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Guidance on discount deals provided

The prevalence of discount deals - offered by companies
such as Groupon and Living Social - has prompted the
GDC to issue a reminder to dentists and DCPs about
their responsibilities to patients.

The GDC'’s current guidance for registered dental
professionals says they should not make claims which
could mislead patients, they should be trustworthy and
honest and they should ensure that they do not put their
financial interests before their patients’ interests.

The GDC can take action to restrict or stop a dental
professional practising if these standards are not met.

If a GDC registered dental professional offers a

treatment deal he or she must assess the patient, obtain
valid consent, obtain a medical history and explain all the
options before carrying out any work. Registrants must
put patients’ interests before their own or those of any
colleague, organisation or business.

The GDC is currently reviewing its ‘Standards for dental
professionals’ and draft guidance on ethical advertising
will be considered by the Standards Working Group.

Further information about the Standards Review and a
questionnaire can be found here: http://www.gdc-uk.org/
GDCcalendar/Consultations/Pages/Review-of-Standards.
aspx

PMs achieve university-accredited award

September signalled the end of a rewarding journey
for the first group of practice managers to complete
The Dentistry Business’ year-long Level 4 Certificate
in Dental Practice Management accredited by the
University of Chester.

This first cohort; Andrea Quayle, Sylvia Tuladhar
and Michelle McLoughlin, were accompanied to the
event by their practice principals and presented with
their certificates by Dr Graham Brown, member of
the BDA’s Education Committee, and Donna Hough,
BADN" North West Regional Co-ordinator, in a
ceremony held in Chester in September.

As a University accredited programme, the Level 4
course requires determination and commitment from
students and provides dental nurses and practice
managers with a highly regarded qualification, 63
hours of verifiable CPD and 60 credits transferable to
other higher education programmes.

Donna Hough, who is also Head of Dental
Education and Workforce for the North Western
Deanery, commented: “The role of practice managers
and dental nurses is increasingly concerned with
business issues and an accredited programme
such as this is of huge practical and educational
value, not least in providing an externally validated
qualification.”

The Level 4 Certificate is a modular programme
which runs on 9 days over a 12 month period and
demonstrates how to apply practice management

www.adam-aspire.co.uk

theory to day-to-day working practices, providing an
excellent opportunity for practice managers, or those
who aspire to practice management, to improve their
professional status.

The Dentistry Business’s next University
Accredited programmes at Level 4 for dental nurses
and practice managers, and Level 7 for experienced
practice managers and dentists, are due to start in
January 2012.

For more information on either course, please
contact Sim Goldblum on 0161 928 5995, by
email: info@thedentistrybusiness.com or visit
www.thedentistrybusiness.com
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. INews

EU sees light on whitening says BACD

The BACD welcomes the adoption by the Council of the
European Union of the Council Directive amending,
concerning cosmetic products.

The BACD together with other organisations and leaders
in the profession has called repeatedly for appropriate
legislation regarding tooth-whitening products in line with
the advice from the European Scientific Committee on

“OFT report must be
thorough” warns BDA

The Office of Fair Trading (OFT) must deliver a
thorough report that considers the pressures that
shape dentistry in the UK, the BDA has warned in
response to an announcement that the agency is to
undertake a review of the sector.

The BDA has additionally cautioned that the timing of
the review must not compromise its integrity. It comes
just eight years after the OFT last looked at dentistry
and in the midst of profound changes to the way
that the sector is organised across the UK. The team
responsible for the review has been given less than six
months to complete the task, with a report expected by
March 2012, according to the announcement.

The review has a wide scope and will consider
issues including charging, access to the market for new
entrants, access to hygienists and the ability of patients
to switch dentists. The announcement also says it will
look generally at whether the NHS and private dental
markets are working well for patients.

Dr John Milne, Chair of the BDA’s General Dental
Practice Committee, said: “The OFT’s 2003 report
provided a reminder of the importance of good
patient-dentist communication in dentistry.

“This report, too, has the potential to be useful.

It is ambitious in its scope and follows a period of
significant change in dentistry. In the eight years since
the last review we've seen ill-conceived changes to
regulation that have put box-ticking before care, the
growth of corporate dental bodies in both NHS and
private provision, a significant enlargement in the
dental workforce, and botched NHS dental reforms
in England that have constrained dentists’ attempts to
care for their patients.”
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Consumer Safety.

