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E L E VAT I N G  T H E  
P AT I E N T  C A R E  
E X P E R I E N C E  
T H R O U G H  
T E C H N O L O G Y  
A N D  A I

Brianna Rhue, OD, FAAO, FSLS

brhue@drcontactlens.com

520.940.3081

F I N A N C I A L  D I S C LO S U R E S

• Co-Founder Dr. Contact Lens

• Medical Advisory Board- OSRX Pharmacy

• Principal Investigator- STAAR Study

• Medical Advisory Board- Visus

• Key Advisor- PERC

• Speaker Bureau- Bausch & Lomb Specialty Vision Products

• PAC- Coopervision

• PAC- Johnson & Johnson

W H Y  A R E  W E  H E R E

• Start thinking of ways AI can help you take better 
care of your patients and your clinic

• Understand the amount of data you are sitting 
on, what is worth and how to use it

• Get and stay in the mindset of being patient 
centric

• Get back to your why

• Front vs back of the house technology

• Simplify processes to improve experience

…  TO  S K I T I M E  I S  M O N E Y

• Thank you for being here!

Now it is time, money and 
attention…

K E E P  L E A R N I N G

Don’t become MYOPIC!
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T H E  F U T U R E  O F  H E A LT H C A R E  
I S  T H RO U G H  E Y E C A R E

H E N RY  F O R D  A N D  I N N O VAT I O N

”If I asked the public what they 

wanted, they would have said a 
faster horse.”

- Henry Ford, founder of Ford Motor 
Company

Ada Lovelace (1815-1852)

Thomas Edison (1847-1931)

Nikola Tesla (1856-1943)

Albert Einstein (1879-1955)

Grace Hopper (1906-1992) 

Steve Jobs (1955-2011)

Tim Berners-Lee (1955-) 

Elon Musk (1971-) 

Thomas Edison (1847-1931): An American 
inventor and businessman who developed 
many devices such as the phonograph, the 
motion picture camera, and the electric 
light bulb.

Albert Einstein (1879-1955): A German-born 
theoretical physicist who developed the theory 
of relativity, one of the two pillars of modern 
physics, and won the Nobel Prize in Physics in 
1921.

Steve Jobs (1955-2011): An American 
entrepreneur and co-founder of Apple Inc., 
who revolutionized the fields of personal 
computing, music, and mobile phones.

•Ada Lovelace (1815-1852): An English 
mathematician and writer who is widely regarded 
as the first computer programmer, as she wrote 
the first algorithm for Charles Babbage’s Analytical 
Engine.

•Nikola Tesla (1856-1943): A Serbian-
American inventor and engineer who 
contributed to the development of 
alternating current, wireless 
communication, and many other 
technologies.

•Grace Hopper (1906-1992): An 
American computer scientist and naval 
officer who invented the first compiler 

•Tim Berners-Lee (1955-): A British computer scientist and 
inventor of the World Wide Web, a system of interlinked 
hypertext documents that can be accessed via the Internet.
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O U R  P RO F E S S I O N  A N D  D I S R U P T I O N

1970’s

1970’s
1978 FDA 
Approval

1999 FDA 
Approval

1980’s

T H E  P RO C E S S  O F  C H A N G E

Are you Problem Aware 

but 

Solution Confused?
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1 2

A S K  F O R  H E L P

Practice

Optical

Finance

Patient 
Care

HR

Lab

Contact 
Lenses

D O  YO U  O W N  A  J O B  O R  A  B U S I N E S S

• Buy Back Your Time- Dan Martell

• 10x is Easier than 2x

• The Success Principles- Jack Canfield

• The Five Dysfunctions of a Team- Patrick Lencioni

• Good to Great- Jim Collins

• Competition is for Losers (TED Talk)- Peter Theil

• The 20 Minute VC Podcast- Harry Stebbings

• Masters of Scale Podcast- Reid Hoffman

• SaaStr Podcast

• YouTube: Productivity Game

M A RC H  2 0 2 0 …

J E T S O N  
P R E D I C T I O N S

1 9 6 2
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6 0  
Y E A R S  
L AT E R

