I. Mindset, Attitude & Professional Identity
1. Understand that excellence is cumulative, not dramatic.
2. Realize that how things work interests some; that they work pleases all.
3. PLDM - Promise Less and Deliver More. Always.
4. Accept leadership as a behavior, not a title.
5. Love your profession, even on difficult days.
6. Maintain seriousness of purpose without losing humor and joy.
7. Guard your attitude as your most powerful professional tool.
8. Be assertive…never aggressive…never passive.
9. Reject mediocrity as a default setting.
10. Never prejudge a patient’s intelligence, motivation, or budget.
11. Accept that integrity is absolute, not situational.
12. Embrace abundance rather than scarcity thinking.
13. Be proactive whenever possible.
14. Be willing to take thoughtful, professional risks.
15. Separate ego from expertise.
16. Understand that professionalism is noticed even when unspoken.
17. Cultivate resilience against burnout and corporate pressure.
18. Be adaptable without losing principles.
19. Recognize the difference between ordinary and extraordinary opticians (211° vs. 212°).
20. Commit to lifelong professional growth.
21. Consider professional liability insurance.
22. Share knowledge freely with colleagues.
II. Communication, Listening & Trust
23. Listen more than you speak. (Good listeners  make better sales than good talkers.)
24. Practice empathic listening intentionally.
25. Use reflective listening to confirm understanding.
26. Ask open-ended questions before offering solutions.
27. Avoid jargon unless it is clearly explained.
28. Choose words carefully - optical vernacular matters. Use positive phrasing to explain things.
29. Use first-person language when discussing performance.
30. Never argue with a patient. Redirect instead.
31. Avoid sarcasm or humor to diffuse tension.
32. Answer every question respectfully, no matter how basic.
33. Establish value before mentioning price. Only mention price when directly asked.
34. Explain limitations as clearly as benefits.
35. Watch your tone as carefully as your words.
36. Use the patient’s name appropriately and sparingly.
37. Never dismiss online pricing concerns defensively.
38. Acknowledge emotions before providing logic (see # 25).
39. Speak calmly during conflict; volume never wins trust.
40. Communicate honesty as a non-negotiable policy.
41. Ask where patients purchased prior eyewear. Ask why they did not return there.
42. Ask what they liked and disliked previously.
43. Ask how they found your practice.
44. Ask whom you may thank for the referral.
45. Summarize what you heard before recommending.
46. Confirm patient priorities explicitly.
47. End every interaction with clarity, not confusion.
48. Consciously work to develop a good rapport with your lab and its key personnel. 

III. Technical Mastery & Optical Knowledge
49. Be fluent and able to think in plus and minus-cylinder form.
50. Interpret prescriptions rather than merely filling them.
51. Translate acuities into plain English.
52. Maintain working knowledge of ocular anatomy.
53. Understand common ocular conditions outside a dispensing optician’s scope of practice.
54. Know the role of higher-order aberrations.
55. Become an absolute expert regarding the products you promote.
56. Know lens material strengths and weaknesses.
57. Understand free-form progressives as the modern standard.
58. Be able to show (not just explain) progressive design differences.
59. Know AR coating performance differences.
60. Understand AR contraindications and care.
61. Know why patients decline AR coatings and address the objections.
62. Understand tint behavior on coated lenses and discourage its use.
63. Sign up for and use Essilor’s Leonardo portal, and/or your supplier’s equivalent.
64. Maintain current ANSI standards knowledge.
65. Understand glass lens indications and limitations.
66. Know polarization benefits and contraindications.
67. Understand CVS/DES and appropriate optical responses.
68. Understand OTC reader limitations and be ready to explain them to your patients.
69. Know contact lens basics even if you do not dispense them.
70. Understand pediatric dispensing priorities.
71. Understand geriatric dispensing priorities.
72. Understand occupational lens applications.
73. Know when not to recommend technology.
74. Explain optical limitations honestly.
75. Stay current with lens and frame materials and new poducts.
76. Recognize when a remake is clinically justified.
77. Know when education prevents complaints.
IV. Measurements, Tools & Accuracy
78. Always use the proper tool for the task.
79. Keep all tools clean, calibrated, and functional. Keep them in “order.”
80. Explain each measuring device before use.
81. Always measure PD - even repeat patients. On new patients, take PD twice.
82. Never refer to .12 as a “twelfth of a diopter.”
83. Verify digital measurements manually when needed.
84. Never blindly trust automated data.
85. Maintain redundancy in measuring methods.
86. Measure temple length every time; share any concerns with patients.
87. Cut temples when appropriate.
88. Master hands-on adjusting techniques.
89. Maintain full tool kits for all frame types.
90. Keep parts organized and accessible.
91. Understand cable conversion systems.
92. Maintain Geneva lens measures and calipers.
93. Use pupilometers competently and confidently.
94. Maintain backup measurement tools.
95. Document measurement anomalies.
96. Adjust frames before measuring, not just before dispensing.
97. Re-check fit at delivery.
98. Never rush measurements.
99. Understand how errors affect adaptation.
100. Treat accuracy as patient safety.
101. Understand that small errors can have big consequences.