This is how the law now stands — or will do once ratified
by individual states, who have 12 months in which to do so:
tooth whitening products containing up to 0.1% of hydrogen
peroxide will continue to be freely available to the consumer
market, i.e. over the counter.

Products containing between 0.1% and 6% of hydrogen
peroxide, can only be supplied by dentists following clinical

examination to ensure suitability of the procedure and the
absence of risk factors or oral pathologies, after which the
patient will be able to continue the treatment The use of
these products by persons younger than 18 years will not
be allowed. Products containing more than 6% of hydrogen
peroxide will continue to be prohibited.

The Council of European Dentists (CED) believes these
changes will enhance patient safety by ensuring that they
can only access appropriate products via a trained and
qualified dental professional. Member States will have 12
months to transpose the Directive into national legislation
after its publication in the Official Journal of the European
Union. The CED considers the Council decision to be a
very important step towards ensuring patient safety and
removing any uncertainty as to how and who should
perform tooth whitening in the EU.

Free employment law briefings

Ellis Whittam, provider of fixed fee Employment Law and
Health & Safety support to employers, is holding a series
of free breakfast briefings across the UK in November.
Ellis Whittam’s qualified lawyers will bring attendees up
to speed on all the new legislation that employers need
to be aware of including changes to temporary agency
worker regulations, pension reform and the scrapping
of the default retirement age. Go to www.elliswhittam.
com/events for more information on venues, dates and to
register to attend. Some of the dates are also listed in our
Training & Development calendar overleaf.

Risk assessment prize winner

The winner of the draw for a First Step Risk
Assessment worth £834, courtesy of Datashield, is
City Dental Clinic, London. The winning survey
was completed by Alena Beveridge.




Date & location
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raining & development diary

Name of event & provider

Cost & notes

Contact details

Oct: London, Manchester, Bris-
tol, Leeds, Scotland, Belfast

28 October
Glasgow

2 November
London

3 November
London

4 November
London

4 November
London

7 November
Plymouth

8 November
Plymouth

8 November
Exeter

9 November
Portsmouth

10 November
Brentwood

11 November
London

15 November
Edinburgh

The Dentistry Business Accredited Programmes
in Dental Practice Management

Reception and telephone skills for the whole
dental team. Heather Dallas for the BDA

Managing Difficult People (and good ones too).
Sheila Scott

The health focused practice for patient care and
profit. Sheila Scott with Practice Plan

Business planning and financial management for
owners & managers. Andy McDougall & BDA

Finance, H&S compliance and employment law
for the dental practice. BDPMA

Practice Managers - BTEC Level 4

Introductory Award in Care Coordination

Free Employment Law breakfast briefing

Free Employment Law breakfast briefing

Free Employment Law breakfast briefing

Reception and telephone skills for the whole
dental team. Heather Dallas for the BDA

The health focused practice for patient care and
profit. Sheila Scott with Practice Plan

L4 is £2,100 and L7 is £2,500

£100 for practice
managers

£350 (incl lunch) Plus one
hour’s personal follow up

£150. £50 for practices connected
to PP or free for PP clients.

£100 for practice
managers

£65 for half day incl lunch
or £120 for the full day

£1950 +vat

£200+vat

FREE

FREE

FREE
£100 for practice
managers

£150. £50 for practices connected
to PP or free for PP clients.

www.thedentistrybusiness.com

www.bda.org/training

www.sheila-scott.co.uk

www.practiceplan.co.uk/events

www.bda.org/training

denise@bdpma.org.uk

www.mintnationwide.co.uk

www.mintnationwide.co.uk

www.elliswhittam.com/events

www.elliswhittam.com/events

www.elliswhittam.com/events

www.bda.org/training

www.practiceplan.co.uk/events

15 November Free Employment Law breakfast briefing FREE www.elliswhittam.com/events
Birmingham
16 November Free Employment Law breakfast briefing FREE www.elliswhittam.com/events
Cardiff
17 November Free Employment Law breakfast briefing FREE www.elliswhittam.com/events
Milton Keynes
18 November Handling complaints and improving £100 for practice www.bda.org/training
Manchester communication skills. BDA managers
18 November Empowering your practice manager. Seema £295 per person or £495 www.dentabyte.co.uk
London Sharma, Dentabyte owner/manager team
22 November The health focused practice for patient care and £150. £50 for practices connected  www.practiceplan.co.uk/events
Leeds profit. Sheila Scott with Practice Plan to PP or free for PP clients.
22 November Free Employment Law breakfast briefing FREE www.elliswhittam.com/events
Edinburgh
23 November Free Employment Law breakfast briefing FREE www.elliswhittam.com/events
Gateshead
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A big thank you
to the exec team

October is upon us and winter is approaching,
snow has already fallen in some areas of the UK.
With the excitement of BDTA and this being
our first e-newsletter as ADAM it is appropriate

to acknowledge the hard-work and support of
everyone in the team and say a huge thank you to
everyone who participated.

