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RE: Contact Lens Rule, Project R411002

The proposed trade rules to implement the Fairness to Contact Lens Consumers Act should address the issue of banning
computer generated telephone calls to verify contact lens prescriptions.

On February 23, 2004, my office received another computer generated telephone call from 1-800-CONTACTS. The
computer generated voice immediately began with a string of numbers and spelled out something that my receptionist
did not catch because of the characteristics of the electronic voice. They informed her that she had 15 minutes to
respond with a “yes” or “no” on the line they held open. She looked at the patient’s chart and discovered that they
apparently had the wrong power on the left eye. She responded “No.” When she called back in an attempt to give them
the correct power, they had another electronic voice that answered with “Hello, thank you for calling” and it hung up
without giving her any options or any opportunity to even talk. The patient was in for an eye exam last week and we
updated his prescription and provided him with a written copy allowing a one-year supply.

I have routinely released contact lens prescriptions for years to my patients and verified for various internet suppliers.
This system doesn’t allow for direct communication and should be prohibited. This patient received an incorrect
prescription due to their clerical error or miscommunication. We have encountered previous problems with this company
in terms of their administration. There needs to be a mechanism in place that requires the retailer to inform the
prescribing doctor of the type and quantity of lenses sent to a patient when a prescription is filled without verification by
the prescribing doctor, so that the doctor can note the information in the patient’s records.

The trade rules should also address the issue of refills to ensure a proper wearing regimen that will minimize infections.
Finally, a universal fax verification form should be used by all retailers that allows the doctor to provide the necessary
information to get the patient’s prescription right and that guarantees the direct communication intended by Congress.

Thanks for considering my concerns.



