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The pieces of the puzzle are fallingThe pieces of the puzzle are falling
into place!into place!

Oral health is now an accepted partnerOral health is now an accepted partner
within an interdisciplinary approach towithin an interdisciplinary approach to
patient care.patient care.
Community and migrant health centers areCommunity and migrant health centers are
expanding to provide adequate space andexpanding to provide adequate space and
staff to support oral health programs.staff to support oral health programs.



The pieces of the puzzle are fallingThe pieces of the puzzle are falling
into place!into place!

Community-based curricula are becomingCommunity-based curricula are becoming
the norm in dental and hygiene schools.the norm in dental and hygiene schools.

Our medical colleagues are actively seekingOur medical colleagues are actively seeking
collaboration to promote prevention.collaboration to promote prevention.



With progress comes challengeWith progress comes challenge……

Recruitment and retention remain aRecruitment and retention remain a
priority.priority.
Productivity and efficiency must enhanceProductivity and efficiency must enhance
the bottom line!the bottom line!
Chairside dentistry must be balanced withChairside dentistry must be balanced with
community oral health endeavors.community oral health endeavors.
Not reinventing the wheel is our goal!Not reinventing the wheel is our goal!



The Role of the Dental DirectorThe Role of the Dental Director

Dental administration Dental administration –– why? why?
Issues of concern for community healthIssues of concern for community health
centerscenters
Sociology of dentist managersSociology of dentist managers
Dentist administrators Dentist administrators –– expert or consultant expert or consultant
Organization of the dental directorOrganization of the dental director’’s roles role
Dental director roles and responsibilitiesDental director roles and responsibilities



Dental Administration - Why?Dental Administration - Why?

Your knowledge of clinical dentistry isYour knowledge of clinical dentistry is
paramount as oral health is an essentialparamount as oral health is an essential
component of the organizationcomponent of the organization’’s missions mission

Your professional training and experienceYour professional training and experience
provide you ample skills to contribute positivelyprovide you ample skills to contribute positively

Your acceptance and respect from peersYour acceptance and respect from peers
–– Facilitates networkingFacilitates networking
–– Enhances collaboration effortsEnhances collaboration efforts



Dental Administration - Why?Dental Administration - Why?

Juggling a healthy tension between:Juggling a healthy tension between:
–– Concern for the patientConcern for the patient
–– Concern for organizationConcern for organization’’s fiscal healths fiscal health

Be a leader in a dynamic health careBe a leader in a dynamic health care
arenaarena……oral health needs to be at the table!oral health needs to be at the table!

Your position affords increased opportunities forYour position affords increased opportunities for
community and/or legislative advocacycommunity and/or legislative advocacy



Issues of Concern for Health CentersIssues of Concern for Health Centers

Organizational challengesOrganizational challenges
•• Service delivery modelService delivery model
•• Staffing/recruitmentStaffing/recruitment
•• Dental record keepingDental record keeping
•• SchedulingScheduling
•• Patient flowPatient flow
•• Quality and Utilization managementQuality and Utilization management



Issues of Concern for Health CentersIssues of Concern for Health Centers

Clinical challengesClinical challenges
•• Significant dental disease in the populationsSignificant dental disease in the populations

we traditionally servewe traditionally serve

•• Translating the ideal dentistry taught inTranslating the ideal dentistry taught in
dental school into the dental school into the ““less than idealless than ideal”” reality reality
of patients seen in practiceof patients seen in practice

•• Community-based practice Community-based practice –– addressing the addressing the
oral health of those who never make it intooral health of those who never make it into
your chair, but are still your patientsyour chair, but are still your patients



Issues of Concern for Health CentersIssues of Concern for Health Centers

How is oral health perceived within your organization?How is oral health perceived within your organization?
(Positively)(Positively)

As an integral part of an interdisciplinaryAs an integral part of an interdisciplinary
approach to patient careapproach to patient care
Facilitating active involvement in allocating:Facilitating active involvement in allocating:

Fiscal resourcesFiscal resources
Human resourcesHuman resources
Funding for future expansionFunding for future expansion



Issues of Concern for Health CentersIssues of Concern for Health Centers

How is oral health perceived within your organization?How is oral health perceived within your organization?
(Less than favorably)(Less than favorably)

•• As As electiveelective by patients, providers, and/or by patients, providers, and/or
administration ?administration ?

•• As something to be funded after the As something to be funded after the ““medicalmedical””
side of the house is balanced ?side of the house is balanced ?

