
REOPENING YOUR PRACTICE
AN OWNER’S GUIDE

 This document is for guidance only and is offered as a recommendation for best practice. We hope you find it useful.*

* These guidelines are shared as a recommendation for best practice. Neither Essilor or its employees shall be liable for losses, claims, compensation, 
 fees or damages incurred arising from any person relying on this information.



WE UNDERSTAND THERE IS A LOT TO CONSIDER AT THE MOMENT. 
THESE UNPRECEDENTED TIMES HAVE MEANT MANY CHANGES FOR 
US ALL. THIS DOCUMENT DOESN’T HAVE ALL THE ANSWERS BUT IT 
ACTS AS A LIST OF THINGS YOU MAY WISH TO CONSIDER.

We have split this guide into different sections starting with things you could be working on now before you are fully open, 
right up to the patient journey for a routine eye test.

Our sales management team are all working remotely and would love to speak with you if you need any further information.



BEFORE OPENING

Review your finances: Ensure you’ve applied for any relevant furlough payments, government loans/grants and 
that you know when other private arrangements made such as payment holidays are due to come to an end.

Safety in the practice: Have you ordered the relevant PPE? Guidelines include face masks, aprons, disinfectant wipes, 
hand sanitisers, facial visors, goggles and protective shields for equipment. You may also consider fitting perspex 
screens to your reception desks and slit lamp guards. Will you ask your patients to wear protective masks in practice 
and if so will you provide them?

Clinical tests: You may decide to omit some clinical tests initially if you can’t perform them at a safe distance.

Practice Signage and in store material: Let consumers know you are open by displaying ‘safe practice’ signage 
on your windows and doors. Display signage on the interior of your practice giving your patients instructions on 
what they need to do and what they can expect from you during their visit.

Website and Social media: Update your website and social media platforms to let your customers know you’re open, 
your opening hours, what your safe practice protocol looks like (update your imagery to demonstrate) and what 
customers can expect during their visit.

Waiting list: Contact your patients by inviting them to join a waiting list for  priority appointments. 
Consider what your recall process will look like in future, will you switch to digital or telephone call?
Please see overleaf for an example email / letter for your patients.

Equipment: Test all of your equipment to make sure it’s still working correctly and address any issues you have.
Carry out a stock take on spares, screws etc. It’s likely you will see a lot of repairs.

Webinars: We have a range of webinars to help you through these difficult times, for more information or to book 
please visit: https://ecp.essilor.co.uk/supporting-you/coronavirus

Training plan: Talk to your Essilor Business Development Manager and your Bespoke Consultant to arrange training 
for your team. You can also ask us about our Patient Focus Training Programme. We have additional support from the 
Transitions brand consultants who can assist with recommendations to help build your business back stronger 
and faster.

Refresher training: We can support you by offering refresher training on key products, including Varilux, Transitions, 
Bespoke, Crizal Drive, Xperio Polarised etc.

Patient finance: Think about partnering with a finance provider to offer your patients 0% finance or a direct debit plan.  
This may help you to increase your order value and make payment easier for patients that have been on a reduced 
income.

For the latest information check the latest updates from the official optical bodies

• Before you re-open your doors you need to carry out a full and written risk assessment (Further information below)

RISK ASSESSMENT

You’ll need to identify all the risks that Covid-19 creates for your business and prove you are taking measures 
to mitigate them. 

Essilor can provide a risk assessment template to get you started. 
Please email marketing@essilor.co.uk to learn more.

You need to consider the safety of your patients and your staff in all areas of your practice. 
This would include ensuring patients and staff can keep 2 metres distance where appropriate.

Once the written risk assessment has taken place it should be formally communicated to all members of your team.

 Your entire team should be involved in the implementation of this.



Here is a template for an email or letter, which you can amend to suit your business...

COMMUNICATING 
WITH YOUR PATIENTS

Dear valued customer

We are planning for when we re-open our doors. We wish we could give you 
a re-opening date to make things easier for you to book your next appointment, 
but right now it’s just so important to stay home and save lives.

