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Seasons Greetings from everybody here at Eyeplan, we hope everybody enjoys the 
festive season and returns to a prosperous new year.

Please note that the Eyeplan offi ces will be closed at 1pm on 24th December 2008 and 
will reopen at 9am on Monday 5th January 2009.

We need your information 
Part of the new website will be a ‘fi nd 
your nearest Eyeplan optician’ feature. 
We need to compile a database of all our 
Associates latest accurate information 
for this to operate successfully.  If 
you would like your practice(s) to be 
included in the search then please 
send us an e-mail with the following 
information:

Practice Name

Practice Address including postcode

Practice telephone number

Practice website (if you have one)

Practice e-mail address (if you have one)

Please e-mail these details to:

 hayley.blanning@eyeplan.co.uk

Recalls and Reminders
The lifeblood of any practice!  On the back 
page Practice Development Manager, Tara 

Burghardt, discusses the benefi ts of a 
telephone call.

New Websites Under 
Construction 

Darling’s VAT Change 
Does it affect you?

What should you do?
Read Eyeplan Financial Director Fraser 

Robertson’s thoughts inside.

Recall and Reminder Frequency 
By Tara Burghardt BA (Hons) MSc Practice Development Manager

In the last newsletter, some hints were offered to help you communicate with your patients. In this issue 
we look at the recall frequency and offer some advice for consideration. 

Once you have your recall letters revamped, refreshed and re-vitalised, consideration needs to be given 
to the timing of them. It has been suggested that there is an optimal sequence of the recall programme: 

Elapsed days Cumulative response

Recall - 21 days prior to the due date 0 26%

Reminder number 1 exactly 45 55%

Final reminder 75 64%

Telephone call 105 67%

Source: Myers La Roche. Practice Health Check Programme 2005-2008 Median Figures

In the current economic climate independent practices need to be wary of patients deferring their appointments. Deferred appointments 
may well manifest themselves as gaps in the diary, or a general quietness on reception, and appointments which aren’t fi lled are lost 
opportunities.  Changing the recall timings and sequence could improve response rates. 

Be Proactive
A very effective way of optimising the diary is the use of the telephone to contact 
your patients. In all direct-marketing activity it is the telephone which is the most 
effective, as it enables two-way communication. If practices could afford the time 
and resources to make all recall and reminder communications over the phone, 
they would vastly improve response rates. 

The great thing about independent practices is that they have “loyal” patients, so 
a list of recent recalls and reminders can be easily tied up with those patients who 
have responded. The practice receptionists know the patients, and can quickly 
determine that Mrs Smith, who has been regularly visiting the practice for the last 
fi ve or ten years, has not booked an appointment. A call to Mrs Smith to offer 
a “cancellation” for next Wednesday is great customer service. Mrs Smith can 
either make that appointment, or can’t do that day, but can do Thursday, or does 
not feel she can afford it at this time, which gives the practice the opportunity of 
communicating the importance of the eye examination and can put Mrs Smith’s 
mind at rest about the cost of new spectacles.

In order to put to one side any qualms you might have about calling your patients, consider the following: 

You may well fi nd that the patient is deceased, a delicate situation to handle at any point but at least you can offer • 
sympathies and ensure that no further communications are sent. 

If the patient has moved away this will enable you to mark their record as such, saving time any further • 
communications. 

The patient may have decided that they were not happy with your service at their last visit and may divulge this • 
information over the phone when they were not comfortable to do so in person. This gives the practice an opportunity 
to resolve their dissatisfaction.

The patient may be conscious of the cost of spectacles and is deferring their appointment. You may wish use this • 
to encourage them to join Eyeplan, or you can just reassure them that their eye examination is still very important 
and that whilst you would like them to purchase spectacles from you if they are necessary, they are by no means 
obliged to do so.

As a customer service call, as part of, or following the normal reminder sequence, a telephone call reminder is a very useful way to 
help you understand the needs of those you thought were loyal patients. 

A document, Recalls and Reminders; A Guide for Eyeplan Associates is available on request.

If you need any assistance or wish to discuss any aspect of this document, please do not hesitate to contact Tara Burghardt. 

“With Christmas around the 
corner and the rising cost of 
living, we were worried that the 
practice might struggle to fi ll the 
appointment diary. So, on the 
advice from Eyeplan, we decided 
to do some phone recalling and 
were very surprised by the results. 
The reservations of our staff were 
unfounded, and most patients 
have responded positively and the 
diary remains full.”

Eyeplan has recently commissioned two new websites from 
local developer Curvica.  The current website addresses both 
patients and opticians and is starting to look a little tired.  
The two new sites will separate the messages with one site 
concentrating entirely on promoting Eyeplan to patients with 
key feature being a ‘fi nd your local Eyeplan optician’ search 
button.  We will need your practice details to include you in this 
database (see separate panel).

The second site will be aimed at opticians and Associates, with 
a public area promoting the Eyeplan message, and a password 
protected area exclusive to Eyeplan Associates which will 
include the Eyeplan catalogue and a discussion forum.

The new sites are scheduled for delivery by the end of 
January.
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VAT :  a nightmare waiting to happen? 
Sage opinion from our own Financial Wizard; Fraser Robertson
The changes in the VAT rate are a fantastic sleight of hand. Reduce the VAT on everything 
sounds great in the papers but I predict that many small retailers will simply leave prices 
alone as the cost of re-pricing every product is just far too high. 

