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Al some point in our career, we are bound to
encounter a patient dissatisfied with his spectacles
To erris human, but the patient may not always be so
devine to forgive it So it is important to be prepared
for such a scenario

Few strategies helpful to deal with such a situation

are

(a) Patience - Maintain composure

The patient had consulted you for change of

his spectacles  But now, when he says his old

spectacles was better, ofcourse it is an insulting

statement for you The cardinal rule is to remain calm

and patiently hear out the patient  Once you give the
Dr Anitha Balachandran patient time to talk and ask about his specific
Professor 11 Ophthalmalogy complaints, it is often possible to carry out a
Goverment Medical Collage Idukk productive decision
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(b)  Empathy goes alongway

A simple statement like 'l understand your difficulty’ may be enough to reassure the patient
that you wantto help him out
(c) Properknowledge about the various causes of dissatisfaction

Without which neither empathy nor patience will work out  Approximately 5% patient
have some complaints about their new glasses Majority of them are minor and can be corrected
in few minutes  About 2% fall into this category of significant error but dealing with them is time
consuming and emoticnally chaltlenging

The complaints fall into 3 categories

1 Systemic
2 Visual
3 Mechanical

Headache is a frequent complaint which is felt mostly at periosted area, frontal or temporal
A headache which is progressive on wearing spectacles more than a week is to be looked at
Dizziness is another frequent symptom associated with nausea Al imes vague complaints such
as tiredness of eyes, burning, aching etc will be presented

Blurred vision is a serious symptom to be looked into It may be for distance, near or for
intermediate distance targets orin certain positions of gaze Check if blurred vision is more about
distortion of ebjects than blur - Attimes symptoms may be tilting of environment, disparity inimage
size Judgement error in distance, inability to walk down stairs

Commonest one is frame fit is not satisfactory. It be tight behind ears or on nose orloose
and may slide down The bifocal segment may be too high. too low. too small or large, or may even
fogeasily Some patientmay even be aware of rainbow effect at the periphery of glass

Who made the mistake
Almost all will fall into

1. Prescription Errors
incorrect refraction
Incorrect prescription / transcription
Facialanomalies/asymmetry
Failure to include vertex distance in prescription especiaily in high powers
Incorrect advice regarding choice oflenses
Many a time conditions like manifest hypermetropia, occupational requirements of
patient uncontrolled diabetic status of patient are over looked causing erroneous
prescriptions

&
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I Dispensingerrors
Incorrectiy filling the prescription
Wrong positioning of optical centers
Wrong conversion/ negiecting to convert the vertex distance of prescriplion to that of the
spectacles
Errors in placement of bifocal
Inappropriate changes of bifocal type
Inappropriate changes in base curve /thickness of lens
Failure to advise patients to choose the best frame suited fortheir facial and optical
regulrements

II1 Optical Effects inherent in lenses
Are afrequentcause of complaints some of which are unavoidable
Changes in base curve or thickness may seem to be necessitated by changes in prescription
power itself which is seldom done Progressive addition lenses may be associated with
distortion of peripheral vision and a small reading area  Significant anisometropia Mmay cause
sensory problems for even the most tolerant patients
However many of these can be minimised with praper frame selection and by informing the
patient of the chances before dispensing the spectacles

Evaluation of a dissatisfied spectacle / patient

Tools required We can organize a format / checklist to nclude every possibility for
digsatisfaction

1 Lensometer Torecheck the present power and the check optical countering
2 Prismbar : Horizontal / vertical to rule outany phona or mild tropia in patient
3 Tape :Measureninch and millimeter : To measure IPD

4 Hand held millimeter ruler : facial asymmetry

5 Distometer with conversion guide to measure vertex distance

6 Lens clock : To measure base curve

7 Lens caliper: To measure lens thickness

8 RAF Ruler Tomeasure accommadation/ convergence

Work up

History

Aproper history is to be taken to know

(a) whetherthe symptoms are presentimmediately on wearinggl ses
{b) Doesitoccurevery tme they wear ?

(c) Howlongithas been present ?

(d) Thedistance atwhich it ocour ?