We are currently still  available by phone to deal with any eyewear or eye health 
emergencies, please call us if you are concerned about your vision due to a 
sudden change, you have broken your only pair of spectacles or you need more 
contact lenses 

When we re-open our doors we will ensure we follow the social distancing 
guidelines so will only see patients on an allocated appointment basis 
even for collections. This is to ensure your safety and wellbeing.

As our re-opening date is still unknown, if you would like to put 
your name down for a future appointment with us, please reply 
to this email with your name, contact details and the reason 
for your appointment (Eyetest, Hearing test, Select new frames, 
etc). We will then contact you again to get you booked in. 
Please bear with us and we will do our very best to accommodate 
and be flexible when the time comes.

We really appreciate all of your support and cannot wait 
to welcome you back to (insert optician name).

Use social media to tell the story of your practice. 

Communicate early and often with your patients. Let them know what you are doing to prepare the store to be a 
safe and inviting environment for them to return to. 

Get patients and potential new patients invested in the people that form the personality of your practice. Has anyone 
from the practice done anything amazing? Have you gone above and beyond to deliver eyecare? Why not share this 
great story.

Have you got a creative rainbow in your window? Tell the world, children especially are enjoying the sight of these 
bright creations everywhere.

Encourage consumers to support independents. Highlight the service and treatment they get when visiting your 
practice. Many independents are pushing the ‘shop local’ message.

We appreciate this is an unusual and uncertain situation for both you and your patients. We are all having to adapt 
on a daily basis. We have pulled together a few ideas for your consideration, starting today with some communications 
you could implement.



STAFF PLAN

Now would be a good time to try and get the team together for virtual meetings.

Arrange a training session virtually, even staff on furlough can take part in training. 
You could cover your new patient journey or safety and hygiene.

Arrange a 15 minute team meeting to recap every morning when you are back in practice.

Who is responsible for cleaning each area of the practice and how often will you do it? How is this monitored?

Organise a debrief at the end of each day for 10 minutes. How do your team feel? How has the day gone? 
What will you do differently tomorrow? Does anything in the new flow need to change?

Put together a support document and circulate to all the team, including the new practice flow.

WHAT ARE THE NEW KEY FOCUSES 
OR KPI’S FOR YOUR PRACTICE

STAFF LEVELS

Speak to each member of the team, their health and mental wellbeing is important.

Who would you prioritise bringing back and why?

Consider if you are using Locums, have you got enough PPE for them or do they supply their own?

Could any high risk team members work from home, calling patients and booking appointments?

Ask all members of your team to complete the symptom checker using the Covid-19 Symptom Study app. 
It is advised they do this daily.

In this section you need to think about how many members of the team you need to bring back and consider how rotas may 
be affected. Are there any high risk members of the team and what precautions need to be taken to protect them?



CLINIC MANAGEMENT

How long will you allow for each appointment and how long will you need inbetween appointments to clean 
and disinfect?

Classify patients into ‘Routine,’ ‘at risk’ or ‘very high risk.’ Think about who you will prioritise and why. 

Decide if you will offer dedicated days or times for those in the highly vulnerable category. They may feel safer with 
the first appointment of the day.

Will your opening hours change or be extended? Will you offer any home visits or domiciliary services?

How are you promoting your opening times and advertising your new approach?

Put some work into how you highlight/block out appointments so people are booked into an appropriate time slot. 
Document your process. For example, blue appointments first thing for vulnerable patients.

Could standard reminders be put back a month?

Will you limit the number of children you see or have specific slots for NHS patients?

Think about how you are going to handle website bookings as you don’t know the current patient status. You should 
consider contacting all patients that have made an online booking to ensure they are in an appropriate timeslot. 
Change your online messaging to instruct customers accordingly.

Calling recall patients allows you to ask some key questions and explain your new flow and reassure them.

TELEPHONE TRIAGE

Consider doing recalls by phone and triage patients. This way you can talk them through what they can expect 
in practice.

To minimise patient time in practice consider how much of the visit could be done via a phone consultation.

Ask permission to ask questions and explain why you need to know certain things.

Always risk assess if the patient has had Covid-19 or has been displaying symptoms.

Think about what questions would be good to ask.

Currently we know awareness of eye strain and light sensitivity is increased. You could ask some questions around 
these areas.