V. Environment, Cleanliness & Physical Presence
102. Greet patients within five to ten seconds.
103. Maintain a hospital-clean dispensing area.
104. Sanitize hands between patient encounters. In front of patients if possible.
105. Clean measuring tools after every use.
106. Keep frame boards fully stocked and clean.
107. Ensure lighting highlights products properly.
108. Keep POP materials, posters, and signage current.
109. Maintain clean and relevant reading materials.
110. Dress one level above your average patient.
111. Display licenses and credentials with pride.
112. Assist patients physically when appropriate.
113. Guide patients safely in and out of chairs.
114. Avoid cluttered dispensing tables.
115. Prevent frame pile-ups during selection.
116. Maintain organized drawers and workspaces.
117. Keep waiting areas welcoming.
118. Offer small comforts when appropriate.
119. Use security measures discreetly.
120. Create child-friendly spaces.
121. Leave the dispensary better than you found it.
122. Understand that environment influences trust.
123. Treat cleanliness as professionalism.
VI. Products, Lenses, Frames & Sunwear
124. Sell solutions, not inventory.
125. Educate benefits before features.
126. Explain warranties at the front end.
127. Educate about and recommend appropriate SV glasses to minimize falling.
128. Recommend Trivex® when appropriate.
129. Don’t be afraid to offer glass lenses when indicated.
130. Promote polarized sunwear appropriately.
131. Explain sunwear as medical protection.
132. Personalize eyewear for hobbies.
133. Personalize eyewear for occupations.
134. Understand frame material durability.
135. Be aware of frame manufacturing origins.
136. Avoid gimmicky demonstrations.
137. Recommend second pairs proactively.
138. Understand specialty frames (Meta, hearing aids, oxygen, sports).
139. Understand occupational progressives.
140. Offer magnifying mirrors to presbyopes.
141. Have a low-vision expert to refer appropriate patients.
142. Understand tint indications by activity.
143. Explain a legitimate limitation of anything you recommend, before patient experiences it.
144. Connect anything you recommend to one real-world visual task patient already performs.
145. Explain Transitions® performance clearly and honestly.
146. Avoid overselling technology (see #2).
147. Match products to patient priorities.
148. Confirm understanding before ordering.
149. Document product choices clearly.
VII. Sales Strategy Without Apology
150. Understand that ethical selling is service.
151. Sell best, better, good - in that order.
152. Never mention price unless specifically asked.
153. Ask “Why?” instead of “Why not?” in terms of offering what’s best for your patient.
154. Avoid discounting expertise.
155. Re-think traditional freebies.
156. Ask for referrals confidently.
157. Handle objections calmly.
158. Never defend pricing emotionally.
159. Recommend what you choose for yourself and your family.
160. Avoid pressure tactics.
161. Avoid trickery in demonstrations.
162. Know when to stop selling.
163. Accept patient decisions gracefully.
164. Reframe “I’ll think about it.”
165. Understand lifetime value of patients.
166. Sell long-term outcomes, not transactions.
167. Maintain dignity during refusals.
168. Learn to say no professionally.
169. Let trust close the sale.

VIII. Patient Experience, Loyalty & Follow-Up
170. Thank patients sincerely and specifically.
171. Thank patients for referrals explicitly.
172. Use follow-up communication appropriately.
173. Document patient education.
174. Obtain acknowledgment of instructions when needed.
175. Maintain heavy-hitter patient lists.
176. Notify patients of relevant new products.
177. Offer emergency contact information appropriately.
178. Experiment with delivery timing strategies and notification methods.
179. Manage remakes without defensiveness.
180. Follow up after difficult adaptations.
181. Maintain loyalty through consistency.
182. Create reassurance, not just satisfaction.
183. Respect patient time.
184. Loops and ‘oops. Close loops on unresolved issues and use ‘oops cards when appropriate.
185. Protect patient dignity always.
186. Maintain continuity of care as much as possible.
187. Avoid blaming labs or doctors.
188. Own outcomes professionally.


IX. Marketing, Community & Visibility
189. Maintain a current digital presence.
190. Ensure mobile-friendly websites.
191. Monitor online reviews responsibly.
192. Understand competitor pricing and policies.
193. Participate in community organizations.
194. Join professional associations.
195. Support charitable vision organizations.
196. Use email marketing compliantly.
197. Use in-office media thoughtfully.
198. Network intentionally.
199. Share educational content publicly.
200. Promote professionalism, not hype.
201. Be visible without being loud; let your reputation grow organically.
202. Learn basic first aid and CPR.
X. Education, Leadership & Legacy
203. Sponsor apprentices; mentor new employees; consider writing/teaching CE courses.
204. Read professional journals regularly.
205. Attend trade shows when possible.
206. Understand that E + R = O. Always.
207. Embrace the Abundance Theory and reject the idea that success is a zero-sum game.
208. Support staff publicly and privately.
209. Develop measurable goals and create effective scoreboards to track progress.
210. Listen to Jiminy Cricket!
211. Share the 212° philosophy with others.
212. Build a staff and self-training library. Be sure to include:
	Ophthalmic Lenses and Dispensing by Clifford . Brooks and Irvin M. Borish		Clinical Optics by Elkington, Frank, and Greaney						The 7 Habits of Highly Effective People by Stephen Covey				The Speed of Trust by Stephen M.R. Covey							How to Win Friends and Influence People by Dale Carnegie				To Sell is Human by Daniel H. Pink								Influence: The Psychology of Persuasion by Robert Cialdini				The Memory System by Bob Burg								212° by Sam Parker and Mac Anderson							Man’s Search for Meaning by Viktor Frankl							Let Them by Mel Robbins									Who Moved My Cheese? By Spencer Johnson, MD						allaboutvision.com; optiboard.com; 
