings for 5 months (50 small prizes total,  
     value $500 per prize) 

With GT2, GT2 Short, GT2 3D and GT2 3D Short! 

Midwest Labs Iowa ● 800-247-2525  Midwest Labs Chicago ● 800-346-5700 

Now available from Midwest Labs, Reliance Extreme Performance Lens 
brochures!  These brochures are designed to explain the benefits of  
Reliance AR lenses to your patients by pointing out common visual 
complaints that are alleviated by anti-reflective lenses.  Perfect to hand 
to the patient to read while waiting for their exam.   
 

Order yours today! 