The problem with 
selling minutes is there 

is only a minute in a 
minute

“

H A P P Y  A N N I V E R S A RY  
I P H O N E

27

• Stand goal

• Breathe

• Heart rate monitoring/EKG/Pulse

• Fitness tracking

• Screen time

• Sleep

• Oxygen level

• Mental Status

• Medications

• Noise level

28

Apple Health
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T Y P E S  O F  A I
• ANI (Artificial Narrow Intelligence)- specific, predefined tasks

• Tag people in photos

• AGI (Artificial General Intelligence)- understand, learn and adapt
• Siri, Amazon Alexa

• ML (Machine Learning)- development of algorithms to make predictions or 
decisions based on data

• Prescription data

• Deep Learning- used in tasks like image and speech recognition
• Understanding data quickly

• NLP (Natural Language Processing)- understanding, interpreting and 
generating human language 

• chatbots, language translation

• Computer vision- understand and interpret visual images
• self driving vehicles, retinal photos

Innovation can take care of problems you didn’t know you had

T H E  “ C LO U D ” A I  A N D  O P TO M E T RY / H E A LT H  C A R E

Enhance Diagnosis

Personalize Treatment Plans

Optimize Patient Care

Optimize Patient Care

Treatment Predictions

Speed up Care

Speed up recognition

Improve Workflow

Optimize Outcomes

Enhance Treatments

Analyze Data

Improve Cost of Care
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E N H A N C I N G  
W H AT  W E  D O

- AI should not only enhance patient 
care but how we take care of the
patient

- Filling our “down time” with more 
patients

- Create the clinic you want to create

PA P E R  V S  
C O M P U T E R

• Speed

• Money

• Safety

• Reduce errors

• Improved efficiency

• Quality of care

• Storage

A I  A N D  PAT I E N T  C A R E

• Detect pathology earlier

• Detect heart disease, diabetes, Alzheimer’s earlier

• Analyze pathology to determine treatment plans or 
determine better referral patterns

• Dry Eye Protocols

• Glaucoma Protocols

• Myopia Protocols

• Diabetic Protocols

A I  A N D  W O R K F LO W

• Automate routine tasks

• Analyze patient data

• Website chatbots

• Analyze phone calls and missed opportunities

• Assist in documentation

• Analyzing charts for better treatment recommendations

• Cut out double data entry

D I S R U P T E E S ( O D ’ S )  C A N  A N D  W I L L  
B E C O M E  T H E  D I S R U P TO R S
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H O W  TO  E VA L U AT E  T E C H N O LO G Y

• Instead of asking “what will this cost me”… 
ask yourself “what will this cost me if I don’t 
do this?”

• What is the investment

• What is the ROI

• Onboarding process

• Customer support

• Be easy on the bugs

E H R ’ S  A N D  I N T E G R AT I O N S

T H E  C U R E S  A C T B E  C A R E F U L  O F  “ F R E E ”

• Don’t give your patient data away for free!

• If you are getting something for free remember you are the product

“There are only two industries that call their customers 
“users”: illegal drugs and software.” — Edward Tufte

$1600 

LTV= $350 x 6= $2100

T H E  M A G I C  T R I C K

c

RO I - T R U LY  E VA L U AT E  A N D  
U N D E R S TA N D  I T !

- $249/month

20 working days/month

- $12.45/day

- $1.55/hour

Team Member 
Expenses

- $16/hr $22/hr
(with benefits/ taxes/workman’s 

comp/toilet paper)

- $176/day

$200k

+  $16,000/month

+  $833/day

+  104/hr

- $3520/month

Technology/
Piece of 

Equipment

Potential RevenueTeam Member Earning 
Potential

+  $12,500/month

+  $625/day

+  $78/hour

$150k/team member

Net = $56/hr
Net = $ 8,980/month

Net = $103/hr
Net = $ 15,751/month
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T E A M  I M P L E M E N TAT I O N

MAYBE

I M P L E M E N TAT I O N -
T E A M  E M P O W E R M E N T

NETWORK

Networth
=  

W H AT  I S  A  H E A LT H C A R E  
D I S R U P TO R
• Companies who are shifting the healthcare industry by making big changes that 

significantly redefine the way care is delivered 

• This means:

• integrating new technologies

• streamlining processes

• simply refusing to do things the way they’ve always been done

$3.9 Billion
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T H E  E X P E R I E N C E …

W H Y  D O  T H E Y  WA N T  TO  D I S R U P T

• Cost

• Amazon, Berkshire and JPMorgan are among the largest private employers in the 
U.S., with a more than 1 million workers combined

• Health-care spending = ~18 % of the U.S. economy in 2018

• Too Much Care
• 20 percent of medical care was unneeded

• including about a quarter of tests

• a fifth of prescriptions

• more than one in 10 medical procedures

https://gasparinsurance.com/amazon-entering-health-care/

W H AT  D O E S  I T  TA K E ?
Break existing norms-

• “Do things really need to be this way?”

Shape our culture-

• Simply rethink the way things have always been done—in a big way.

• When healthcare is a lot less confusing, costly, and frustrating for 
everyone, it is a win

Behave with authenticity/transparency- consumers are searching for 
authenticity

• Transparent pricing models and clear policies

Engage people and leverage networks

• Making connections along the way

• They know how and when to partner

Reinvent  business models

• Take into account a person’s total well-being

Envision ongoing enhancements

• Disruptors are two steps ahead and constantly thinking about what 
people need and innovating around that.

W H AT  D O E S  I T  TA K E ? B U S I N E S S  L I F E C YC L E  

Staff

Patient

Doctor
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N E W  B U S I N E S S  L I F E C YC L E

Technology

StaffPatient

Doctor

W H E R E  D O  W E  G O  W RO N G  I N  
T H I S  M O D E L

• We are not truly taking care of the patient by not considering their wants and needs

• We are not truly valuing our teams time

• We have our team doing low profit/mundane tasks

• Looking for ways to cut corners to see more patient’s

• We aren’t implementing ways on how we are consumers

Technology

StaffPatient

Doctor

D E L E G AT E  TO  E L E VAT E

= 51%

B U S Y   C O N V E N I E N C E

• Amazon

• Uber

• Meals

• Zoom

• Grocery Delivery

• House Cleaner

PAT I E N T S  WA N T  T H I N G S  O N  
T H E I R  T I M E

• Making appointments

• Ordering contacts

• Shopping for glasses

• Online vision tests

Buying online is 
easier

Long wait times Too hard to get 
back 

Online 
refractions

Office isn’t open 
24-7

B E I N G  T H E R E  F O R  O U R  PAT I E N T S
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PAT I E N T  C E N T R I C  C A R E

• Starting with the patient in mind with everything you do

• Taking care of the patient from start to finish

• Innovating for the patient experience

• This includes charging patients the right amount for what you do

• Giving them the control they are asking for and needing

• Some patient’s know how to ask, most don’t or worse won’t (even if they wanted to)

• They may not even know what to ask for

W H AT  H A P P E N S  I F  W E  A R E  
T R U LY  N OT  PAT I E N T  C E N T R I C

• We end up with unhappy patients resentment

• We look greedy

• We get bad reviews

• We take it personally

W O R K  L I F E  B A L A N C E
T E C H I F E Y E T H E  
P AT I E N T  E X P E R I E N C E  
S TA RT  TO  F I N I S H

tech·if·eye noun

An optical practice that integrates one or more revenue 
generating technologies to optimize the patient 
experience and maximize profits 

S TA RT  W I T H  T H E  PAT I E N T  I N  M I N D

• What kind of experience do you want?

• Friendly staff and service

• Running on time

• Technology up to date

• Convenient

• Easy 
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I F  PAT I E N T S  H AT E  I T  YO U  
S H O U L D  C H A N G E  I T !

• Start at the beginning of the patient experience

• Walk through start to finish in your clinic from the patient finding you to picking up there order 
(if there needs to be such a thing anymore)

A U TO M AT I O N

• What can we automate?

• Reviews

• Appointments

• Appointment reminders

• Paperwork 

• Contact lens ordering

• Calling for pick ups

N E E D I N G  A N  A P P O I N T M E N T
• How do patient’s find us?

