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2020 was an extremely tough year for the eyecare industry all over the world. This resulted in many optometric practices needing to 
adapt faster than normal and evolve from how they have always operated.

As we navigate the business of optometry in 2021, one thing that will set your practice apart from others is the ability of your team 
exceeding consumer expectations.

Consumer needs have evolved and it is imperative that your business evolves as well. 
Let`s get a description of who the consumer is before we get going with this article.

The consumer when it comes to eyecare is the patient, the customer and client.

Patient: The individual who comes to your practice for the very first time with a visual problem. This individual has never had an eye 
exam before.

Customer: The individual who comes to your practice for the second time for their visual related needs or the individual who has had an 
eye exam before but not necessarily from your practice.

Client: The individual who keeps returning to your practice for all their visual needs.



  PATIENT CUSTOMER  CLIENT

VALUE EXPERIENCE
Your role is to dispel  
misconceptions of getting eyes 
tested that they might have.

Ensure that the current  
experience is better than the 
previous one they had.

They need to know and  
experience that you care about 
their wellbeing.

PRODUCTS

Communicate problems they 
are experiencing and what 
products are available to solve 
them.

Communicate usage and 
functionality of products you 
recommend.

Communicate quality of  
products and how they are 
going to benefit them.

SERVICES

Make a very great 1st  
impression to those individuals 
that walk into the practice for 
the first time.

Set very high standards within 
the practice when it comes to 
service excellence.

Always ask the clients what 
you can do better to improve 
on what you do. 

SOLUTION OFFERING

Showcase how you solve  
problems through your brand 
positioning and  
communication.

Upgrades you offer should 
make sense so they must be 
tied into the prognosis that you 
have discussed with them.

They need to feel and  
experience that the solution 
is customized specifically for 
them.

LOCATION
Because of covid19, online 
brand positioning is very  
important at the moment. 

Important to know their  
preferred method of  
communication. They need a 
very good reason to come to 
the practice.

Bespoke approach to recalls 
and follow ups.

EXPERTISE
The Wow Factor - Patient 
education

The Wow Factor - Experience The Wow Factor – Innovation

CONVENIENCE
Processes, systems, etc. need 
to be smooth otherwise they 
will go elsewhere. 

Make it easy for them to do 
business with you. Example 
– personal delivery services, 
ecommerce solutions.

They need to feel prioritized at 
all times.

TRUSTWORTHY BRAND
Empathy and Compassion in 
your messaging and activities.

Deliver on what you promise.

How are you helping them save 
money and still ensure they get 
what they need? Loyalty makes 
the difference.

COMPANY CULTURE
Excellence – Know what you 
are doing.

Excellence – Ensure consumer 
gets confidence. 

Excellence – Love what you do.

TEAM
Patient needs to feel welcomed 
by the team.

Build very strong relationships 
with customers.

Know the exact needs, desires 
and wants of clients.

LEADERSHIP
Lead with love and  
compassion.

Lead by example. Lead with authority.

For 2021, try and apply these above mentioned strategies and measure them after every three months.
At the end of each quarter, you will be in a position to determine how to maintain peak performance levels within the practice.

Below is a breakdown on how you can exceed consumer expectations:
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CONCLUSION

Visionstryt is able to assist you with the 

ONLINE EDUCATIONAL PLATFORMS

Visionstryt Academy
www.visionstrytacademy.co.za

CONTINUOUS PROFESSIONAL 
DEVELOPMENT

Visionstryt CPD
www.visionstrytcpd.co.za 

MARKETING

Activyt
www.activyt.co.za

TRAINING AND DEVELOPMENT

OB Malope
www.obmalope.com

PRACTICAL RESOURCES

Visionstryt Publications



Visionstryt`s Strategic Guide for Optometrists



The Visionstryt Magic is about: “TAKING BUSINESSES TO A HIGH LEVEL OF EXCELLENCE, REVENUE GROWTH 
AND TRANSFORMATION BEYOND WHAT IT HAS EVER EXPERIENCED BEFORE.”