•• Perennially holder of the Perennially holder of the ““short end of the stickshort end of the stick””



Issues of Concern for Health CentersIssues of Concern for Health Centers

Environmental/financial challengesEnvironmental/financial challenges
•• Less than favorable Payer mix?Less than favorable Payer mix?
•• Federal/state regulations/expectationsFederal/state regulations/expectations

•• Budget crunch affecting timely MedicaidBudget crunch affecting timely Medicaid
reimbursement?reimbursement?

•• Recruitment and retention issuesRecruitment and retention issues
•• Inadequate or Inadequate or maldistributedmaldistributed workforce workforce
•• Competitive salary and benefitsCompetitive salary and benefits
•• Reasonable work environmentReasonable work environment



How do you see yourself ?How do you see yourself ?
       How do others view you?       How do others view you?

ClinicianClinician
LeaderLeader

EmployeeEmployee
ManagerManager

Team PlayerTeam Player
MentorMentor

LonerLoner



Sociology of Dental ManagersSociology of Dental Managers

CliniciansClinicians
DoersDoers
1:1 interactions1:1 interactions
ReactiveReactive

personalitiespersonalities
Require immediateRequire immediate

gratificationgratification
Decision-makersDecision-makers

ManagersManagers
Planners-designersPlanners-designers
1:n interactions1:n interactions
ProactiveProactive

personalitiespersonalities
Accept delayedAccept delayed

gratificationgratification
DelegatorsDelegators



Sociology of Dental ManagersSociology of Dental Managers

CliniciansClinicians
Value autonomyValue autonomy
IndependentIndependent
Patient/communityPatient/community

advocateadvocate
 Identify withIdentify with

professionprofession
 IndependentIndependent

ManagersManagers
Value collaborationValue collaboration
ParticipatoryParticipatory
Advocate for theAdvocate for the

organizationorganization
 Identify withIdentify with

organizationorganization
 InterdependentInterdependent



Dentist Administrator:Dentist Administrator:
Expert or ConsultantExpert or Consultant

Financial managementFinancial management
Public healthPublic health
Personnel managementPersonnel management
MarketingMarketing
Government functionsGovernment functions

OrganizationalOrganizational
structurestructure
Legal issuesLegal issues
Ethical issuesEthical issues
ManagementManagement
information systemsinformation systems



Dentist Administrator:Dentist Administrator:
Expert or ConsultantExpert or Consultant

Financial management:Financial management:
Does this ring true personally?Does this ring true personally?
 Dual DDS/MBA ?Dual DDS/MBA ?
 CPA?CPA?
 Ever run a small business?Ever run a small business?
 Able to balance your checkbook?Able to balance your checkbook?



The Business of DentistryThe Business of Dentistry

Most dentists Most dentists –– enjoy clinical aspects enjoy clinical aspects
Most dentists Most dentists –– lack business expertise lack business expertise
Key Performance IndicatorsKey Performance Indicators
•• Make sense of the numbersMake sense of the numbers
•• Evaluate overall strengths and weaknessesEvaluate overall strengths and weaknesses
•• Which goals are not being met?Which goals are not being met?
•• What additional information do you need?What additional information do you need?

The Business of DentistryThe Business of Dentistry
JADA, Vol. 134, May 2003JADA, Vol. 134, May 2003



In dental offices, even the mostIn dental offices, even the most
basic systems produce so muchbasic systems produce so much
data that making sense of it candata that making sense of it can

be overwhelmingbe overwhelming

The Business of DentistryThe Business of Dentistry
JADA, Vol. 134, May 2003JADA, Vol. 134, May 2003



Key Performance IndicatorsKey Performance Indicators
ProductionProduction
CollectionCollection
Production/collection ratioProduction/collection ratio
Number of new patientsNumber of new patients
Number of completed patients*Number of completed patients*
Total overheadTotal overhead
Total profitTotal profit
Profit percentageProfit percentage
Relative Value Units*Relative Value Units*

* Geiermann addition* Geiermann addition



Key Performance IndicatorsKey Performance Indicators

Average production per patientAverage production per patient
Days in account receivableDays in account receivable
Procedure-service mix ratioProcedure-service mix ratio
Staff labor % expenditures relative toStaff labor % expenditures relative to
revenuerevenue
% of scheduled time that results in no-% of scheduled time that results in no-
show patientsshow patients
% of last minute cancellations% of last minute cancellations



Oral Health Care Costs Oral Health Care Costs –– 2003 UDS figures 2003 UDS figures

The cost per dental user was The cost per dental user was $292.$292.