• New patients-

• Who takes my vision plan?

• Who has good reviews?

• Is it close to me?

YO U R  W E B S I T E

1. Your phone number

• Be able to call and/or text

2. Reviews

3. LIVE Online Scheduling 

4. Patient Registration/online forms

5. Ordering contact lenses

6. Glasses try-on/ordering

7. Chatbot

8. Is it ADA compliant

(appointment requests are outdated)

W E B S I T E  C H AT B OT S

1. People are on our websites less than 17 
seconds

2. People are looking for specific items

3. Commonly asked questions

• What are your hours

• What insurance do you take

• Can I make an appointment

4. Cut down on phone time

5. Be available when your office is closed

3 AM

W E B S I T E  L I V E  C H AT
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N E E D I N G  A N  A P P O I N T M E N T
• Existing patients-

• Did I have a previous good experience?

• Did I get reminded?
• Old school vs new school

• When can I go in?

PAT I E N T  R E C A L L

• Evaluate your method and effectiveness

• Most patients need to hear from you in 3 forms

• Text

• Call

• Postcard

• Pre appointing

• Getting staff involved on downtime

• Don’t be scared to remind patients

C A L L  V S  T E X T I N G
• 27 trillion text messages were exchanged in 2020

• 95% of texts will be read within 3 minutes of 
being sent, with the average response time for a 
text being 90 seconds

• 84% of consumers won’t answer a call 
from an unknown caller

• 98% open rate for text message vs 20% for email

• 74% of people have zero unread text messages on 
their phone vs 17% zero unread email

• 45% response rate from text message 
vs 6% with email

Why Customers 
Text a Business

Why Businesses 
Text Customers

P O S TC A R D S M A K I N G  T H E  A P P O I N T M E N T

= vs
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O N L I N E  A P P O I N T M E N T  B O O K I N G

70% of patients surveyed want the ability to make, change or cancel an appointment online 

2.4% of appointments are self booked

71% prefer to schedule online and to receive digital reminders rather than by phone contact

11% of appointments were booked online

95% prefer to schedule online 

35% of respondents were able to book online

https://www.scisolutions.com/uploads/news/Missed-Appts-Cost-HMT-Article-042617.pdf (2017)

2017

2020

https://www.softwareadvice.com/resources/how-patients-use-online-reviews/

2023

L I V E  S C H E D U L I N G

76% of Millennial respondents would be 
more likely to choose a 

new healthcare provider 
who offers online scheduling over one 

that does not

A P P O I N T M E N T  R E M I N D E R S A U TO M AT I N G  A P P O I N T M E N T  
R E M I N D E R S

• Text vs Email

• 3 days prior

• 1 day prior

• Day of appointment

• Cancellation Policy

C H E C K I N G  PAT I E N T  B E N E F I T S

• Average practice have a dedicated staff 
member to check/pull patient benefits

• Utilize for family member appointments

• ~40% of benefits for eye exams/eyewear go 
unused

PAT I E N T  F O R M S

• How to get people to do it?
• Starts with the staff
• Incentives
• Blame COVID

• Text links

• Are they easy to use/access

• Is it integrated with your EMR

• Double data entry
• Double questions
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T H E  E X A M - W H I C H  I S  B E T T E R T H E  E X A M - A R E  YO U  U S I N G  
T E C H N O L O G Y  TO  YO U R  A D VA N TA G E ?

• Topography

• Meibography

• Autorefraction

• Virtual Visual Field

• Ultra Wide field camera

• OCT and/or OCT-A

T H E  E X A M S W I TC H I N G  F RO M  PAT I E N T  TO  
C O N S U M E R
• New term: healthcare consumers versus patient

• Patient quote “I want to support my eye doctor, but I am not a charity.”

• We want them to stay patients, while everyone else is treating them as a consumer

• Who own’s the patient? The vision plan or you?

Patient

Consumer

T R A N S I T I O N I N G  F RO M  PAT I E N T  
TO  C O N S U M E R

T H E  H A N D O F F

• How is it done

• In the exam room

• Out in the optical

• Who is involved

• Doctor 

• Technician

• Optician



2/2/2024

17

T H E  O P T I C A L

• How are you taking measurements

• How are you presenting optical purchases to patients

• Are we missing co-pays and balances?

