
Stumbling into optometry because a 

careers advisor spoke of great prospects 

for opticians, Conor Heaney has found 

out that in optics today you have to make your 

own opportunities. 

His practice Jones And Co. Styling Opticians 

has an average dispense value of over £900, a 

reputation for exceptional service evidenced by 

over 150 five-star reviews and is inspiring many 

other independents to think bigger. 

Since 2014 his marketing strategies have 

helped dozens of independent practices boost 

their average dispense values, achieve record 

growth, and build more profitable businesses 

without sacrificing time with family and life 

outside the practice.

Optician sat down with him to learn how he 

continues to translate his success into success 

for other independent practices.

Optician: Conor, you’re known for being anti-  

technology and anti-OCT. What is your practice 

philosophy?

First of all, I’m a pragmatist so I believe in 

creating value for clients as long as the market 

will pay us generously for providing it. The OCT 

argument is a complex one I’ve written about 

elsewhere, but the bottom line is I don’t want 

one in my practice for a host of reasons. That 

still is my stance. If Topcon offered to give me 

one for free tomorrow I would have to politely 

decline. I classify technology as ‘stuff.’ My ethos, 

is don’t focus on stuff, focus on people. Your 

clients and your team. Practices owners are far 

too easily distracted away from focusing their 

energy and efforts on their people.

I’m an advocate of us doing a better job for 

our clients and patients. And I’m a champion 

of independent opticians thriving by providing 

a superior customer experience and selling 

eyewear.

Look at what drives revenue in this industry: 

over 60% of all sales in the optical industry 

come from glasses. Frames and lenses. 

Let’s work at being exceptional at that. Let’s 

make that experience better for our clients. 

Eyewear and personalised service is the biggest 

opportunity that independents have today. And 

there is a real need in the market for it too. 

There is a dispensing void. A black hole of 

dispensing and sales expertise in our industry. 

The traditional sales process that exists in 

95% of practices is painful for both clients and 

staff. It’s ineffective and irritating. Clients don’t 

know what suits them, fits them or what will best 

meet their needs. And staff don’t know how to 

sell it. They don’t know how to take control of the 

situation, have a discovery conversation, and guide 

the client to the best solutions for them, in a way 

that maximises conversions and dispense values. 

That’s what I’ve invested 15 years in mastering 

as a practice owner. 

Optician: What would you say is different about 

your practice?

My practice is unusual in several ways. First, we 

have carved out a USP that isn’t rocket science 

but is very effective. We are all about helping 

people look good and feel good in glasses. 

We transform how our clients feel about their 

eyewear. That’s it. Nothing else. Look at our 

website and you wont find the words ‘contact 

lenses’ anywhere. You won’t find information 

about cataracts, dry eyes and flashes and 

floaters. We’re unapologetically all about 

helping the client enjoy the process of choosing 

and wearing glasses. 

We don’t have any glasses on display so there 

is no self-service or random browsing. We 

dispense by consultation and appointment 

so we can deliver a more controlled and 

choreographed experience for the client. We 

have a lot more dispensing fire power than the 

average practice too, so our optical expertise is 

a big differentiator. 

A lot of customers can go to the multiples for 

years and never see a qualified dispensing 

optician. On an average day at Jones And Co. we 

have one optometrist and 4 dispensing opticians. 

There is a massive void of dispensing expertise 

and sales and customer service know-how, and 

customers are frustrated and will happily pay a 

premium for a higher level of service. Independents 
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practice is in a more affluent area then £500 - 

£600+ is achievable and again we have members 

in Optical Success Academy doing that.

Optician: How did Optical Success Academy start 

and why are you so passionate about helping 

independent opticians?

The coaching and consulting kind of found us. 

I’ve been fortunate enough to turn around a 

struggling practice into a success with probably 

the country’s highest average dispense value. 

Practice owners started calling and asking what 

we were doing and if they could observe. I was 

invited to speak at several industry events about 

the strategies I was using and it grew from there. 