The cost per dental user after allocatedThe cost per dental user after allocated

overhead was overhead was $197.$197.

and per dental encounter was and per dental encounter was $124.$124.

How do you plan with these figures?How do you plan with these figures?



Dentist Administrator:Dentist Administrator:
Expert or ConsultantExpert or Consultant

Personnel management:Personnel management:
•• Recruitment/retentionRecruitment/retention
•• CompensationCompensation
•• Provider reviewsProvider reviews
•• Conflict resolutionConflict resolution



Recruitment and RetentionRecruitment and Retention

4200 new dentists graduate annually4200 new dentists graduate annually
6000 senior practitioners retire annually6000 senior practitioners retire annually
Not just competing with the safety net clinicNot just competing with the safety net clinic
across town for that new dentist, but with Dr.across town for that new dentist, but with Dr.
Jones who saysJones who says  ““work for me for 2 years and Iwork for me for 2 years and I’’llll
help you buy my practice!help you buy my practice!””
MoneyMoney isn isn’’t enough to draw them in!t enough to draw them in!
How do you instill a sense ofHow do you instill a sense of  mission?mission?



Estimated Additions of Dentists to theEstimated Additions of Dentists to the
Dental Workforce:  1995 to 2040Dental Workforce:  1995 to 2040

-2000 -1500 -1000 -500 0 500 1000 1500

Assume:   -number of graduates remains at 4050
      -dentist retirement age of 65

year 2014

year 2023

year 1995

year 2040

year 2031



Average Net Income of Full Time, Solo,Average Net Income of Full Time, Solo,
Private Practice U.S. Dentists: 1990 - 1996Private Practice U.S. Dentists: 1990 - 1996
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Dentist Administrator:Dentist Administrator:
Expert or ConsultantExpert or Consultant

MarketingMarketing
•• Improvements to payer mixImprovements to payer mix
•• Outreach to new populationsOutreach to new populations
•• TechniquesTechniques

Government functionsGovernment functions
•• OrganizationOrganization……where do you fit?where do you fit?
•• LobbyingLobbying……what can you legally do?what can you legally do?



Dentist Administrator:Dentist Administrator:
Expert or ConsultantExpert or Consultant

Organizational structureOrganizational structure
•• Not-for-profitNot-for-profit

•• FQHCs and sliding fee scalesFQHCs and sliding fee scales
•• Excess program income?Excess program income?

•• Board of directorsBoard of directors
•• If and when do you report to them?If and when do you report to them?

•• Management structureManagement structure
•• Who is your immediate supervisor?Who is your immediate supervisor?



Dentist Administrator:Dentist Administrator:
Expert or ConsultantExpert or Consultant

Legal issuesLegal issues
•• FTCA and risk managementFTCA and risk management
•• ContractsContracts
•• Right to careRight to care
•• Denial of careDenial of care

Ethical issuesEthical issues
•• Allocation of resourcesAllocation of resources
•• Right to refuse careRight to refuse care



Dentist Administrator:Dentist Administrator:
Expert or ConsultantExpert or Consultant

Management information systemsManagement information systems
•• Computerized systemsComputerized systems

•• FiscalFiscal
•• SchedulingScheduling
•• Patient recordsPatient records

•• Clinical applicationsClinical applications
•• TrackingTracking
•• CommunicationCommunication
•• RemindersReminders

  



Dentist Administrator:Dentist Administrator:
Expert or ConsultantExpert or Consultant

Public healthPublic health
•• Delivery models for individualsDelivery models for individuals
•• Delivery models for communitiesDelivery models for communities
•• Epidemiology/AssessmentsEpidemiology/Assessments
•• Quality assuranceQuality assurance



Increasing Oral Health Access:Increasing Oral Health Access:
Being Community-wiseBeing Community-wise

Changing the way people in theChanging the way people in the
community think about oral healthcommunity think about oral health
Seeing the bigger pictureSeeing the bigger picture
Facilitating collaborationFacilitating collaboration
Engagement in assessment andEngagement in assessment and
dissemination of oral health informationdissemination of oral health information



Changing The Way People Think!Changing The Way People Think!