This certainly is a jam packed newsletter full
of tips and useful information. Take a look over
our topics which feature our ten chart toppers,
and why not share with us what your top ten

Get in touch. Send your news & views to denise@adam-aspire.co.uk

- |Column

Welcome to my regular column.
Each month I hope to keep you -
informed about ADAM news -
and to talk about issues that ' o

L

affect, annoy and delight us as

practice managers
and administrators.

Jil
tips would be as a manager or administrator via twitter or
Facebook?

There is still time to book your place on our seminar on
Friday 4th November at the British Institute of Radiography,
London (more on page 17).

And now is the time to start planning your application for
Practice Manager of the Year, Administrator of the Year and
Treatment Co-ordinator of the Year (see below).

ADAM events

ADAM dates for your diary are revealed

It has been a busy time at HQ, what with launching
ADAM at BDTA Dental Showcase, setting in motion
the Denplan-sponsored ADAM Awards and organising
the ADAM Conference!

Our conference, The nuts and bolts of running a
successful practice, will take place in Harrogate on
May 18 and 19.

The two-day event at the four star Barcel6 Harrogate
Majestic Hotel, will include a mock disciplinary
hearing and will cover areas such as assertiveness,
dealing with bullying and harassment, and lots more to
be confirmed.

Delegate rates will be announced soon and early
birds can make the most of significant reductions.

At Conference we will be announcing the winners of
the ADAM Awards to crown Practice Manager of the
Year, Administrator of the Year and Treatment Co-
ordinator of the Year.

Each category winner will receive a cheque for £500
and will be presented with their accolade at the ADAM
Conference dinner on Saturday, May 19.

A judging panel will include Jill Taylor and ADAM’s
honorary vice-president, Hew Mathewson, who brings
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with him a wealth of experience as a past chairman
of the GDC and an adviser to the MDDUS. They

are joined by Roger Matthews, chief dental officer at
Denplan. Roger joined Denplan in 1995 having spent
20 years working in practice and as a dento-legal
advisor for the Medical Defence Union. He oversees
dental advice to the company and its links with
professional bodies, and is responsible for Denplan’s
professional services.

More information, application forms and flyers will
be available to download from our website in the near
future. The deadline for entries will be February 14
next year, so get your thinking caps at the ready!

Accommodation at The Majestic costs £85 B&B per
single room per night, standard twin/double room for
sole occupancy £95 B&B per room per night, standard
twin/double room for double occupancy £105 B&B per
room per night and premium room supplement is £30
per room per night, subject to availability.

Bookings should be made directly with The Majestic
Hotel. For details visit www.barcelo-hotels.co.uk/
hotels/northern-england/barcelo-harrogate-majestic-
hotel
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business planning

& strategic marketing

If you are looking to gain practical Marriott Hotel

advice on how to strategically S |
manage your business, this is the Undel' and

event for you. Wednesday 23rd
Covering business planning and strategic marketing and headlined November 2011
by Andy McDougall from Spot On Business Planning, whether 9.00am - 4 30pm

you are just learning the business ropes or looking to expand your

Refreshments and lunch

knowledge and tools, you will take away practical advice and tips on
how to manage your dental practice. included 5
hOUrs
Verifiableg
CPD,

Find out how to develop a business plan by:
Understanding why a business plan is so vital

Discovering the principles for developing a plan
Managing the results and focusing on what is important.

This event will develop your understanding
of marketing:
Where to focus your marketing efforts and how this fits

into the overall business

How to create and build your practice brand.

To book your place contact Charlotte on...

01691 684142

email: charlotte.hampson@practiceplan.co.uk

practiceplan

supporting the business of dentistry




BUTA Dental Showcase -
Your ovie - stop dental shop!

