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Customer Service Recognition 

And the winner is, Leann Altamirano!  Vista MOB 
awarded Leann with a Distinguished Service Award 
for the third quarter.  Leann is the star in providing 
excellent service to the members at Vista.  She 
does so well the MOB awarded her the quarterly 
Service Award on Friday Oct. 13, 2013.  Leann has 

also been awarded 
Customer Service Star from 
VE San Diego  

Service Forum 

The buses were greeted 
with cheerleaders and 

music to bring everyone into the arena. The 
Leadership team spot lighted a heart transplant 
patient who was very grateful to Kaiser for all the 
medical help over the years.   Her story alone was 
fascinating. The Service Forum was on September 
18, 19th.  The event was held in a new venue the 
SDSU stadium. The speakers, Bill Walton, former 
NBA great, Rolf Benirshcke former San Diego 
Charger, Rich Bluni, RN, author of Inspired Nurse,  
were very good at presenting their stories of 
overcoming obstacles.  Each of the speakers had 
battled and overcame major health challenge in 
their career with the help and encouragement of 
family, healthcare providers and friends. Rich 
Bluni’s talk on Burnout in the Healthcare System 
was a homerun.  Who in healthcare hasn’t been at 
the point of their career when they ask, “Why am I 
doing this? “  Healthcare is a taxing job and a 
professional in an HMO setting is very different 
than healthcare in the private sector.  In an HMO 
we see many more patients throughout the day.  
We provide the same services repeatedly 
throughout the week and over the years. We have 
to do it in a caring and thoughtful way to patients 
who sometimes are real challenges to understand. 
Rich gave everyone in the audience a challenge.  
Express your gratitude to someone or about 
something that made you smile.:)  The art of 

appreciation is a learned behavior and has to be 
practiced throughout the day to make it a part of 
you!  See his Facebook page for more inspiring 
quotes and his message to Kaiser for his great care 
he received after the Service Forum was over. 
Facebook.com/Inspired Nurse  

Vision Essentials 
Team members 
touch the lives of 
hundreds of patients 
every week. Yes 
Burn Out even 
though I couldn’t 
find a definition in 
the encyclopedia is 
very real and lurking 
in the corners of 

every healthcare office.  Rich Bluni, RN was correct 
you must take measures to keep it from being the 
monster in the office, which causes us to grumble 
at our co-workers, bosses and yes sometimes even 
the patients. His challenge to us was to look for the 
yellow car that makes us smile.  It starts with a 
reminder of being grateful for the little things in 
our lives.  Count your blessings!  

July and August Service Recognition 
Customer Service Star:   July Recognition 
 Leann Altamirano she does an excellent job of 
serving the members, helping fellow Opticians and 
Service Reps.  She is always willing to help.  Here 
are a few lines from a recent letter received from a 
patient: "She is a very good and conscientious 
service provider... going above and beyond the call 
of duty", (Also being, "naturally cheerful and 
helpful!"). 
Customer Service Star:  David Durrill   David has 
done a very good job of serving our members.  
Members really appreciate his knowledge and 
professionalism.  He has also done a really good job 
of meeting our member’s needs. (continued on 
pg2) 



Stand- Out Performer:   Arshel Ramirez is a stand 
out performer in 2nd pairs with 32.69% for the 
month of July.  She also had a UPH of 0.70.  Arshel 
is consistently getting recognized by her peers. The 
other stand out performers based on business 
metrics for July:  Average sale, 2nd pairs and Units 
Per Hour are Annette Thompson, Bobbie Martin 
and Caroline Metcalf 
August Recognition from the Awards Committee 
Customer Service Star:  Angela Cota   She does an 
excellent job of serving the members, helping 
fellow Opticians and Service Reps.  She is always 
willing to help.  Angela has received an”On The 
Spot” recognition from our members. 
Customer Service Star:  Angela Gorham  has been 
mentioned many times by her co-workers for her 
willingness to help.  She gives great service to the 
member and does an excellent job of supporting 
her co-workers. 
Stand- Out Performer:  Bob Grieb is a stand out 
performer with an average sale of $270.00 for the 
month of August with a 106 orders.  He is always 
willing to go the extra mile for members.       
The other stand out performers based on business 
metrics for August:  Average sale, 2nd pairs and 
Units Per Hour  
Annette Thompson, Bob Rosenthal and David 
Durrill 
Safety Observations September 2013 

 

 

 

 

   
 

                                   
 
 
Business Metrics  

Capture Rate     
 

  
 

