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Go Team! Utilizing a Team
Approach for Patient Safety

Linda Harvey, RDH, MS
Horizon Consulting Group
linda@lindaharvey.net

Just as it takes a team to win a football game, it takes a concerted
approach to provide consistent quality care in the dental office.

Risk management and patient safety can be thought of as a football
team: every team consists of offensive and defensive players; each
player possessing unique skills practiced and honed throughout the
season. One dentist described his office manager as his team'’s
quarterback, “Nothing happens around here without her—she keeps
the schedules, calls the plays, and helps us have a winning day.”

Here are three strategies to improve your quality and safety
initiatives (and score big points with your patients):

1. Recruit the Right Players

Hire Smart. Anyone can look good on paper or on a resume, but this
is not necessarily indicative of their skills or ability to work well with
others. Besides validating references, take it a step further by
verifying licensure credentials by checking with the state licensing
board.

2. Conditioning/Training

Once you have the right players in place, conditioning and training
are critical. Consider learning new patient safety and risk
management strategies from outside the field of dentistry, such as
medicine. This body of knowledge can help you condition your
team and identify areas for improvement. Remember, training
shortcuts, such as the ‘trial by fire’ method will quickly become
evident once your team shows up on the field. Thorough training
and ongoing conditioning will ensure your staff are good
spokespeople on your behalf, ready to provide quality care in a safe
manner once the game begins.

See "Go Team!" Page 3

So, You Want to
be a Statistic?

By Karen Walsh
Certified Ergonomic Assessment
Specialist

Do you ever feel like Quasimodo
when you get home at night? Do
you put it down to “old age” or a
hard day at work? The body is an
amazing machine, but did you
know that 75% of dental team
members suffer from chronic
work related pain that affects not
only their everyday life, but also
may lead to early retirement on
disability? Take a moment to
think about your own office and
mentally review how your team
works to perform their
professional duties. Dentistry
lends itself to static positions,
both in sitting and standing.
When out of neutral position,
static positions require that more
than 50% of your muscles
contract to hold your body
immobile. Early in your career,
you may get tired easily, but then

See "Statistic" Page 3
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Get Some Survey Savvy

By Elaine Anwander, Owner
Qualitative Research Services

Something we hear a lot about these days is the
importance of keeping in touch with our
customers, a/k/a, our patients. Some dental
offices are trying patent surveys. That's a good
idea, as long as your money isn’t being tossed out
the window, AND that you are getting reliable
information.

Once you have decided to implement patient
surveys, the next decision is whether to do it
yourself or hire an expert. Here are 3 important
questions to help decide whether to outsource the
project or do it yourself. We can summarize by
thinking of Why, How and Who.

1.  Why do you want get feedback from your
patients? Really. If it's merely to keep in touch
with patients, there are better ways. Ifit’s to
assess patient perceptions about your practice,
you’ll want to ask more than two or three
satisfaction questions. If you are facing a
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troublesome problem, you want to be sure your
questions are well worded to get appropriate
answers.

2. How should your survey be designed? Maybe
a brief telephone survey will be the most effective.
Perhaps you are considering a postcard with a few
relevant questions. But if only a few patients mail
them back, you don’t want to put much stock in
such alimited view.

3. Who should administer your survey? Do you
and/or your staff have enough time, talent and the
technology to do a good job? One thing about
information - it needs to be correct and reliable if
it’s to help you make good assessments or
decisions. Poor design can yield unreliable data,
which means the information you get from your
data may be suspect, or even wrong.

Some closing thoughts: If you want honest
answers, make sure the survey is anonymous, no
names, tracking numbers or other patient
identifiable information. You are more likely to get
honest feedback if patients know they are not
sending their answers directly back to you. So,
again, why do you want to contact your patients
and what do you hope to learn? Aresearch
professional can help you with all these questions,
and more that will come up during your initial
discussion.

LOOSE LIPS

Tidbits of wisdom that may or may
not be loosely related to dentistry

. July is Cell Phone Courtesy Month -
Encourage cell phone users to be more
respectful of their surroundings.

. Celebrate National Independence Day
on July 4th!
. July is National Blueberries Month -

Make the public aware that this is the peak
month for these fresh fruits.

* July is National Hot Dog Month -
Celebrate one of America’s favorite foods.
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3.Game On!

