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COLLECTION OF CONTACT LENSES AND/OR SPECTACLES 

Some simple tips collected from successful practices.

	CHECKLIST
	TIPS

	Greet the customer and ascertain their reason for visit e.g. are they collecting spectactles or contact lenses
	

	Confirm the customer’s name
	Use name throughout collection ensuring individuality

	Offer the customer a seat
	

	Check the item(s) – prescription and lens type – against invoice
	Verbalise as you do so, clarifying the order with customer

	Present spectacles to customer
	Compliment the customer on their purchase, adjust the frames accordingly.

Offer a mirror for customer to check appearance

	Hand over contact lenses
	Confirm Right and Left prescriptions

	Accompany the customer to the door
	If you were saying goodbye to someone at home, you would do this automatically! Smile and say thank you. Use their name to say goodbye.

	Provide a questionnaire for them to give you feedback.
	This can be done either leaving or later, by sending it to their home. You could offer an incentive for return – ideally money off your own products.


MAGIC:

“When collecting my contact lenses, the Optical Assistant took time to sit me down and check I was happy with everything, despite the fact that the practice was really busy.”

TRAGIC:

“I had visited my optician to collect my new spectacles. As I left, she asked me to come back if I had any problems. To be honest, this made me feel as though they were expecting problems and immediately put some doubt in my mind.”
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