
Frequently Asked Questions and Troubleshooting for SureSight 

Q: Why am I obtaining Low reliability numbers? 
A: 1. Make sure the room is not too bright, especially with sun light.

2. Not getting “Chirps” even with cross hair on pupil - alignment is off- Send for service.

Q: Why is my instrument not accurate?  All patients tested are nearsighted (- Diopter). 

A: 
1. Over minus readings were common with software versions prior to 1.20 in adult mode.

Update the software to at least version 1.20 to correct this problem.
2. The patient may not be looking into the instrument at the red light.  Instead they may be

looking at the green flashing lights or the outside case of the instrument, which changes the
focal distance of the eye and the refractive error becomes more negative.

3. It is also important to understand what the customer is comparing the reading of the SureSight
to.  If they are comparing the numbers to how well a patient reads the eye chart, there are a
few things they need to understand.  The SureSight only tests refractive error, and it has an
accuracy of +/- .5 D.  So if a patient measures -1.5 on the SureSight, the actual refractive
error, could be as little as -1.0.  In many children and young adults, the patient can
accommodate for this error and read the eye chart as well as a person with no refractive error.
The visual acuity cross reference chart, found in the operating manual, assumes no
accommodation by the patient beyond what is calculated by the SureSight.

Q: Why will my SureSight not turn on even after it has been charged all night? 
A:

1. Sometimes the fix can be as simple as removing the battery and reinstalling it.  If the contacts
are slightly off or if the battery holding lever was not in the correct position the unit will not
power on.

2. It is also possible that the transformer jack is not making contact with the SureSight, due
improper installation of the 710 transformer secondary  through the rubber stand.  To verify
that this is the problem, ask the customer to take the cord out of the rubber housing and plug
it directly into the SureSight.  After waiting about 30 seconds, have them remove the charger
from the SureSight and power the unit on, by pressing “GO”.  All the LCD segments should
light up briefly then go out if the battery received any charge at all.  If the LCD still does not
light up, then there is either a fault in the 710 transformer, or in the recharge circuit of the
SureSight.  We have not seen many battery failures to date.

3. The 710 charger can be checked using the HP printer, if the customer bought one to use with
their SureSight.  Have the customer remove one of the batteries from the printer, then connect
the 710 charging transformer to the jack on the back of the HP printer.  Ask the customer to
print a diagnostic test on the printer. To do this, press down the feed button while turning the
power on, then release the feed button. At the end of the print out, there will be “BAT #”,
where # is equal to 4 or 5.  If the number is less than 4 or if the diagnostic print does not
come out at all, then the 710 charger is bad, and needs to be replaced.

4. Make sure the customer is removing the instrument from the charger, before trying to turn it
on.  There is an interrupt switch built into the charging jack, so the instrument cannot be
turned on while the battery is charging.



Q: Where is the item and serial number of my instrument? 

A • Both are located on the inside of the battery access door.  Note:  A “2” in the third digit of the
serial number indicates that the unit is an eye care auto refractor vs. a pediatric screener. I.e.
0120058 = 2001, Autorefractor ,  # 58 that year.
I.e. 0100070 = 2001, Pediactric Screener,  # 70 that year.

Q: Why are there black squares on the print out? 
A: 

• Black squares are produced when the data stream from the SureSight to the printer is
interrupted briefly.  This can happen if the SureSight is being held at a steep angle to the
printer or if there is an intermittent electrical connection on the IR transmitter or receiver.  We
would usually start by offering the customer a loaner SureSight, to see if the problem is in the
Welch Allyn piece or the HP printer.

Q: Why does the printer only print the first line or two then stop? 
A: 

• This usually occurs when the batteries are near dead.  To verify, either ask the customer to
install new batteries or if none are available, the 710 charger can be used as a test device.  If
the unit prints ok with new batteries or the transformer, then replacement of the batteries is all
that is needed.

Q: Is there a transformer for my printer, so I won’t have to use batteries? 
A: 

• Yes.  HP carries a charger made to be used with the printer.  The customer needs to contact
HP to purchase the charger.  Welch Allyn does not carry that item.

Q: This question relates to the age of a child 6 and under. Why is the age of 6 
important? What physical changes occur at this age ? Why have we chosen this age 
for the age change. Does this relate to changes in the algorithm and how so.?

A: Younger children have much more capacity to accommodate, which decreases as they 
age.  After analyzing data from thousands of children, it was found that for 6 and under it 
was optimum to use one calibration curve, and for 7 and up another one (which factors in 
less accommodation).  

Q:
Is there any way of making the hand strap looser to accommodate some of our larger
operators. I know it is self adjusting but can we extend somehow?

A: • The strap does tend to loosen up in the first few dozen uses.   During our evaluation
concerning the level of tightness, people by far preferred to err on the side of too
tight.

stamppa
Please note:The HP printer is no longer sold with this product.  The Martel printer is now sold with this unit.



Q:   Can I use this SureSight to screen children under the age of 3? 

A:   The SureSight can be used on children ages 6 months - 3 years.  The two referral 
criteria sets listed in our information in the quick reference guide (6 months of age and 3-5 
years of age) are based on published criteria.  Eye care specialists are not in agreement 
on referral guidelines for the group between these age groups. 
Those who choose to use the SureSight on children under 3 years of age typically discuss 
referral limits with a pediatric eye care provider (Ophthalmologist or Optometrist) and/or 
use the 6 month old referral criteria noted on the back of the quick reference guide.  
We do not recommend screening younger than 6 months, as there are not agreed upon 
referral criteria, and  it can be difficult to obtain readings. 
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