P
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Examination

Once the nature of difficulty is known, examination include

(a) Measuringthe vision of each eye with new specs & old specs

(h) Determine the optimal reading position of each eye and smallest type easily read at that

distance with new and old specs

{c) Vertexdistance of old and new spectacles taken especially when lens poweris >6 D

(d) Optical centers of new and old specs and

(e) Measure IPD and any facialasymmetry

() Measure bifocal seg height of oid and new specs  Alsa biofocal segment position relative
to each eye when glasses are worn in usual position on patient’s face

g) Compare the lens size vertical and horizontal of old and new specs

h) Compare base curve (front curve in distance vision) of old and new

i)  Compare centre thickness of old and new

y Do notforgetto perform a repeat refraction if all the above are found to be satisfactory Ifthe

spectacles were prescribed by another person, repeat refractiorn «.n be donein first paii of

exammationitself Attimes cycloplegic refraction should be performed

Solutions

I Prescription Errors
(@) Ifitis refraction error or a mistake in transcription of refraction repeatrefraction will

make itapparent
(b}  Overminusing or under plusing may cause headache or asthenopiain presbyopes

and blurred vision in pre presbyopes
(¢) Achangeinastigmatic axis grossly different from previous spectacles is another

cause Anopenacknowledgmentof error caused combined with an assurance

that he won't be charged to rectify itwill usually suffice to solve the issue
(dy Ifpullingthe specs a few millimeters close to the face/ pushing them as close

as possible improves acuity indicates a vertex distance problem Errormay be

non recording of vertex distance in prescription or non conversion to spectacle vertex
(&) Problemin choice of bifocals are

Many a time the bifocals is presented too strong  Each prescription s to be tailored to patients
visual requirements and working distance It is our duty to enguire about his working distance
The patient may assume that the near distance you check may help him work at his comfortable
working distance

The next discomfort occur when you force changes to old bifocal style which forces
adjustments to the patient It may take time to adapt to new style and shape If not return to
previous type of bifocals

Loss of focal range is another frequent cause of complaint in presbyops If the distance
prescription is changing more plus, a new pair with stronger plus in distance and bifocal may
improve reading at the expense of loss of midrange which he was seeing well through old bifocal
which had aless plus power Itis the time to switch to trifocals

INSIGHT




The problem is more when distance prescription is shifting more minus  Then the old
spectacie will be more comfartable than the new one for intermediate distance  Your new add will
make him focus further outthan old lens and there will also be some loss of magnification  Causing
some trouble in reading compared to clder Againtime for bifocals

II. Dispensing Errors

Frame problems
(a) Smallframes especially in the PAL may not permit adequate size to allow comfortable

reading
(b} Larger frame may be heavier than old ones and increase Awareness of peripheral
distortions whenitis highindex or PAL (Progressive Addition Lenses)
(c) Loose frames slide down causing the bifocals to come too low the patient will complaint that

he will have toliftitto read letter
{d) Frame fitting

Pantoscopic tilt may be a cause of cosmetic complaints or reading problems in presbyopes
Simple adjustment of nosepads crtemples may eliminate many issues on spectacle positioning

1.  Optical Errors

Lens problems
(a) Optical centers not positioned correctly may cause diplopic or asthenopic symptoms by
intusing prism So mark at the lensometer the optical centres and measure IPD tc see if they are
same, in all patients returning with the complaints
(b) Changing base curves and centre thickness can produce asthenopia One must have high
level of suspition to avoid missing such cases
{c) With change of astigmatic correction, especially in axis tlting of environment will be
experienced The grealerthe change, greaterwill be the tilt
(d) For some patient PAL is a poor choice They may never learn the need to turn their head to
view largets at different distances Senior citizens who have been used to flat top or round bifocals
for years have the grealest problems Myopes in -1 50 to -3 00 range also are not likely to use
progressive with full satisfaction
(e) Faces are rarely symmelric on both sides optical centres may be off the visual axis in one
eye or at different heights; unless you are so careful ta notice the assymmetry A good way to find
facial assymetry I1s to mark optical centre of both lenses and then have the patient fixate on a pen
light as the chin to slowly raised As the eyes meet the optical centres or the bifocal lines in such
glass the asymmetry will be obvious

The optometrist should maintain a geod relaticnship with opticians also  Many a time
oplicians bear the cost of remaking the specs  whatever is the mistake We should bear in mind
that we benefit from the generosity of the opticians

Successfully, resolving the pabients complaint is our goal and the time and energy spent for
itgoes a long way in solving our prohlem as well as the patients
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