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Handling
New inexperienced wearers 
are dropping out due to the 
challenges presented when 
learning to apply and remove 
their lenses. This represents 
24% of the total dropout 
numbers1. All staff must work 
with new wearers to gain 
competence with handling 
lenses in the early days of lens 
wear.

Discomfort
51% of dropouts are mainly 
due to issues with discomfort1. 

Presbyopia
25% of current contact 
lens wearers are dropping 
out when they develop 
presbyopia1. Responding 
to this change in vision 
correction requirements 
is essential if they are to 
be retained as successful 
wearers.

Your influence
When making a 
recommendation, being 
convinced yourself that the 
recommended lens is the 
right choice for the wearer 
is key. Consider the wearer 
as if they were a member of 
your family – what would you 
choose for them? This gives 
the freedom to discuss the best 
option for the wearer, along 
with high level care and the 
number 1 product choice at 
the forefront.

Individual eyes
Each consultation presents the challenge of a new pair of eyes – eyes 
belonging to an individual requiring the best advice tailored to their specific 
lifestyle needs. Success comes from both discovering and discussing the 
requirements unique to the wearer (new, current or lapsed), and helping 
them experience the best contact lenses for them. This article reviews how to 
communicate with contact lens wearers to ensure they are getting the best 
out of their lens wear experience.

1: First impressions – showcase contact lenses in-store

Are contact lenses and new technology products a key focus for your 
practice?  Is this something that is obvious to the person walking past the 
window display? Inside the practice, how does a prospective wearer know 
that contact lenses are available? Contact lens manufacturers produce 
promotional materials to help increase visibility and generate awareness 
about trying contact lenses. Information displayed in the consulting room  
as well as the main areas and windows of the  
store, helps promote discussion. 
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2: Talk about their experience

Before introducing a new product, any previous experience or wearing 
habits with contact lenses must be uncovered. Asking ‘how are your 
lenses’ (as opposed to ‘any problems?’) allows for a more open discussion 
on current lens performance.  Listen carefully to both the words they use 
to describe their experiences as well as the specific scenarios where 
challenges may arise.  E.g. “My lenses are great, but I have to take them 
out earlier than I’d like to as they get so dry towards the end of the day…”

3: Assess the clinical picture

Are there any slit-lamp findings to suggest an underperforming lens or 
incompatible care system (e.g. limbal hyperaemia, contact lens associated 
papillary conjunctivitis, lid-wiper epitheliopathy) in a wearer with long 
wear demands?  How is the vision?  Building the clinical picture, as well as 
actively listening to the comments and needs of the wearer, helps to work 
towards the next steps in reviewing the optimum lens type.

4: Prepare for change

Established wearers are often resistant to change, and of course do not 
have the extensive product knowledge of the well-informed eye care 
professional (ECP). The skilled ECP listens carefully to the feedback 
provided by the wearer and uses these ‘opportunities for 
improvement’ in recommendations and the basis for trying the 
new product. E.g. “Becoming more aware of your lenses in 
the early evening is the very reason I’d like you to try…”

5: New things are exciting!

Enthusiasm is contagious, and expressing delight when a 
new product becomes available helps to create interest in the 
wearer trialling the new and novel product.  E.g. “I’m pleased 
you’re here today, as there’s something new that I think will be 
ideal for you…”

6: Show interest in them as an individual

Demonstrating that you are interested in their needs in the context of their 
life is shown by talking about specifics of their daily activities and feedback 
received when questioning them on their current wearing habits. E.g. “You 
mentioned that your eyes can feel quite dry when you’ve been at a long 
meeting at work…”

7: Confirm their needs

“If we could give you better comfort when you’re in work meetings, is that 
something that would be helpful?” Using this question helps to  
summarise the wearer’s current desire for improvements in their lens  
wear whilst simultaneously exposing and confirming a need for 
improvement.

8: Educate the wearer

Explain the evolution of new technology, e.g. “this  
new daily disposable lens is unique – its surface is  
over 80%3,4† water which gives it exceptional comfort2,  
and nearly 9 out of 10 wearers agreed to them  
being so comfortable, they feel like nothing2”.  

1.  Make contact lenses  
visible in the practice

2.  Personalise the advice
3.  Educate
4.  Try the lens on eye
5.  Be enthusiastic

9: Try it!