See what's new

Broaden your knowledge

Take advantage
of special offers

Come and see the latest dental
equipment, products, services,
technologies and information
all under one roof at the UK's
biggest dental exhibition.

an
NI/

BDTA
DENTAL
SHOWCASE

www.dentalshowcase.com

BDTA Dental Showcase 2011
20 '22 OCtOber 2011, NEC Birmingham BDTA Dental Showcase 2011 is organised

by The British Dental Trade Association,

Secure your ticket in advance for free of charge entry:  Towsersss

Online: www.dentalshowcase.com e-mail: admin@bdta.org.uk
Hotline: +44 (0) 1494 729959 A £10 on the day registration fee will

be charged to visitors who do not secure

Text: your name, postal address, occupation eI S
tickets in advance. Advance registration
and GDC number to: 07786 206276 closes 17 October 2011.



The Dentabyte 0208 297 9100
Compliance Cloud

Dentabyte launches the first digital system for
maintaining compliance with CQC, a system that makes A
life easier for Practice Managers and owners as they balance e i oe1a00vE of RAG

. . report showing soon to
performance management with practice success. expire certificates

Key benefits of the Dentabyte
Compliance Cloud:
* Your Virtual Practice Manager

e All tools, forms and reports
required for CQC compliance

* On line digital collaborative
environment

1 Irvolvement and information
2 Personalised care, treatment and support

e Eliminates paper and
duplication of records

3 Safeguarding and safety
e Minimises the possibility 4 Suitability of Staffing
of human error § Quality and management
e Automatic reports and alerts S
° Equipment maintenance To find out how the Dentabyte Compliance Cloud

will take the pain out of keeping your practice
systems up to date and future proof your practice
* Mobile — use it from the office, please call or email Seema Sharma at:

home or on the move seema.sharma@dentabyte.co.uk

Dentabyte v the -
P (ompllance

Defining Practus £ welerct CI O u d

and safety checks
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. |Feature

Top 10 tips for running a focus group

A number of members have been in touch about how to run patient focus groups to inform
them of what patients want and need from their practices. Practice manager, Nicki Rowland,
from Perfect 32 in Beverley has been hosting regular focus groups for NHS and private patients
for a number of years. Here are her top 10 tips for ensuring they run smoothly.

Focus groups are a great way of building trust, empathy
and good connections with your patients. They are an
opportunity to gain feedback, brainstorm ideas and
carry out market research face to face with the people
that really matter to your practice.

New ideas, services and how patients feel about
various areas of their care can be discussed in an open
forum. Focus groups can also isolate issues that cannot
always be quantified by patient surveys. So, if you are
planning one here are 10 tips to help it all go smoothly.

1. Choose a day earlier in the week when people will be
fresher and more likely to attend. Early evening tends
to be a better time and attendees usually prefer to come
straight from work.

2. If you are hoping for a group of around 8-10 people
then be prepared to invite over 50 to start with. NHS
focus groups are notoriously more difficult to recruit
for than private ones so bear this in mind.

3. It is a good idea to send a formal invitation by letter
and then follow this up by telephone or e-mail if you

October 2011
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have not received a
reply by the rsvp date.

4. Plan your focus
group like you would
a staff meeting

and put an agenda
together. This gives
you a format around
which to work and
allows you to plan
what to say.

@ Nicki Rowland

5. Send an agenda out with each patient invitation. This
helps to engage the potential attendee by giving them
more information about the event you are planning.

6. Plan your agenda with a timeframe for each point
to be discussed. This will allow you to plan the length
of the meeting and inform people of the time you will
require them for.

7. Offer refreshments and perhaps a few freebies to the
people you invite to the group. Enticements are always
are big help in encouraging better attendance figures.

8. Take minutes at the focus group and put an action
plan together afterwards. Keep patients updated as to
the progress of agreed ideas to be implemented. People
like to know that they have been listened to and that
you care about what they say.

9. Focus groups should be run alongside patient
satisfaction surveys. Despite their value, focus groups
give you the voice of the minority not the majority.

10. Thank the people who have given up their time

to attend with a gift such as a bottle of wine. It will
encourage them to attend any future focus groups and
shows them appreciation for their support.
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A guide to winning new patients

Let’s face it, there is no shortage of advice when it comes to suggesting how you should
approach winning new patients. E update editor Vikki Harper gives her top ten tips for

increasing patient numbers.

When you consider the breadth of marketing initiatives
that you juggle to meet your monthly new patient targets
it can leave you ... out of breath! But are all marketing
initiatives equal?