My obsession with business and marketing 

was obviously intriguing to practice owners 

who had never really viewed their practice as a 

business. My coaching tools and strategies help 

independent opticians build a more profitable, 

better organised business that gives them 

more freedom. We now help practices all over 

the UK. We host live seminars.  I publish a 

monthly marketing newsletter to let independent 

opticians look over my shoulder to see what I’m 

doing to grow the practice. We do staff training 

for our members. We host smaller mastermind 

meetings. There is lots going on. 

Practice owners can find out more at 

 www.opticalsuccessacademy.co.uk. 

Working with other independents is something 

I’m passionate about and I get a kick out of 

because they are my people. I am one of them! 

As a profession we are under-paid and under-

appreciated. We are walked all over, bullied, 

and badly treated by everyone from the NHS, to 

Specsavers to giant companies like Luxottica. But 

it doesn’t have to be like that. We can take control 

back of our own practice, change the rules of 

the game so that we can win. So I want to help 

ambitious practice owners to take back control 

of their own destiny. I know how hard it was 

to figure all this out, and that’s the value I can 

bring to others. I put everything I am doing into a 

format that is easy to share and for other practice 

owners to digest and understand and profit from.

We’re at a nice point now because these 

strategies I use have been proven over and over. 

Initially it was just a proven concept in my own 

practice. But now we have dozens and dozens 

of success stories from practice owners who 

have followed my lead and transformed their 

practices. A lot of people are sceptical and think 

this must only work in big city centre practices 

in affluent areas, but that’s simply not the case. 

Practice owners in average working-class 

towns, with a vast majority of NHS patients, have 

made these strategies work. The strategies are 

sound because they are based on psychological 

principles that hold true no matter who your 

patients are or where the practice is located.

The most rewarding stories to hear though are 

ones about people. Clients raving about the 

improvements in the customer experience. Staff 

growing in confidence and ability and motivation. 

And the owner finally being able to get some 

breathing space and time to enjoy life because 

the practice is humming along like a well-oiled 

machine and the difference that makes to their 

personal lives.

are ideally suited to capture this opportunity, carve 

out a niche, see fewer clients and dramatically 

increase dispense values and sales. This is the 

strategy behind the growth of Jones And Co. and 

we’re doing pretty well – we have a small team, 

single-testing, over £1 million annual turnover and 

an average dispense value of over £900.

Optician: In your experience, what dispense 

values are possible in the average practice?

As independents we must realise we have 

limited resources. Therefore, the smartest 

strategy is to do as many things as possible to 

multiply the value of every client. So rather than a 

client being worth £200 per dispense, they’re now 

worth £400 or £900. The higher that number, the 

stronger position your business is in.

The question for practice owners to ask 

themselves is “what are all the things we could 

do to increase our average dispense value by an 

extra £100 or more?”

This is how we did it. The answers are all 

encompassing. How can we increase our 

conversion rates even when there is no change 

in rx? How can we increase sunglasses sales 

and multiple pair dispenses? How can we be 

pro-active about getting a constant flow of 

referrals? What frames could we work with 

that would allow us to sell at the higher end 

without being restricted by silly online prices? 

How can we instill the confidence in our team 

to be passionate about recommending the very 

best lenses every time? How do we market our 

practice to attract the best clients in our area 

who are happy to spend more for exceptional 

service and expertise? Those are the answers I 

searched out and continue to work on improving 

every week with my team.

When you approach it like that there is no reason 

why any independent practice can’t have an 

average dispense value in the £300 - £400 range 

no matter what kind of area you are in as proven 

by other practices following our methods.  If the 

“Over 80 practices 
are members of 

Optical Success Academy 
and following 

Conor’s strategies”

“We’re unapologetically 
all about helping the 

client enjoy the process 
of choosing and wearing 

glasses.”

Readers of Optician can request 
a free copy of a special report written 
by Mr Heaney 

“The 9 Keys That Unlock The Hidden 
Profits In Your Practice” 

Available at 
www.opticalsuccessacademy.co.uk
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