Our game is on when the patient is sitting in the chair. Just
like a football team, we have an offense and a defense;
however we have to play both roles (no wonder our feet hurt
so much!). While patient safety and risk management are
on the same team; patient safety can be likened to the
offense, whereas risk management is more defensive in
nature. As compared to risk management, the dental
patient safety movement is still in its infancy. Currently,
most patient safety information is from the hospital
environment, although the body of knowledge about
patient safety in other settings like dental offices is growing
steadily.

Risk management, however, remains an ongoing concern,
even if a practitioner is never involved in a lawsuit the
number of complaints filed with the dental boards is on the
rise. An investigation by the dental board that results in
probable cause and subsequent sanctions can easily cost
$10,000 or more. On-going, up-to-date patient safety and
risk prevention practices are the best approach.

Follow these tips to ensure your team always has a winning
season.

Health & Wellness: for Your Practice,
Patients, and You Personally!
November 3, 2006 - 3.5 hr CE program

Topics include:Ergonomics, Selecting Top
Performers, Risk Management and Teamwork

For Registration Information
Call: 573-2232 or 220-4459.
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your body adapts and learns to cope. Later,
when it starts to complain at your abuse,
you blame old age, arthritis or other events.
Many Musculoskeletal Disorders can be
prevented by giving some thought to how
you use your body; often there are
alternative ways to work. When alternative
methods are not available, simple stretching
techniques can help prevent tightness and
spasms. It is nevertoo late to start to
stretch - even for those of us with limited
time and/or a hatred of anything related to
exercise. In our image conscious society,
keeping your spinal column in tip top shape
not only keeps you flexible, but helps you
retain a young and vibrant posture. It can
help prevent nerve impingements, herniated
disks, and reduce everyday wear and tear.

The choice is yours. Do you want to be a
safe and healthy Dental Professional, or
remembered as a statistic?
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Learn how to avoid compliance pitfalls
in your office from the experts.

Annual, on-going or one-time practice
reviews offered.

OSHA

HIPAA
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Employment documentation
Review of patient documentation

Taking care of your compliance needs since
1996. CE Broker# 50-961.
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Health & Wellness

for Your Practice, Patients, and You Personally!

3.5 hour CE Seminar 9:00am - 12:30pm
November 3, 2006 Nova University - Jacksonville Campus

Ergonomics - Especially for Dental Offices

By its very nature, dentistry takes a major toll on the human frame. Improve your personal health, as
well as the safety and efficiency of your office, by learning about the dynamics of ergonomics. Find out
how you can prevent traumatic/repetitive stress injuries in the workplace, leading to better overall health
and more efficient patient care. Learn preventive care including stretching techniques, back and hand
care. Hear powerful information from Karen E. Walsh, Certified Ergonomic Assessment
Specialist.

Selecting Top Performers Ensuring Patient Safety Evaluating Patient
New insights for hiring high Risk Management and patient Satisfaction
achievers. Hear about a new safety go hand in hand. On-going, Measuring “satisfaction” is a
candidate-to-job assessment up-to-date prevention practices simple way of saying that
instrument that will help dental are the best approach to avoiding | | physicians, and now, dentists,
offices evaluate job applicants costly problems and ensuring really do care about providing high-
for the needed competencies safety in your practice. Learn quality care and service to their
and personality traits. the latest from Linda Harvey, patients, and even avoiding
Presented by Kim Knapp, Licensed Healthcare Risk possible liability. Hear more from
President, Dental Temps of Manager. Elaine Anwander, Experienced
NE Florida. Market Research Specialist.
For Additional Information Call: 573-2232 or 220-4459

Cost: $75/person Location:Nova University, Jacksonville Campus

$65/person - Early Bird Registration 6675 Corporate Center Parkway, Ste 115

(by October 21st.) Jacksonville, FL 32216

Name of Office:

1. 2.
Registrant Name Registrant Name

Address/City/State/Zip

Phone License Number(s)

Check/money order payment to:
Horizon Consulting Group, PO Box 7238,
Jacksonville, FL 32238 Cancellations received Total Registration Fee: $
less than 5 calendar days priorto session are
refunded less a $25. administration fee.

For additional information call: 904-573-2232
oremail: Linda@lindaharvey.net.

Number of Attendees:
Registration Fee includes all seminar materials & manual.