Let’s refer back to that all-important 80-20 rule I have
mentioned before. I would highly recommend you use
it as the basis of your whole approach to management; it
helped me enormously when I was a manager.

The principle applies to all things in life, not just work.
For instance in your home, 20% of your carpet will receive
80% of the wear and tear; on your body, 80% of your
hair will be on 20% of your body. And in marketing your
practice, 80% of new patients will come from 20% of
activities.

The 80-20 rule applies to everything

That means that instead of expending huge amounts of
time and energy on lots of different marketing initiatives,
you should focus on the few that generate the most return
(success) and get them absolutely right. Then you can
throw the net wider.

Take Facebook and Twitter. We are bombarded with
advice that unless we have a social media presence we will
be left behind. In a panic we rush to set up a Facebook
page that we have no real idea how to exploit, that is not
properly branded and that has not been considered in
terms of our overall marketing strategy. The result may
be a few additional patients but does that reflect the effort
invested?

Here are my top ten priorities for increasing overall
patient numbers. I would be very interested to hear from
anyone who achieves significantly different results.

1. Patient/staff referral — by far the most successful, most
time efficient and least expensive activity. Success requires
an exemplary patient journey, post treatment calls or
letters, featured testimonials and successful distribution of
referral cards.

2. Web - your web is the permanently open shop window.
It needs to encapsulate your brand, appeal to your target

www.adam-aspire.co.uk

audience and most importantly, be found!

Applying the 80-20 rule, patient referral and web account
for around 20% of all your marketing activities but they
will generate around 80% of your success. The remaining
activities will change depending on your area, your target
audience and your approach but in no particular order,
here are mine.

3. Advertising in your local (free) A5 magazine

4. A presence in Yellow Pages (and it doesn’t have to be a
big one)

5. Posters around the community, in the post office etc.
6. Social media

7. Open evenings/events at the practice

8. Selective adverts in appropriate magazines

9. Selective Google Adwords campaigns

10. Well-written press releases providing free newspaper
coverage

October 2011
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The top 10 causes of poor cash flow

There is a world of difference between profit and cash flow
but if you didn’t understand the difference you wouldn't
be on your own.

Many people incorrectly believe that if their business is

profitable, they should be cash rich. Unfortunately that is
not the case and if you have been through periods of cash l A ‘ ‘

drought, you will know exactly what we mean.

How do you avoid those periods when you stress over
how to pay the wages? Our overview lists ten reasons, in
no particular order, why dental practices suffer from cash
flow issues.

1. Consistently drawing out more than the profits of the
practice generate.

@ If business has dropped below the level of takings, has
your principal reduced his drawings in tandem?

2. Lots of short term debt leases that added together
amount to too much debt.

@ You may be better off amalgamating your debts and
paying them over a longer period to release some cash in
the short term.

8. Closing the practice or the dentist taking holiday (with
no dental plan in place to provide cash income in his/her
absence).

@ Dental plans at least provide guaranteed monthly
income to cover your costs — even when your principal is
away.

3. Too much money tied up in stock that sits on the shelf .
@ Typically practices tie up tens of thousands of pounds
of cash in too much stock.

9. Not being aware of the profitability of each type of
treatment and filling your appointment book with the
wrong kind.

@ Even if your appointment book is full, how do you
know those treatments generate a sufficient contribution?

4. Having the wrong associate pay structure.
@ If it is incorrect, the more you make, the more you
could give away.

5. Running the practice inefliciently results in requiring a
higher cost base in terms of staffing.

@ A fresh look at processes, rotas and your approach may
determine a more eflicient way to run the practice.

10. Maintaining a pricing structure that is insufficient to
cover the costs of the practice.
@ Strategic pricing determines what you charge covers

6. Spending lots on marketing that does not generate the Cash is klng
required return.

@ Are you measuring your marketing spend effectively
and taking action accordingly?

the profit you want/need to generate.

They say that turnover is vanity, profit is sanity but cash
is king. Even in a profitable business where the level of
drawings, tax and loan repayments are significant, the

7. Too many gaps in the appointment book. . . o ; )
Y 83p PP business could experience a significant issue with cash.

@ You still have all the costs of running the practice even

if you don't have any patients For further details about Spot On Business Planning
click here.
October 2011 www.adam-aspire.co.uk Page 13
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Chart toppers for managing people

Anyone responsible for people will understand the highs and lows of managing them. On a
great day you feel motivated, like anything is possible, but when individuals underperform or
work against you it feels as if the weight of the world is on your shoulders and you stand alone
on the precipice. So how do you build a positive, motivated, high-performing team? Here are
our ten chart toppers.

