2005 Annual General Meeting Round Table Discussions
Executive Summary

In 2005, the College of Opticians of BC held round table discussions among registrants at its Annual General Meeting and Continuing Education series. Led by volunteer moderators, registrants discussed developments and trends in the eyewear industry, the process of evaluating and accrediting CE events, ways to handle client complaints and ideas for CE topics that would best develop opticianry skills.
Highlights of the discussions:
· Developments and trends in the eyewear industry: The eyewear industry has changed substantially in the last five years due to product technology, client needs and expectations, and increased competition.
· The price of the average sale has risen due to more add-on features (technological advancements) and increased demand for high-end name brands.
· The volume of sales have both increased and decreased: the increase is from more brand recognition by clients, requests for multiple pairs of eyeglasses, sight testing by opticians, the high demand for add-on features; but the decrease is from the de-insurance of eye examinations, increased Internet competition for contact lenses, and more affordable LASIK procedures.
· The changing demographics of clients has translated into an increased demand for progressive lenses, bifocal contacts and reading glasses. The increased use of computers has also contributed to a higher demand for eyewear. The aging population is experiencing more age-relating eye diseases and disorders, and there is increased demand for post-treatment care. 
· Clients are more informed about products and have higher expectations; however, their information about products is not always accurate and opticians are spending more time on re-educating them and justifying the sale. Clients are more price-conscious and are more demanding. They are also more concerned about eye health and request task specific add-ons (e.g.: UV protection for sunglasses). In addition, opticians are expected to be knowledgeable in many fields and to be familiar with many products.
· There is increased competition between opticians at chain stores, ‘big box’ stores, mid-size stores and boutique stores. There is also increase competition within the eyecare industry, between opticians, Internet retail companies and optometrists.
· The process of evaluating and accrediting CE events: Registrants evaluated four sample CE event submissions and discussed the accreditation process. They also identified necessary components for a high quality event at various stages of the accreditation process: the pre-assessment of the event, the delivery of the event, and the post-event evaluation.
· Pre-assessment: There was a high emphasis on the quality and background of the presenter, where the ideal presenter would have extensive experience in the industry and be a professional speaker. A detailed outline of the event must be submitted to the COBC and its content should meet the expectations and standards as set by the Quality Assurance Committee. In addition, the use of audio-visual aids (e.g.: PowerPoint presentations) is appreciated.
· The delivery of the event: Registrants recommended that QA Committee members and/or their volunteers should attend CE events to verify its quality and content. There should also be a better means of recording attendance at events to deter ‘cheating’.
· Post-event evaluation: There was a high demand for post-event evaluation by attendees and by QA Committee members through a survey and/or detailed feedback.
· Handling client complaints: Registrants expressed interest in CE events that focus on troubleshooting, ethics and professional standards of practice, case study clubs, and building better networks between opticians. They also discussed the ways to best handle client complaints, in particular when the client is complaining about the workmanship of another optician.
· Professionalism first: Opticians must not disparage fellow opticians and s/he should not discuss his/her opinion of another’s workmanship. The problem should be addressed positively and the optician should educate the client.
· Refer back to original optician: Responsibility for the product is with the original optician. S/he should urge the client to return to the original store to discuss a remedy. If possible, s/he should contact the original optician and discuss the issue with him/her.
· Do minor adjustments: Evaluate and resolve the problem if possible – do minor adjustments.
· Provide good service: Listen to the client and offer to accommodate him/her as best as possible. Inform the client of his/her options. It is important to maintain open communications between clients and opticians, and between optometrists and opticians. Opticians should offer their services if the original optician fails to resolve the problem.
· Case studies: Record information on the problem for future analysis and to learn more about troubleshooting.
· Contact the COBC: Inform the client about the COBC inquiry process and refer cases that may have legal implications to the COBC.
· Ideas for CE topics: Registrants recognized that company endorsements should be limited and that CE events should focus on industry-specific topics. They commented on the following topics:
· General comments on CE event coordination: There was high interest in more practical/task related topics and more accessible credits, such as free CE events, CE weekends to obtain more credits in one sitting, home study, and online seminars.
· Business management: Registrants wanted courses to improve business skills, such as business administration, marketing, and market trends.
· Customer relations: The discussion on customer relations focused on problem management and situation analysis, communication skills, the legal rights of the optician during complaints, and the ways to provide better service.
· Opticianry skills – Eyeglasses: Skills upgrades and troubleshooting common problems featured prominently in the discussion. Ideas include progressive lens fitting, specialty lenses, proper lens fitting, upgrading skills in frame adjustments, and lab-related skills.
· Opticianry skills – Contact Lens: Skills upgrades and troubleshooting common problems also featured prominently in the discussion. Ideas include specialty contact lens fitting (ortho-k), new technology in lens material, proper lens fitting techniques, bifocal contact lens and pediatric fitting, and basic information for dispensing opticians on contact lenses.

· Opticianry skills – Techniques: Registrants were interested in fundamental techniques review with hands-on training. Ideas include reviews on slit lamp, prisms, corneal topography and problem-solving. There was also interest in learning more about eye diseases and disorders, in particular the recognition of eye conditions, medically related (ophthalmologic) seminars, and post-surgery management.
· Other topics: Registrants also mentioned courses on new product and equipment knowledge, sight testing regulations and practices, and special needs for children. They also mentioned interest in constructive peer evaluations and networking with the Canadian Institute for the Blind (CNIB).
The 2005 round table discussions encouraged positive interaction between the COBC and its registrants. This level of participation yielded valuable ideas and comments that helped to restructure how the QA Committee assessed CE events and credits. 
For the full summary of the round table discussions, please visit the COBC website at www.cobc.ca or contact the COBC office at 604.278.7510 (toll-free: 1.888.771.6755).
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