Involvement of the Community in oralInvolvement of the Community in oral
health assessment activitieshealth assessment activities
Focus on preventionFocus on prevention
Causes of oral health problemsCauses of oral health problems
Holistic view of oral healthHolistic view of oral health



““The Bigger PictureThe Bigger Picture””

The involvement of the community canThe involvement of the community can
encourage system thinkingencourage system thinking
Combining what different stakeholdersCombining what different stakeholders
know about need, resources andknow about need, resources and
perceptionsperceptions
Hidden assetsHidden assets
Reduction in the extent to whichReduction in the extent to which
organizations work at cross-purposesorganizations work at cross-purposes



Facilitating CollaborationFacilitating Collaboration

Meaningful dialogueMeaningful dialogue
Stimulating different viewpointsStimulating different viewpoints
Overcoming stereotypesOvercoming stereotypes



Assessment andAssessment and
DisseminationDissemination

Community partnerships enhance theCommunity partnerships enhance the
ability to gather information on hard toability to gather information on hard to
reach groupsreach groups
Enhance the ability to obtain sensitiveEnhance the ability to obtain sensitive
informationinformation
Products that donProducts that don’’t t sit on the shelfsit on the shelf



Organization of theOrganization of the
Dental DirectorDental Director’’s Roles Role

Areas of Interest:Areas of Interest:
Health center relationshipsHealth center relationships
Administrative vs. Clinical responsibilitiesAdministrative vs. Clinical responsibilities
Development, implementation, andDevelopment, implementation, and
management of systemsmanagement of systems
Support and maintenance of oral health issuesSupport and maintenance of oral health issues
Management concernsManagement concerns



Organization of theOrganization of the
Dental DirectorDental Director’’s Roles Role

Health center relationshipsHealth center relationships
•• Executive directorExecutive director
•• Executive management teamExecutive management team
•• Board of directorsBoard of directors
•• Staff supervisionStaff supervision
•• Fiscal accountabilityFiscal accountability
•• External representationExternal representation
•• Strategic planningStrategic planning



Organization of theOrganization of the
Dental DirectorDental Director’’s Roles Role

Administrative vs. Clinical responsibilitiesAdministrative vs. Clinical responsibilities

•• Time allocationTime allocation

•• Supervisory responsibilitiesSupervisory responsibilities

•• Linkages and partnershipsLinkages and partnerships



Development, Implementation andDevelopment, Implementation and
Management of SystemsManagement of Systems

•• SchedulingScheduling

•• Information systemInformation system

•• Quality managementQuality management

•• TechnologyTechnology

•• Staffing ratiosStaffing ratios

•• IncentivesIncentives

•• InventoryInventory

•• Dental recordsDental records

Organization of the Dental DirectorOrganization of the Dental Director’’s Roles Role



Organization of theOrganization of the
Dental DirectorDental Director’’s Roles Role

Support & maintenance of oral health issuesSupport & maintenance of oral health issues

•• Interdisciplinary approach/patient-focused careInterdisciplinary approach/patient-focused care

•• Financial supportFinancial support

•• Professional developmentProfessional development



The Interface Between MedicineThe Interface Between Medicine
and Dentistry in Meeting theand Dentistry in Meeting the
Oral Health Needs of YoungOral Health Needs of Young

ChildrenChildren

Developed byDeveloped by
the Childrenthe Children’’s Dental Health Projects Dental Health Project

For the American Academy of PediatricFor the American Academy of Pediatric
DentistryDentistry’’ss

Filling the Gaps ProjectFilling the Gaps Project





Critical Policy Issues Related to InterfacesCritical Policy Issues Related to Interfaces

Advantages and limitations of such anAdvantages and limitations of such an
interface with our medical colleaguesinterface with our medical colleagues
Age of first dental visit and its associationAge of first dental visit and its association
with riskwith risk
Value and nature of a referral for dentalValue and nature of a referral for dental
carecare



Critical Policy Issues Related to InterfacesCritical Policy Issues Related to Interfaces

Dental home/medical home conceptsDental home/medical home concepts
Team careTeam care
Interprofessional communicationsInterprofessional communications
DentistDentist’’s role in overall pediatric healths role in overall pediatric health
supervisionsupervision
Interprofessional education and trainingInterprofessional education and training



Critical Policy Issues Related to InterfacesCritical Policy Issues Related to Interfaces

Current curricula for primary careCurrent curricula for primary care
practitionerspractitioners
Public safety/patient protectionPublic safety/patient protection
The chasm between dentistry andThe chasm between dentistry and
medicinemedicine
Dental finance/reimbursement issuesDental finance/reimbursement issues
Family issuesFamily issues



Organization of theOrganization of the
Dental DirectorDental Director’’s Roles Role