Set individual objectives

Team members need to clearly understand what is
expected of them and what their priorities are. In other
words, they need specific objectives. To get the most out
of people you should agree objectives with them so that

they buy into what you are trying to achieve (your vision)
rather than imposing them. ea m

Regularly review performance W 0 rk

Objectives must be reviewed regularly to see how people
are measuring up. Ideally you should get together with
every member of your team each month, it need only take
15-20 minutes on average.

Acknowledge performance

Your 1:1 s (above) should result in congratulations for
exceptional performance, encouragement for being on
track and action where performance is under par. That
action could be further training/coaching to offer support Bonus SCheme
or disciplinary if it is an on going performance issue.

—

P D

:

U

=
-
<
=
-

.
=
»
[=
[=
L=
L
CE
»

Ensure salaries are fair. Don’'t have people in the same
jobs paid different rates if it is unjustifiable. Pay people
fairly so you are not left open to criticism.

. In difficult economic times, such as we are facing, you
Pr ogression Plans are not in a position to provide salary increases. While
pay is not the number one motivator of people, it does
contribute. A well thought out bonus scheme can provide
the necessary focus and drive targeted performance to
achieve a win-win for the team and the practice.

Most of us like to enhance our skills and improve.
Identifying how individuals could contribute more
and agreeing training plans for their develop is highly
motivational and leads to greater accountability and

contribution. Good recruitment

Equltable management You are not just replacing one set of skills with another.

You are adding a new dynamic to your team so think
carefully about the person you choose. They have to be
able to perform the job you require but also fit culturally
with your existing team.

Teamwork and culture

It goes without saying that you should treat all team
members equally. Understandably it is easier said than
done when demanding members of your team flex their
attitude.

Be available

We're not just talking about an open door policy.
Listening is important but acting is vital!

One team: one focus: no deviation. Your priority is
to drive team performance to achieve the goals of the
practice. Deal with undercurrents and ensure everything
Renumeration you do encourages a teamwork ethic.

Page 14 www.adam-aspire.co.uk October 2011
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1. Failure to follow a fair procedure

Whilst employers may have a sound reason to dismiss
an employee, they often trip up on following a fair
procedure. There should be a fair process with at
least a meeting with the employee before dismissing
and a right of appeal. Other than in cases of gross
misconduct, employees should be given warnings
before being dismissed. For ill health dismissals, an
employment tribunal would expect to see a prior
warning that the employer is contemplating dismissal
and a doctor’s report that confirms the employee is not
likely to return to work in the reasonably foreseeable
future. If making redundancies, always consult with
employees about avoiding redundancy first.

2. Failure to investigate properly

This goes hand in hand with a fair procedure.
Investigations need to be thorough with the aim of
establishing the facts. When investigating, use the 5
Ws: what happened, when, where, what time and who
else was there?

3. Inconsistent treatment

If you dismiss one employee and not another for the
same offence this is likely to be unfair.

4. Ignoring a claim

Employers may be tempted to ignore an employment
tribunal claim and not respond. Even if the claim is
unreasonable it is imperative you file a response within
21 days otherwise the tribunal will award a default
judgment.

5. Ignorance of the law

Ignorance of the various facets of discrimination law
often trips employers up. Typical examples include
failing to realise an employee is disabled and failing to
take women’s child caring roles into account. Always
make reasonable adjustments for disabled employees.
Seriously consider requests to work part time and
follow the statutory flexible work procedure.
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Top 10 reasons employers end up

in employment tribunals

Jane Hallas, (pictured), Senior Associate Adviser at Employment Law and Health
& Safety specialists Ellis Whittam, looks at the top ten reasons why employers
end up in employment tribunals - and what can be done to avoid them.

6. Lack of realism

It may be better to try and settle a claim early on rather
than fight it.

7. A claim culture

If you are too quick to settle this can encourage
claims, which have been on the increase with a greater
awareness of employee rights and no-win, no-fee
advisers. The government is looking at introducing a
fee for bringing a case, but at the moment it costs an
employee nothing to bring a claim.

8. Breakdown in relationships and
miscommunication

Often, managers receive no training in managing
people; this can lead to poor employee relationships.
Claims are more likely to arise where the employee
feels ‘wronged’ or slighted in some way by the
employer. Mediation can help.