If you agree to see a patient and feel they are going to require new glasses, ask them some further questions to 
understand what they like about their current pair, what shapes or colours they suit to help narrow down the 
frame selection.

Classify patients into routine, emergency, contact lens wearers, dispense only, collection and repair.



FLOOR AND FLOW

How will patients access the practice? Locked door, phone, bell or intercom? You should control the number of 
people in the practice at any one time.

Consider filming a short video to show the new flow and what patients can expect when they come into practice.

POS available, speak to your Regional Sales Manager to order your pack.

Introduce a meet and greet member of staff who explains the process and reassures people on arrival. 
What do they need to say, where do they direct people?

Signage directions, what is the flow? Mark it out on the floor, implement a one-way system, how many people can 
be accommodated safely?

Remove any surplus chairs out of the practice.

Remove any items that are non essential remembering everything that is out will need to be cleaned. 
For example magazines, leaflets and showcards.

You could consider using a seperate room for dispensing. If you have enough testing rooms you could rotate 
between them to save disinfection and sanitisation time.

Have hand sanitiser available at various stations within the practice.

Advise patients coming into practice to wear their own face covering and to come alone where possible.

In this section we are looking at the practical flow of the patient journey and allowing for social distancing.

We have made a few changes 
to the practice to ensure the 

safety of our patients and staff

PLEASE RESPECT 
SOCIAL DISTANCING 
WHILST IN PRACTICE



HYGIENE - PERSONAL AND OPTICAL EQUIPMENT
CLEANING, SANITISING AND DISINFECTING

COVID-19 spreads mostly from person to person by respiratory droplets when people cough, speak loudly 
or sneeze and can be transmitted by contaminated surfaces, hands, mouth, nose and eyes. The SARS-COV-2 
may remain viable for hours to days on surfaces. Cleaning / sanitising and disinfection are essential 
measures for prevention of COVID-19.

INFECTION 
CONTROL

Infection control is going to become integrated in the new normal for all optical businesses.

There are many areas we need to consider: 
PPE / Hand hygiene / Frames / Equipment / Workspace and communal areas

Key points to remember: 
• Cleaning - removes germs 
• Sanitising - lowers the number of germs 
• Disinfecting - kills germs

Cleaning is the first step before any process of disinfection can be carried out.

CLEANING/
SANITISING

Cleaning / sanitising can be conducted either by using soap and water for at least 20 seconds 
or using Hydrogen Peroxide 0.5%. Tests have been conducted on both lenses and frames and show 
that it is not altering the product not its attribute.

Microfiber lens cloths will need to become single use as they could move the virus around.

DISINFECTING
Disinfecting using isopropyl alcohol (IPA 70%) is a virucide solution, however it is NOT yet 
confirmed that it will not alter the equipment (lens and frame) nor its attributes.

Tests are currently being conducted.

HANDWASHING

It is important to wash your hands regularly especially before eating, after using the toilet, 
after blowing your nose or sneezing and before and after handing frames and contact lenses. 

During appointments make sure you wash your hands in-between patients, after adjusting 
eyewear/frames, after handling customer’s eyewear, before handling frames to put on display 
or on the patient, before using contact lenses and after cleaning and disinfecting tools and 
instruments. 

Make sure you always use disposable towels

PPE
You will find some great information around PPE here:

https://www.pointsdevue.com/article/covid-19-personal-protective-equipment- 
ppe-and-eye-protection-guidance



THINGS TO CONSIDER FOR YOUR 
WEBSITE TO ASSIST PATIENTS BEFORE THEIR VISIT

What services are you currently offering?

You should promote these where possible, for example: Our doors may be closed but we are here for you, we are offering 
telephone consultations and pre-booked appointments.

Know the guidance

Before attending the practice for your next appointment we would be grateful if you would review the most up-to-date 
government guidance: https://www.nhs.uk/conditions/coronavirus-covid-19/

Keep us in the loop

Please remember to call us or email us to let us know if you wish to reschedule any of your booked appointments. 
We would be happy to schedule an alternative date for you.

At your next appointment

Eye examinations may take a little longer as we implement additional sanitising of our equipment, regular disinfection of 
door handles, frequent cleaning of frames and sunglasses thoughout the day and rest assured our teams are well equipped 
with hand sanitiser. Please use the hand sanitiser upon entering and leaving the building.

