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Objectives

• Importance of training your staff

•Communication

•Verbiage and terminology

•What can / should staff help with? 

•Pearls for phone etiquette

•Pearls for staff training



Hooray! We Now Offer Specialty 
Contact Lenses!
Now what?

•Get the word out!

•All patients

•Communication with staff



Importance of Staff

• Specialty contact lenses are complex 
but AMAZING!

• Education of patients
• Phone
• In-office
• After appointment follow ups

• Confidence in your office



Confidence In Your Office

•More staff knows = more patients trust you

•Patients recently diagnosed
• Reassuring
• Educating

•Patients previously diagnosed
• Breadth of knowledge

•Guidance through YOUR process



Educating Your Staff

• Lens types

•Patient experience

•Ocular conditions

•Explanation sheet
•Where on website to direct patients for 

more information

•Typical reimbursement amounts



Tip #1: Fit Your 
Staff with 
Specialty Contact 
Lenses!



TIP #2: Create A 
Specialty Contact Lens 
Manual for Your Staff

• Explanations of all lens offerings

• Common conditions they will hear 
about

• How patients benefit

• Cost & what to expect



• Give to ALL staff members

• Meeting

TIP #2: Create A 
Specialty Contact Lens 
Manual for Your Staff











• Phone answering script

• Services offered
• What to expect at appointment

• Approximate cost of appointment, professional 
service fees, lens cost, warranty, what insurance 
will/will not pay for.

TIP #2: Create A Specialty Contact Lens 
Manual for Your Staff



Crucial First Step: Intake Phone Call

•Patient Needs

•Condition

•Referring Doctor
• List of frequently referring Doctors

•History
• Contact lens wear
• Surgical history



Phone Call: Setting Expectations

• Length of Exam

• Images Taken

•Dilation vs No Dilation

•Discussion with Doctor

•Cost of Exam
• What to expect
• Ballpark cost of lenses and professional services



Phone Call: 
Insurance Coverage / Self Pay / 
Alternative Financing Options

•Communication is key!

• Setting realistic expectations

• Setting up appointment
• Who to refer to in certain situations
• “We are always here for you”



Phone Call: Verbiage

• “Fitting Fee” versus “Professional Service Fee”

• ”Consultation” versus “Exam”

• “Investment” versus “Expense”

• “Designing”, “Custom"



Communicating Value

• Share success stories with your 
staff!

•How the design process works

•How long lenses last



Staff During the Fitting Process

•Workup

• Imaging

•Which lens to choose
• Sticky note on machine

• Inserting lenses

• Imaging with lenses on
• Scleral lens design form

• Insertion & removal training





The Handoff – After the Exam

•Next steps

•Payment

• Scheduling the next appointment

• Financing options vs insurance timeline

•Patients who need time to decide on two options
• Follow up



Paperwork to Help the 
Process Run Smoothly

•Advanced Beneficiary Notice (ABN)

• Specialty Contact Lens Agreement

•Payment Options



Specialty Contact Lens Agreement



Specialty Contact Lens Agreement

•Professional Service Fee
• Timeline

• Lens Costs
• Circle versus free-type

•Refund Policy

• Signature
• Scan into system
• Patient follow up



What Do I Do First?

•Type out what lenses you offer

•Cost of lenses

•What patients should expect on their first visit

•Give this document for your staff to read! Expand 
later.



What Do I Do Next? 

•Training Technicians

•Training Front Staff for Billing
• GPLI – great resource for coding
• Stephanie Woo – billing and coding correctly



Let The People Know!

•Website

• Social Media
• Instagram
• Facebook
• Google My Business

• Information in the Office
• Handouts for patients
• Staff can be involved in giving out information



THANK YOU!
Any Questions?