9. Failure to deal with performance issues
Employers often ignore performance issues. It is
always best to ‘nip in the bud’ issues as they arise.

Use probationary periods; if the employee is not
performing, take early action.

10. Failure to investigate grievances

Employees may raise a complaint without making it
clear it is a grievance. It is also worth investigating
complaints and checking whether the employee wants
their concerns dealt with formally or informally. You
should then investigate and see whether there is any
merit in their complaint and take appropriate action.

Ellis Whittam provides employers with fixed fee,
unlimited support on Employment Law, Health &
Safety and Human Resources. Many services such
as webinars and monthly e-briefings are free. To
find out more you can email Jane Cuffin, call her on
0845 226 8393, visit the website and follow them on

Twitter.




A guide to the competences of a PM

There is no one size fits all approach to management but
there are competences that come up time and time again
making them fairly fundamental to the success of any
management position.

The degree to which any one is more important than
the other will very much depend on the culture of your
practice, your relationship with the owner/s, the type
of market you are in and your personality, so while the
order and sequence of our top ten might be argued, we
think the ten competences listed are vital for success in
the role. What do you think?

Leadership

Nothing positive and lasting is achieved without the
willingness and support of the team. Building a high-
performing team requires great leadership skills so as
the leader of the practice team, it is essential you develop
your leadership skills. A leader has been defined as a lot
of things but essentially a leader is someone who has
followers? Do you?

Strategic vision

You can’t lead people without knowing where to take
them so knowing your vision (or that of your principal)
and having a plan of action that seeks to achieve it, is
vital.

Financial awareness

You cannot implement strategies that seek to fulfil
a vision if you have no understanding of finance.
Everything you need to know about the performance of
the practice is there in your figures. A 3-year financial
plan, an annual budget and monthly management
accounts are fundamental to success, and managing your
cash flow is vital.

Marketing prowess

Determining and implementing strategies relies on
an understanding of the market you are in, the types of
customers you want to attract, where those customers
are and what would attract them. In other words,
having a good understanding of marketing principles is
essential to the growth of the practice.

Human resources
We're back to people again. Told you they were vital!

www.adam-aspire.co.uk
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Recruiting the right people in the first place, managing
their performance to ensure they are performing as
required, removing any deadwood or naysayers and
ensuring you comply with the latest legislation are all
core activities for any manager.

Multi-tasking

It’s called lots of different things but this competence
relates to your ability to have your finger on the pulse!
Another way of putting it would be your ability to
delegate. Essentially your job is not about doing; it is
about achieving through the motivation and guidance of
others.

The rest...

OK so we may have cheated by grouping the last three
competences as ‘the rest’ but in truth if you have all of
the above nailed, everything else will fall into place.
Health and safety, clinical governance, rotas, IT, the
building and so on, can all be delegated, managed and
multi-tasked. Want to be a successful practice manager?
Nail the first six!
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. [Feature |
Still time to book a seminar place

There are still spaces available at our seminar titled conducting a Formal Independent Review of an agreement
‘Finance, H&S compliance and employment law for the between the EOC and one of the largest employers in the
dental practice; taking place at the British Institute of public sector and working on a large scale redundancy for a
Radiography in London on Friday, November 4. FTSE 100 company.
Tickets cost £65 for a half day including lunch or £120 She spent 10 years sitting as a lay member of the
for the full day, with £5 from each booking going to Saving ~ Employment Tribunal Service. She was also previously a
Faces, our chosen charity for the year. senior lecturer in law, and published various academic and
Jane Hallas will take the afternoon slot, following non-academic papers in the UK and USA, and co-authored
Matthew Rogers from Clear Vision Accountancy in the a book on Sexual Harassment.
morning. Jane has a LLM (Distinction in employment law) and a
Members will be familiar with Jane as she regularly writes  Distinction in the Legal Practice Course.
employment law features in the e-update and Practice As well as supporting her clients, Jane speaks at
Focus. numerous seminars and conferences and is the author
Jane is a qualified (non practising) solicitor. Previously of many published articles. Her hobbies include playing
she was a director of a change management company for 10  tennis, walking, playing poker ‘for fun’ and volunteer work.
years, whose clients included various FTSE 100 companies To book a seminar place, please call Denise at HQ on
and public sector organisations. Projects including 01452 886 364.
- _/

Ready for the | [ghii-iie
next step?

