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Dolores Marshall Opticians were spending a lot of time doing 
administration tasks to keep customers informed. This involved 
making numerous telephone calls and sending out letters.  
On average, they would have to spend time every day  
ringing around 10 - 20 different patients to advise them that 
their glasses are ready for collection. Similarly, if there was an 
unexpected delay to a customer’s glasses, they would have to 
call to communicate this. However, with the practice having 
some non-English speaking customers, communicating to 
them via the phone was proving very difficult. 

The practice was also experiencing a number of ‘no-shows’.  
As a direct result of this, they were wasting valuable testing 
time. They required a simple and quick way of reminding  
patients of their appointment.

 

Dolores Marshall Opticians is an independent optician that has 
been serving the community of Carlisle for over 10 years. The 
practice was established by Dolores with the aim of providing 
uniquely personal and friendly eyecare services for all the family.

Overview

Challenge

Dolores Marshall Opticians

CASE STUDY

How SMS helped an optician 
save time, costs and reduce  
appointment ‘no-shows’
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The SMS service from Textlocal.com has increased practice revenue and patient satisfaction whilst also greatly  
reducing the administration required to keep patients informed at all stages of their eyecare cycle. 

Dolores Marshall Opticians has seen an increase in responses to recalls and a large decrease in the number of patients 
not turning up for their appointment. The messages also prompt customers to rearrange their appointment if they had 
forgotten or can no longer make it, allowing the practice to fill the cancellation.

Patients are happier because they are instantly informed about the status of their glasses via a personalised text  
message and the practice staff are spending much less time on the phone. The Textlocal.com platform has also 
helped the practice overcome language barriers between their many non-English speaking patients, who can  
simply translate the text message.

As an independent optician, the extra level of service offered by SMS fits perfectly with Dolores’ goal of providing  
the highest level of patient care, to keep people coming back year after year.

The results

    I’ve definitely seen a big benefit for the business since using text messaging. We’re saving  
time which is the main thing, but we’re also saving on costs and reducing admin. We’ve found 
that customers of all ages have a mobile phone and respond well to our messages. It has also 
reduced ‘no-shows’ and allowed us to use our appointment time more efficiently. 

Dolores Marshall, Owner, Dolores Marshall Opticians

“

“

Dolores Marshall Opticians signed up to Textlocal.com which is a free SMS platform for small businesses. 
Textlocal.com offered everything to meet the practice’s communication needs, at a fraction of the cost offered  
by their practice management software company. They were able to get up and running within minutes using  
their existing patient data. And the results have been fantastic.

A huge benefit is the ability to schedule messages far in advance for individuals or groups of patients, notifying  
of yearly recalls and appointment reminders with very little effort from the practice staff. 

The solution


