
4 Star UBT 

The Top Six Dispensers  

Congratulations to the winners of 

the: "The Top Six" dispensers for 

the 3rd quarter. They are as  

 

 
follows:  Susyn Branfman for 

Customer Service Star; Bob Frazier  

the Energizer Bunny this is 

recognizing his service to at least 

576 members in sales, dispenses, 

repairs, adjustments, saving redos 

with his extensive lab skills. 

Angela Cota for Stand -Out 

Performer   her records show she 

was above average in average 

sale, 2nd pair, and promo.  She 

has high OCSS scores and has 

received many on-the- spot from 

members as well as her peers.   

Performance Stars go to Annette 

Thompson, Lindsay Gomez 

 

 

 

 and Josie Miccio-Fonseca. 

Congratulations and 

Way to Go Vision Essentials 

Opticians. 

The Rewards and Recognition 

Committee 

If you haven't noticed lately the 

rewards and recognition for the 

Top Six Dispensers have been 

taking a little different approach 

when it comes to crunching the 

numbers.  What once was 

considered straight forward and 

automatic for choosing the top six 

dispensers by supervisors has 

been updated. Average sale, redo 

rate, promo and 2nd pairs sales 

are still considered but added to 

the mix is custom service skill and 

lab skills. The committee which 

picks and chooses is now made up 

of dispensers and one site 

supervisor. The committee is 

evaluating by looking at a broader 

picture by seeing the number of 

other tasks the dispenser does, 

some of which are un-measurable 

such as: redo saves, notes of 

recognition from our members, 

etc. Members are Heidi Pomiceter, 

Caroline Metcalf, Jimmy Burress 

and Deborah Zimmer and Ernie 

Martinez, site supervisor. 

Happy Holidays 

Turkey Day is only 1 weeks away! 

and Christmas in a box should be 

coming to your location soon. The 

suggestion presented by your UBT 

committee If you remember last 

summer to the Business Council.  

The BC agreed to let us decorate 

the clinic in a Holiday theme. The 

marketing committee is working 

on sending the decor in a box so 

all clinics  at VE will have the same 

theme going on in their 

dispensaries. 

Service Forum 2012 

THINK DIFFERENT came to San 

Diego at the 2012 Service Forum.    

You may have seen Dorothy from 

the Wizard of Oz and a Tin Man or 

two.  There were Star War 

characters and of course the 

DROIDS ….which invaded 

 
the audience. These Droids were 

brought to you by our very own 

Vision Essentials employees!  The 

guest speakers were very 

informative about their subjects 

and even entertaining at times.  I 

gathered that by thinking different 

we can do our jobs creatively and 

efficiently to improve our 

members’ service. 

If you let your mind be open to 

change...... 

Let's look at our Test of Change 

Projects. 

Who would have thought that  

changing the way we initiate a 

member encounter we could 

lower the redo rate By looking at 

members needs we can make the 

proper recommendations to meet 

those needs and patient leaves 

satisfied that his new glasses are 

just what he needs.  In a perfect 

world where there are no copy 

errors we could all work 

independently, but since the 

workspace is full of distractions 

and interruptions our members 

orders are being checked and 

double checked by a team optician 

insuring that the order created is a 

October /November 2012 



good order.  Also when we are 

aware of our members needs 

whether it be glare from cataracts 

we can make the appropriate 

recommendations for their 

eyewear needs, September’s  redo 

rate was 9.3and October’s redo 

rate was 7.7. 

North County Lab Coats 

Capture Rate and how it effects 

the patient experience i  going on 

in North County. Escondido, Vista 

and Carlsbad opticians, (including 

the floats) are wearing white lab 

jackets in the dispensary.   Do they 

notice?  Several patients have 

commented on how professional  

it looks. It also makes it easier for 

the patient to recognize us from 

the other customers in our office 

since our street clothes are now 

masked by our jackets .Capture 

Rate has been slightly improved in 

all three clinics, but it is still is 

uncertain if the coats or the 

promos are driving that number.  

More to follow, the test of change 

will last thru December. 

New UBT members Welcomed 

It's sad to see Violet Wolley 

service representative and Jean 

Wang, OD, and Carol Losee 

contact lens fitter step down but 

their two year service is officially 

over.  UBT said good-bye and 

thank you for all their hard work 

Our newest members for the UBT 

will begin their term October and 

November respectively .The new 

members are Marissa Chung, OD 

and Raquel Pena service 

representative,  Lori Dolecki  

began her service in September.  

By now you should be acquainted 

with your new UBT representative 

and if you have any questions as  

to whom that person is please call 

Wyteria Woods, Labor Co-chair in 

La Mesa. 

 
Congratulations! The Revenue 

Integrity Team is pleased to 

inform you that the Escondido and 

Carlsbad Optometry Departments 

had ZERO Cash Drawer Closing 

Errors in the month of September 

2012. This is 9 months in a row for 

Carlsbad and 8 months for 

Escondido!  Your staff followed 

proper cash handling processes.  

Cash Handling is a vital part of 

your registration staff’s job and 

we want to acknowledge the 

outstanding job they are doing! 

This kudo came from the Revenue 

Accountability Coordinators strive 

for excellent customer service, 

team work and accountability. 

 Get your game on!  

The Optician Development 

Committee is proud to introduce 

iVE Learn for inquiring minds who 

would like to 

improve upon 

their optical 

knowledge and skill base. Phase 

One of the program was launched 

on November 5, 2012 on 

KPLEARN. Upon completion of the 

didactic phase there will be a skills 

practical for obtaining 

certification.  Being certified   

comes at a time when so many 

facets of the optical world are 

changing (dsl lens production, 

internet competition, etc).  Stay 

current and participate and earn 

rewards and recognition including 

providing the best and consistent  

service for our members! 

Business Metrics 

 

UBT CONTACT LIST 

Jerry Beebe 8-291-5378 

David Durrill 8-293-3033 

Sherri Koers 8-232-7044 

Julia Braverman 8-234-4354 

Lori Dolecky 8-293-3031 

Marisa Chung 8-293-3031 

Wyteria Woods 8-293-3031 

Jennifer Mao 8-233-4305 

Mark Carmona 8-275-5010 
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Next UBT Meeting is November 16, 

2012 