PA C K A G E  D E A L S  F O R  
WA L K I N G  S C R I P T S

- Cohesive brand
- No one wants cheap looking frames
- Look at the true economics
- Offer value

O N L I N E  V I RT U A L  T RY  O N
O U T S I D E  T H R E A T S  A N D  
T A R G E T I N G  O U R  P A T I E N T S

© 2019 Dr. Contact Lens. All rights reserved. Confidential. 

E C O M M E RC E

C O N TA C T  L E N S  O R D E R I N G

• Evaluate your process

• Utilizing direct ship to the patient

• How are you going after reorders

• Trial lens ordering

28 
Steps

MVP’s- Most Valuable Patients

Contact Lens Patients 

Come back more 
frequently

Family 
Members

Dry Eye Clinic Myopia 
Management Aesthetics
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F TC  R U L I N G …
Office Capture Rate

In Office Orders Walking Scripts

W H A T  D O E S  O F F I C E  C A P T U R E  R A T E  A N D  A N N U A L  
S U P P L Y  C A P T U R E  R A T E  R E A L L Y  M E A N ?

200 
pts

800 
pts

Annual Supply Capture Rate

Purchased Annual supply Needs Reminder Walking Scripts

200 
pts

400 
pts

400 
pts

200 + 400 = 600 Patients 

1000 CL Patients

PAT I E N T S  WA L K I N G

1 patient per day x 100 doctors = 100/day

$7 Million

5 days = 500/week 

45 weeks = 22,500/year

W H E N  A R E  PAT I E N T S  O R D E R I N G

135 Hours of Team Time x $20 = $2,709

S H I P  I T  H O M E !

Annual Supply of Contacts: $300

Total:                                $307.99

Annual Supply of Contacts: $307.99

Total:                                $307.99

Shipping:                            $7.99

Shipping:                            $0.00
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W H E N  D O  PAT I E N T S  WA N T  E X A M S D O N ’ T  B E  T H E  F RO G

PAY M E N T  O P T I O N S C H E C KO U T

• POS system

• Credit

• Debit

• Tap/Swipe/Insert

• Apple Pay

• Bitcoin

B U Y  N O W  PAY  L AT E R

Charge patients the right amount!

You are the expert!
You are not a bank
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• Hard credit check if approved
• Takes 5-10 minutes 
• 30-50% approval
• Possible chargebacks

D I F F E R E N T I AT E - S E L L  W H AT  
YO U  R E C O M M E N D

• Dry Eye Clinic

• Myopia Control Clinic

• Scleral Lens Clinic

• Aesthetics

L I T T L E  W O W  FA C TO R S

• No puff test

• Baby changing table

• Door hooks

• New paint

• New equipment

• Tigerchart

U P D AT E  YO U R  O F F I C E

E A S Y,  F I X A B L E ,  L E A KY  B U C K E T S

• In office advertising

• Show your patients what kind 
of patients you want to see

• Dry Eye Clinic

• Myopia Management

• Buy now pay later

• Online contact lens ordering

C O M I N G  U P  W I T H  A  P L A N

• Ego aside

• Remember how you shop and how YOU purchase and 
receive things

• We shop on websites we remember and frequent 
often

• Get your staff involved with the decision making and with 
demos of products

• It comes down to you implementing it, your staff and 
patients applying it and accountability throughout the 
process

• Focus on one new to do every 90 days
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T H E  W O R D  T RY …
T H E  D I S R U P T E E S C A N  A N D  W I L L  
B E C O M E  T H E  D I S R U P T O R S …  
B U T  W E  H A V E  T O  B E  T H E  O N E S  T O  
H E L P  O U R  P A T I E N T S  A N D  O U R  
P R A C T I C E S !

T H A N K  YO U !

B R I A N N A  R H U E ,  O D ,  F A A O

L I N K E D I N :  B R I A N N A  R H U E

5 2 0 . 9 4 0 . 3 0 8 1