Having the new product available 
in the correct powers allows for an 
efficient and spontaneous trial.

The on-eye experience is the best 
test of all. Support staff can assist 
in the preparation of trial lenses 
in advance of the appointment 
which shows personal attention 
and interest. This helps to 

reinforce a caring relationship 
and demonstrates 

thoughtfulness.  

10: Ask for 
feedback

Wearers are often 
flattered when their 

ECP asks them to give 
feedback on a new 

product.  Providing the 
wearer with the opportunity 

to assess the lenses for themselves 
is very positive, and they value 
being involved in the decision 
making process. The lenses have 
to be worn to reveal the positive 
advantages the new product offers.

Make it  
personal
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WATER CONTENT (%)

>80%†>80%†

33%

The lens has an ultra soft 
surface gel supporting ~100%† 
water content at the surface3,4

Silicone hydrogel material at 
the core of the lens5

Highest oxygen breathability 
of any daily disposable lens*

Precision Profile™ design

Educating wearers

People don’t buy contact lenses, they buy what 
contact lenses do for them. The three step 
approach educates the wearer about 
the product, whilst inspiring the 
necessary confidence to try the 
new lens.

Influencing a wearer to 
make the best choice 
then involves a detailed 
process of questioning 
their needs, listening, 
education and following 
the step-by-step approach 
to bring them round to your 
way of thinking. The best test of 
all is allowing them to try the new lenses 
for themselves.

For example the three steps in action:

“You mentioned that your current lenses 
feel dry towards the end of the day 
and you’re having to hold your 
mobile phone slightly further 
away to focus on it clearly…”

“I recommend you try the 
new water gradient multifocal 
contact lenses which includes 
silicone hydrogel at the core5 
for exceptional breathability* 
to give you white healthy looking 

eyes7. The lens also features an ultra soft surface 
gel4 which supports an almost 100%† water content 
surface4 which gives an easy glide feel for the delicate 

tissues of the eye and exceptional end 
of day comfort for the ultimate 

contact lens wearing experience2 
The multifocal element is a 
precision optical design which 
works in harmony with the 
pupil of the eye to give you 
seamless vision from near to 

far away and everything in 
between6.”

Managing resistance

Whilst ECPs actively listen to their 
patients, not all patients actively listen to their 

ECP!  This means that there could be some questions 
raised by the wearer which can be misinterpreted 
as an objection or resistance, e.g. to a higher 

price or an apparent unwillingness to 
try something new. It is important to 

avoid confrontation or argument 
when these are raised, and to 
use key phrases to help smooth 
over such challenges which are 
usually simply a request for more 
information or to have a better 
understanding.

Easy glide surface for the 
delicate tissues of the eye3,4

Exceptional breathability*

High performance lens

Works in harmony with the 
pupil of the eye6

Exceptional end of day 
comfort for the ultimate contact 
lens wearing experience2

White healthy looking eyes7

Ideal for wearing lenses for 
long hours2

Seamless vision from near to 
far away and everything in 
between6

1 2 3
State a technical feature What does this mean? What’s in it for me?



Key phrases:

Comments from wearers may indicate what is going through their mind and highlight a need  

for more explanation.

For example:

C:  I’m happy to stay with my current lenses 

A:  and that’s the very reason why I’d like you to try these new lenses…to keep you happy!

C:  They seem expensive  

A:  I appreciate there’s a difference in cost, and trying them will help you decide if they’re 

worth it for you.

C:  But these lenses have been great… 

A:  Yes they have, and your success with those is why I’m so excited for you to try these  

new ones.

Helpful hints:

 
I’m afraid they’re expensive…  

Would you like them or not?

There’s a big difference in price

Would you like to try them now  

whilst you’re here, or later this week?

• talk about success stories    

• listen carefully to symptoms  

• tailor individual advice  

• talk in terms of their interests  

• discuss the satisfaction guarantee

* Based on manufacturer-published Dk/t values, among daily disposable lenses; DAILIES TOTAL1® lenses Dk/t=156 @ −3.00D.
† Based on laboratory measurement of unworn lenses.
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DON’T  
SAY:

DO  
SAY:

DO:
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Author: This article was written by UK optometrist Sarah Morgan with expertise in communication.