Management concernsManagement concerns
•• Work environmentWork environment
•• FinancesFinances
•• Rules and regulationsRules and regulations
•• SupportSupport
•• TrainingTraining



Roles and Responsibilities:Roles and Responsibilities:
  An Internal ReviewAn Internal Review

•• PersonnelPersonnel
•• Daily operationsDaily operations
•• FinancialFinancial
•• Participation in management structureParticipation in management structure
•• Quality assurance/quality improvementQuality assurance/quality improvement
•• Strategic planningStrategic planning
•• Board of directorsBoard of directors
•• Seeking additional resourcesSeeking additional resources



Roles and Responsibilities:Roles and Responsibilities:
  An Internal ReviewAn Internal Review

•• PersonnelPersonnel
•• RecruitmentRecruitment

•• SupervisionSupervision

•• Periodic reviewPeriodic review



Roles and Responsibilities:Roles and Responsibilities:
  An Internal ReviewAn Internal Review

•• Daily operationsDaily operations
•• Updated policy and procedures guideUpdated policy and procedures guide

•• Scheduling patternsScheduling patterns

•• Staffing patternsStaffing patterns

•• Productivity expectationsProductivity expectations

•• Periodic reviewPeriodic review



Roles and Responsibilities:Roles and Responsibilities:
  An Internal ReviewAn Internal Review

•• FinancialFinancial
•• Budget priorities and developmentBudget priorities and development

•• Ongoing budget reviewOngoing budget review

•• ProductivityProductivity

•• CompensationCompensation

•• The wish listThe wish list



Roles and Responsibilities:Roles and Responsibilities:
  An Internal ReviewAn Internal Review

•• Participation in management structureParticipation in management structure
•• DepartmentalDepartmental

•• ManagersManagers’’ level level

•• Advisor to allAdvisor to all



Roles and Responsibilities:Roles and Responsibilities:
  An Internal ReviewAn Internal Review

•• Quality assurance/quality improvementQuality assurance/quality improvement
•• PlanningPlanning

•• ImplementationImplementation

•• OversightOversight

•• RevisionRevision

•• Incident/disciplineIncident/discipline

•• Patient satisfactionPatient satisfaction

•• External reviewExternal review



Roles and Responsibilities:Roles and Responsibilities:
  An Internal ReviewAn Internal Review

•• Strategic planningStrategic planning

•• New program development andNew program development and
implementationimplementation

•• Major capitol expendituresMajor capitol expenditures



Roles and Responsibilities:Roles and Responsibilities:
  An Internal ReviewAn Internal Review

•• Board of directorsBoard of directors

•• ParticipationParticipation

•• Advisor and educatorAdvisor and educator

•• Update activitiesUpdate activities



Roles and Responsibilities:Roles and Responsibilities:
  An Internal ReviewAn Internal Review

•• Seeking additional resourcesSeeking additional resources

•• Clinical inputClinical input

•• Grant writingGrant writing

•• Listen to which way the wind is blowing!Listen to which way the wind is blowing!



Roles and Responsibilities:Roles and Responsibilities:
  An External ReviewAn External Review

•• Health center representativeHealth center representative

•• Professional and organizational associationsProfessional and organizational associations

•• AdvocacyAdvocacy

•• Training programsTraining programs

•• Data collectionData collection



Roles and Responsibilities:Roles and Responsibilities:
  An External ReviewAn External Review

•• Represent health centersRepresent health centers

•• When it comes to oral health . . .When it comes to oral health . . .
    you    you’’re the expert!re the expert!



          Oral Health inOral Health in
America: A report ofAmerica: A report of
the Surgeonthe Surgeon
General provides aGeneral provides a
description of thedescription of the
problem(s), data,problem(s), data,
narrative, and anarrative, and a
framework forframework for
action that calls foraction that calls for
a national orala national oral
health plan.health plan.



Healthy People 2010Healthy People 2010

Shows where we want to goShows where we want to go

NotNot how to get there how to get there



Roles and Responsibilities:Roles and Responsibilities:
  An External ReviewAn External Review

•• Professional & organizational associationsProfessional & organizational associations
•• Primary Care AssociationPrimary Care Association

•• Dental director groupDental director group

•• Clinical NetworksClinical Networks

•• NNOHANNOHA

•• NACHCNACHC



Roles and Responsibilities:Roles and Responsibilities:
  An External ReviewAn External Review

•• AdvocacyAdvocacy

•• Training programsTraining programs

•• Research and dataResearch and data