To reduce close contact between patients we will be rearranging our furniure. This may mean the chairs in our waiting 
area are spaced further apart than normal and/or every other desk will be left free when measuring and fitting glasses 
and contact lenses for our patients.

We hope this message goes some way to reassuring you that we will still be here to look after your eyecare during the 
weeks ahead.



SERVICES YOU PROVIDE
Here are some examples of what you can add to your website.

Working hours and extra services

INTRODUCING
OUR NEW EMERGENCY

EYECARE SERVICE

Giving you direct access to 
fully qualified optometrists to 

help you with any concerns 
you may have about your eyes.

REQUEST A CALL

READY TO COLLECT?
WE’LL DELIVER INSTEAD

NEED TO STOCK UP?
WE CAN DELIVER CONTACT LENSES 

AND SOLUTION

NEED A REPAIR?
SEND AND RECEIVE SERVICE AVAILABLE

CONTACT US CONTACT US CONTACT US

If you have recently purchased 
spectacles from us and are unable 
to collect, please let us know and 
we will deliver them to your door.

If you need to order contact lenses 
or lens solution, let us know and 

we can have your items 
delivered to your door

If you need any repairs to your 
existing spectacles, send them to 

the practice with notes and we will 
aim to repair them there and then 
and have them back to you asap



STAFF / PATIENT SAFETY
You must also start to think about the safety of your staff and patients. 
It may become normal for all of us to wear face coverings for the foreseeable 
future. However, for refraction and dispensing it could become compulsory 
for single use aprons, gloves, masks and visors. You should also consider 
using protective screens.

Some PPE / protective items are available at 
https://ecp.essilor.co.uk/instruments/m-eye-store 

PRACTICE FLOW
The flow of you practice could prove vital to successfully returning to 
business. You must advertise how safe your practice is, from cleaning 
protocols through to volume of patients in the practice at any one time, 
If word gets around about your safe working arrangements, it may 
encourage patients to visit you instead of a large busy high street store.

These safe practices should be advertised on your social media, in your 
windows and wherever possible.

Please wait here 
until called

We have designed a range of point-of-sale material, speak to your Regional 
Sales Manager to order.

SOCIAL / PHYSICAL DISTANCING
Think about social/physical distancing for refraction and dispensing, 
this could be the new normal. It is important your patients feel safe 
and comfortable while being tested and choosing glasses.



EMAIL GBINSTRUMENTS@ESSILOR.CO.UK FOR DETAILS

instruments1@essilor.co.uk ecp.essilor.co.uk/essilor-instruments

APH550 
Our budget friendly auto-phoropter 
that can be operated from 7 metres away.

WAM800
Our wave analyser is a fast and 
effective aberrometer that provides 
7 measurements in 90 seconds.
Can be operated at a distance 
of 2 metres.

SAFE PRACTICE 
EQUIPMENT
FROM ESSILOR INSTRUMENTS

Vision-R 800
Our latest auto-phoropter 
that can be operated from 
7 metres away.

Visioffice X
Visioffice X allows you to take all necessary 
and personalised parameters with one 
single solution. The measurements can be 
taken up to 3 metres away. You don’t need 
any direct contact with the patient.

Contact Eloise Nice: nicee@essilor.co.uk 
for Visoffice enquiries

• ALL PRODUCTS ARE AVAILABLE ON UP TO 
6 MONTHS DEFERRED PAYMENT

• LENS REBATE OPTIONS ON ALL OFFERS

With social distancing being ‘the new normal’, 
we’ve highlighted some essential equipment 
that fully respects social distancing 
requirements.



WE HOPE YOU FIND THIS DOCUMENT USEFUL FOR 
PREPARING A SAFE STORE AND TRAINING YOUR TEAMS. 

WE ARE HERE TO HELP AND SUPPORT YOU 
WHENEVER YOU NEED US.

If your teams want to start recapping on some products, we have webinars available 
or teams working remotely to help, We understand we can’t visit you in practice at the moment 

but we want to work remotely to support you in any way we can.

ecp.essilor.co.uk