Reduce VAT on fuel? All zero-rated supplies (food chain, farming) pay out no VAT to 
HMRC but of course were able to recover 17.5% on their fuel usage, now they can only 
recover 15%. The result? A net increase in revenue to the government! 

Increase fuel duty? The result? A net increase in revenue to the government!

Then there was that “government leak” that after the next general election VAT goes up 
to 18.5% and income tax would be increased. In rugby they call that a “hospital pass” 
- to the next government!

But what about the optical market?
The shift in VAT rate, albeit temporary, does cause us some headaches. Do we change our prices for our customers? My 
considered opinion is this: Be Careful! 

There are potential hazards here for the unwary, here is some:
Will your customers be aware that only part of their payment for spectacles carries VAT? How do you answer that?• 

How much will it cost you to re-price, re-label, alter computer system prices, catalogues etc?• 

BE CAREFUL that the change in rate does not impact on your de-minimis calculation because this is based on the • 
actual VAT amounts, not on the rate. If you are close to falling below the de-minimis limits it would be a very good 
time to review your apportionment.

Should you change the Eyeplan collection amounts if you supply contact lenses?• 

My suggestions for dealing with each of the points above:
From a PR point of view, let your customers know that your (inevitable) price rise that happens in January has now • 
been postponed thanks to the change in VAT. So your prices haven’t gone up after all.

Don’t do it!• 

Use Eyeplan’s relationship with Cowgill & Associates! With a wealth of specifi c experience in the optical market in • 
respect of VAT they will be able to advise you. 

The saving for your customer will be absolutely tiny compared with the cost to you of implementing such a change. • 
Time for a judgement call – will you actually lose any monthly-paying customers as a result? 

Eyeplan
For Eyeplan Associates, most of the Eyeplan revenue will be fees, and therefore the impact of the VAT change will be 
minimal. From 1st December 2008, Eyeplan’s collection charges will carry 15% VAT until 31st December 2009.

Eyeplan’s VAT advisors are Cowgill and Associates. 
Contact them at info@ccinternational.co.uk or telephone 08707 460810 

and mention our name. The advice you get will be invaluable. We certainly recommend you 
speak to them before your next VAT inspection.

Eyeplan Evening at Arbuthnots
Arbuthnots Opticians held an Eyeplan Evening on the 19th November at their practice in Barry, Wales.  
The evening featured sculpture by local artist Frankie Locke, eye makeovers from a local beautician and 
frame previews from Oakley, Christian Dior, Cazal and Fabio Capello.  The evening was very successful 
with over 50 Eyeplan members and their guests visiting the practice.
Eyeplan helped with the event by designing and producing the invitations and handling the mail out. 
Eyeplan also helped with the refreshments.  If you would like help organising your own Eyeplan event 
then please contact Chris or Tara.

invite you and a guest to an exclusive Eyeplan evening

Wednesday 19th November
From 6:30 - 9:00pm

Art by Frankie Locke
Eye makeover by Amanda from Beauty Spot

Jewellery and accessories from Giorgio
Frame Previews from Oakley, Christian Dior, Cazal and Fabio Capello

Free raffle draw 
Refreshments

RSVP 01446 735551
numbers may be limited so please call to reserve your place

6 Broad Street, Barry, South Glamorgan CF62 7XP

Sparkling success  

Ryley and Evans celebrated 50 years in business 
with an exclusive Eyeplan Evening.  Douglas 
and Natalie Glass hosted the event which was 
supported by Silhouette, Swarovski, Nikon, 
OWP, Jaeger and Mexx, and of course Eyeplan, 
who assisted with producing the artwork for 
the invitations and provided champagne for the 
evening.  Julie Dove and the staff at the Long 
Eaton practice were thanked for their tremendous 
efforts in putting together a wonderful event. 
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Nikon Camera

Champagne 
Plus many other prizes

Designer Frame Preview
Swarovski , Silhouette
OWP , Jaeger, Mexx

and Nikon Lenses

Ryley and Evans Opticians
invite you and a guest to an exclusive Eyeplan evening

 to celebrate 50 50 years in business

Friday 12th September 
From 4:00 - 7:00pm

Refreshments and canapés

RSVP 01159 734056
25 High Street, Long Eaton, Nottinghamshire, NG10 1HY

Eyeplan to Sponsor AIO Conference 

Eyeplan are pleased to announce that they have agreed 
to sponsor the 2009 Association for Independent 
Optometry (AIO) Conference.  

Eyeplan will be providing some fi nancial sponsorship but 
will primarily be helping organise and mange the event.  
The venue and date have already been agreed and the 
conference will take place on the 9th, 10th and 11th of 
October 2009 in Wells, Somerset.  In addition to CET 
credited lectures, the conference is a very sociable event 
and will feature a gala dinner on the Saturday night.

More details on the conference will be published in this 
newsletter in 2009 including how you can attend the 
conference.

In the meantime if you would like to learn more about 
the AIO visit www.afi o.co.uk.

Remember! 
www.eyeplanassociates.co.uk 
for all your stationery needs.


