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Best Practices for Optometry – Reducing Unnecessary 
Hospitalizations 
 

Diverting patients from first seeking urgent eye care treatment at the emergency department or urgent 
care center rather than the optometrist’s office. 

 

What the optometrists can do: 

▪ During the exams, the optometrist can inform the patients of the differences between vision and 

medical eye problems (e.g., flashes, floaters, infections, allergies, foreign-body removal, torn retina, 

etc.). 

▪ During the exams, the optometrist can inform the patients that they can return to the practice for 
any 

eye issues. This educates the patient about the choice he/she has for where to go for treatment. 

▪ Ask patients if they know how the practice can manage and treat urgent eye problems. This opens up 

a discussion opportunity for patients to be involved in their care and ask questions. 

▪ Explain the benefits of first seeking urgent eye care from the optometrist rather than the hospital or 

urgent care center (e.g., patient’s time, cost-savings to patients and payers, and more specialized 

care in a timely manner to prevent a progression of the eye issue). 
 

What the office staff can do: 

▪ Triage patients and work them into the optometrist’s schedule that same day. 

▪ Query patients for the reason why the patients are there. “Are you here today/tonight for an urgent 

eye problem rather than going to the hospital or urgent care center?” 

▪ Use a system (e.g., tally sheet or EHR) to track the number of patients who contact the practice for 

urgent eye issues and are seen by the optometrist rather than referring them to the hospital or 
urgent 

care center. 

▪ Staple an information card to visit paperwork, if applicable, at check-in or close of visit; give to the 

patients. The colorful card may be a visual cue that resonates with patients. 

▪ Add/edit the practice’s business hours to Google’s business information section to inform patients 

who use the internet to search the practice’s hours of operation. 

▪ Provide a list of some of the insurance carriers the practice accepts. 

▪ Offer online registration for new and established patients before their next appointment. 

▪ Include a Y/N question on the health questionnaire form to include, “Are you aware of our practice’s 

availability to treat urgent eye care issues?” 
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As a practice-whole, what can be done: 

▪ Offer extended weekday hours and weekend hours. 

▪ Provide an on-call clinician to be available for guidance and/or treatment, with access to charts. 

▪ Offer an alternative practice site or partnered site for extended availability for urgent eye care. 

▪ For patients who call, provide an “on-hold” message that specifies the after-hours care availability at 
that practice site and directs patients to where they could receive urgent eye care if the practice site 
does not have availability (e.g., after a specific time, patients are re-directed to another location with 
contact info). 

▪ Add a visible box/section on the practice’s homepage website that informs patients about the 
practice’s after-hours care and the benefits to the patients. Example: 

 

 
 

▪ Market your urgent care availability and treatment options through brochures, information cards, 
and posters; post them in waiting rooms and/or on the outside of the practices’ buildings to 
inform/remind passers-by of the availability to treat urgent eye problems. Materials should include: 
who patients could contact for urgent eye issues, when (availability for treatment), what treatment 
can be given at the optometrist’s practice, and why (benefits). 

▪ Provide marketing materials to local PCP offices and urgent care centers to further inform other 
clinicians and patients of the availability and treatment options; this highlights optometrists’ 
important roles in the medical neighborhood. 

▪ Incorporate a line on the visit summary print-out, if applicable, that informs patients of how urgent 
eye care issues are managed, the practice’s availability, and the contact information. 

▪ Survey patients on their experience of receiving urgent eye care (at any location) and what they 
envision as quality urgent care. Use this as a lessons-learned. Collect the survey data to identify areas 
that are working well for patients and areas on which to improve; consider these points to embed 
into the practice’s urgent care workflow. 

 

 

 

 

 

 

 

 