Capture Rate Analysis for 2012- 2013 
The Capture rate for San Diego has seen its better days as in 2012.  The graph shows 2012-2013 current thru 
September this year.  The current goal is 55% capture.  What ideas and or suggestions do you have to bolster 
the capture rate for the last three months of this year?  Upcoming Test of Changes for next month will be 
initiated in Escondido.  They will be utilizing more inserts into the passports.  They will be giving passports to 
members who have vis exam appointments and contact lens appointments.  If the patient is under 12 they will 
be given a Kids’ Package insert and for CL patients (new ones) an insert with fees, 2nd pair discounts etc. All 
passports will be prepared by the opticians according to appointment type depending on age, ethnicity, and 
reason for visit.. The daily activity report is going to be prepared by the service representative giving the 

Goal 55% 

Jan 2012 Jan 2013 

N. County County Lab 

Test of Change period Oct-Dec 2012 

Safety Corner 

Time Change November 3, 2013(2am) 

Turn back your clocks. 

Remember to complete 2 safety 
observations. 

 Always us proper lifting techniques 

 Always be aware of your 
surroundings at night. 

 Always sanitize your equipment in 
front of the patients. 

New Faces at Vision Essentials 

Aaron Quintero             Bethany Dirawatun 
Opticians 

Important Reminder 

Give Blood on behalf of 
fellow VE team player 



optician as much information as possible. What ideas and or suggestions do you have to bolster the capture 
rate in your clinic for the last three months of this year? 
 
Test of Change Update 
The North County Lab Coat Test of Change has been closed.  UBT voted the project to be closed and that the 
results of the capture rate increase were possibly influenced by the 2nd pair 50% off promo at the same time.  
The results were inconclusive as to whether the increase of capture rate was driven by lab coat attire or 
promotional discounts. 
The iVELearn Test of Change was also closed in the last meeting by UBT.  The results of the test of change 
were successful with 33 out of 39 opticians passing the certification! 
 
IVE Learn Celebrates One Year 
If you look around the Dispensaries of Vision Essentials you may notice that there is something different about 
the opticians you work with. Those who have chosen to go through the phases of certification during its first 
year roll out of the iVE Learn program can now celebrate.  Here is a list of opticians and Supervisors from San 
Diego that have reached the goal of Vision Essentials, Certified Optician. 
La Mesa 
 

Vandever* Clairemont Mesa 

Peggy Claybaugh Ann Ferland Jerry Beebe 

Carolyn Metcalf Bob Frazier Craig Crosby 

Heidi Pomicter Linda Anderson Arshel Ramirez 

David Durrill Mara  Manthorpe Tony Morales 

Jimmy Burress Doug Zimmer, ABLM Ernie Martinez, Supervisor 

Angela Gorham  Bonita 

Angela Cota Otay Mesa* Amber Lafferty 

Annette Thompson Gabe Espinoza Cynthia Rodriguez, Supervisor 
Leo Adams Erica Dias  

Buena Alcaraz Gloria Schultz  

Kelly Stuever, Supervisor Jaime Chavez 

Escondido * Mark Carmona, Supervisor Carlsbad * 
Bob Grieb Vista * Mona Um 

Debra Guthrie Leann Altamirano Julia Braverman 

Deborah Zimmer Lindsay Gomez  

Sherri Koers Bobbie Martin 

Beata Karzi, Supervisor  

*Indicates clinic with all VE Certified Opticians in residence. 
 
 Contact Us 

 
Clairemont Mesa    
Arshel Ramirez  8-291-5378 
Bonita     
Cynthia Rodriguez 8-281-6120 
El Cajon/LaMesa 
Lori Dolecki  8-293-3133  
Wyteria Woods  8-293-3128 
Escondido                                         
Deborah Zimmer  8-232-7043 
Carlsbad 
Julia Braverman  8-233-4354 
 
 

 

Contact Us 
 
Vandever 
Raquel Pena  8-293-3128  
Otay Mesa 
Mark Carmona  8-275-5010 
La Mesa 
Marisa Chung, OD 8-293-3128 
Carlsbad 
Jennifer Mao, OD  8-233-4305 
Vista 
Sherri Koers  8-232-7034 
 
Facebook.com/VisionEssentialsbyKaiser 
Permanente 
 

Mark 
Mattson-Shupnick presents 
3 hour ABO accredited CE 
to Opticians, titled Eyes on 
Communication.  It was a 
fast paced, audience 
participation message 
which gave the dispenser 
hands on skills in selling 
eyewear in the dispensary. 
Its objective was to 
enhance our second pair 
sales (complementary) 


