COVER STORIES

AN ONLINE REORDERING
PLATFORM CAN HELP
IMPROVE CONTACT LENS CARE

hat happens to those patients who ask for their contact lens prescriptions at the end

of the exam and leave? Where will they ultimately purchase their contact lenses? And

what safeguards are in place to ensure that the lenses they order are exactly what the

eyecare professional prescribed?

A contact lens ordering platform simplifies the process for the patient, can help ensure that

the patient’s order stays in-house and creates efficiencies for the staff. Read how three ABB

accounts have found multiple benefits through using an online reordering platform, supported by

ABB Optical Group. pa

Increase the Revenue and Capture Rate

in Oradell, New Jersey, finds that

using a contact lens reordering
platform helps
close the loop
between clinical
decision-making
and patient follow-
through. His prac-
tice uses the Otto
platform, which
he says restores
continuity to a
part of the patient
journey that often
happened outside
the practice—the
actual purchase and receipt of contact
lenses. Shifting to Otto has resulted in
practical, measurable benefits for patients
and staff alike.

Dr. Fishkin says, "I started using Otto
about five months ago, as part of an
effort to improve continuity of care for
our contact lens patients.” For years, he
explains, the practice invested significant
time and expertise selecting the optimal
lens for each patient, only to see many
patients purchase elsewhere through

J oseph Fishkin, MD, of Fishkin Vision

Dr. Fishkin

large online retailers. That outcome
was frustrating not only from a financial
perspective but because the final step
of the patient experience—in which the
patient actually purchases the lenses
prescribed—was happening outside the
practice that made the recommendation.
Dr. Fishkin says the onboarding
experience exceeded expectations.
"The process was straightforward. The
staff training was well-organized, and
any questions we had were addressed
quickly.” Otto integrates naturally into
existing workflows. Staff members who
initially handled multiple vendors and
manual orders now guide patients
through a single, consistent system that
simplifies both trials and revenue orders.
He says once the team realizes how
streamlined the process is, adoption fol-
lows quickly and positively.

Putting reorders in patients’
hands—immediately

The most visible change in daily opera-
tions is the speed and ease of reorder-
ing. “At the end of the exam, while I'm
finalizing the prescription, we now send a
lens reorder link directly to the patient'’s

phone.” He adds that he has created a
clinic workflow shortcut so the link is sent
within seconds, often before the patient
even leaves the exam room. That imme-
diacy reduces the chance that a patient
will delay reordering, shop elsewhere or
become nonadherent with replacement
schedules.

Dr. Fishkin says the platform reduces
post-visit friction in meaningful ways.
When the reorder process is immediate
and simple, patients are much more likely
to follow through without delaying or
shopping around. He says, "We also see
more timely reordering since patients are
prompted before they run out of lenses.”
In turn, that timely behavior reinforces
better patient habits and supports ad-
herence to replacement schedules that
preserve eye health.

Operational and financial impacts
The benefits extend beyond conve-
nience. Dr. Fishkin notes both quanti-
tative and qualitative improvements.
“Some of the benefits are measurable,
such as increased contact lens revenue
and improved capture rates. Others are
Continued on page 6
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Increase Revenue

Continued from page 5

more qualitative but equally important.
We see fewer delays in reordering, fewer
patient questions about where or how to
order and a smoother overall experience.”
Indeed, the simplified process has
shifted how the practice sees the role that
contact lens revenue plays. Contact lenses
were not a major practice focus in the past,
Dr. Fishkin says. They are now becoming a
more significant and reliable revenue stream
without demanding extra clinical time.
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Dr. Fishkin is careful to emphasize
that the platform is an interface, not a
replacement for the vendor relationships
that are important to his business. The
system “acts as a more efficient interface,
while still allowing us to work directly
with vendors when needed.” That bal-
ance preserves clinical and commercial
flexibility while bringing consistency to
patient-facing ordering.

Measuring success and

looking ahead

Dr. Fishkin says his team measures results
through increased revenue and capture

rates, along with staff feedback and ob-
servable reductions in patient confusion
and delays. In addition, the entire contact
lens experience for the patient is much
more cohesive. “"We are no longer rely-
ing on patients to remember to reorder.
We're meeting them at the moment when
it's easiest to act,” Dr. Fishkin says.

That has shifted the paradigm. “For
the first time, the effort we put into se-
lecting the right lens is actually carrying
through to how the patient receives it.”
He adds, "It has fundamentally changed
how | view contact lenses within my prac-
tice.” PA





