Optissimo: Evaluating and rewarding sales staff
Product and Services
Optissimo promised to sell finished eyewear to its customers within an hour of choosing the frame. It was first introduced in shopping malls and later at city centers. They believe time was a key factor for this particular customer segment. This approach requires a large investment in optical technology and a strong orientation towards customer service. Following were its auxiliary services:

· Free of charge replacement for lenses and frames if they break within first year of purchase.

· 30% discount on new eyewear in case of loss or theft.

· Free of charge exchange if the lens is unsuitable. Also for contact lens within a 15-20 day trial period if they are not tolerated by the customer.   

· Free of charge maintenance of glasses.

Outlet area and the purchasing process
The customer is greeted by a sales optician at the welcome point, who helps choose and suggest suitable lenses for customers. The sales optician’s ability to listen and ask the right questions aims at defining customer’s use for glass and thus recommending appropriate glasses and lens.

The customer is referred to the optometrist if their eye sight needs to be measured. These tests are conducted electronically in a refraction room, and are much more precise than the traditional methods for eye-testing. The optometrist writes the prescription based on the eye test. 

After the sales optician receives the prescription and enters the relevant data regarding lens, type of frame and delivery time in the computer, it is the job of the laboratory technician to prepare the lenses and mount them in the frame to obtain the finished glass. 
Following are the products offered:

· Standard production: This refers to the ready made closed frame. Production time is 12-15 minutes and time varies on non-technical factors.

· Frameless glasses: Here lenses are attached to the frame with screws. Their production requires more manual operations and takes 40 minutes. The one hour promise does not apply to this category as it may take more than an hour depending upon choice of frame.

· Partially frameless glasses: Their production requires less manual operations and takes 9 minutes.

Work organization

Providing quality service defines Optissimo’s distinctive approach and requires close coordinated interaction amongst the three organizational levels in the outlet. The sales optician’s performance is based on the use value a customer gives to the glasses, and what is recommended and produced. 

The optometrist’s performance is measured both on the time dedicated to a given operation and the service quality provided, which is measured by customer complaints.          
The laboratory technician’s is controlled by monitoring elapsed time between commissioning a job, production and delivery of glasses, which must be as promised, and by the number of pairs of glasses produced per day.   