WITH OUR LEVEL 4 QUALIFICATION IN
DENTAL PRACTICE MANAGEMENT AWARDED BY

Ml ] University of

2Chester

« Suitable for practice managers
or dental nurses

» Useful for both NHS and
Private practices

* 9-days of face-to-face teaching

Choose from three levels of management conducted over 12 months

qualification awarded by the Institute of Leadership * Accredited by University of Chester
and Management * Provides 60 credits available

for transfer to other higher
Learn on a uMb Professional regional workshop education programmes
course or by distance learning. Giving you a recognised and
transferable qualification

“I am delighted to
have completed
my Professional

Achieve-: nationally recognised qualification and

benefit from greater management confidence. A postgraduate programme is also Certificate. it
4 . : available for experienced PMs has been a very

¢ ILM Level 3 Certificate in First Line Management New programme starts January 2012 worthwhile journey.
. . For details contact: Sim, Lester and Carl

¢ ILM Level 5 Diploma in Management are grounded in the
real world of dental

¢ ILM Level 7 Diploma in Executive Management o 1 61 928 5995 practice and | am
www.thedentistrybusiness.com now equipped with

-

some great tools to

help me improve
Want to know more? Call Penny Parry on p me Improv

thedentistrybusiness

A our practices”
020 8255 2070 or email her on THE DENTAL PRACTICE MANAGEMENT SPECIALISTS Michelle McLoughlin
penny@umdprofessional.co.uk umd o ] : Kirkby Family Dental
www.umdprofessional.co.uk email: info@thedentistrybusiness.com Centre Liverpool
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equipment finance, telephone bils, staff wages

oty

MAKE SURE YOUR PRACTICE OVERHEADS
ARE MET EVEN IF YOUR DENTIST IS ILL
AND CAN'T WORK

Practice Overheads Insurance
Call or go online for details and a quote:
enquiries@practicecover.co,uk

0800 028 5633 www.practicecover.co,uk

PRACTICE COVER

Authortied and regulated by the Fnancial Service Asthority

WALEr rates, rent, (.1:4_|l'(|| tax, 4:|t:(_l,y
$1500 %9 \l|,l!I,.4|l. "2 QAaM S 3) SouUTLIILBL

oral fees, surgery nsurance premiums

HEALTHY WEALTHY
Making your good practices great,
Coaching and training for all the team
business development skills, communication skills training,
patient journey, sales training and much more
Contact Dr Jane Lelean now
(T) 01296 770 462 (M) 07989757884
(E) Jane@healthyandwealthy.co.uk
(W) www.healthyandwealthy.co.uk
0% discount for BDPMA members

Blue Sky People

The dental recruitment specialists

Tel: 01491-411504
Email info@blueskypeople.co.uk
Web www.blueskypeople.co.uk

Defining Practice Excellerce

8 x Proctice Monogement Mosterclasses London £600

youwr toral CQC solution

s £126/ -
Jrom £12%) tustomenserworsE dentabyte co ut

Spot On Business Planning has inspired
us to blossom into a modern-day practice.
Our financial and managerial systems were
prehistoric but with the encouragement
and support of the Spot On team we have
implemented improvements, which we can
already see have changed our ethos to the
benefit of the team and our patients.

Marian Grimes, PM, 740 Dental

Raise the Bottom Line... and You Shine!

Learn HOW with our easy-to-use, clear

Iy defined methods for exceptional

phone calls (Hove Them o AND pre

senting financial options to patients (s
1) to see immediate and mea

sureable results (I

20% off for BDPMA members e
. o LIONESS LEARNING

www.Lionesilearning.com/BOPMA_ haml

Al { t
Learm More: infoElionessieaming

Advertise here
for just £35 a
month!

o To find out
ADAM more please email

denise@adam-aspire.co.uk
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marketing that delivers

* practioe magatoandng
WS OOME DACKs

idaas & copywriting

& NEwsetiers

promohicnal Campaons
referral packs/cards

POSIErs/Canvases
avertising A
treatment leafiats

promoticnal products

01642 206106
www.designerdental.co.uk
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To advertise please email denise@adam-aspire.co.uk

[ ovewell Blake

FINANCIAL PLANNING LAWITED

eclalist iIndependent Financial Planning Advice for the
Dental Professional

Experts on all aspects of the NHS Pension Schome
Online advisory service available

Contact Graham Walker Dip PFS
Telephone (D1493) 858398

Email gbw@lovewell-blake-fp co uk
Website www med-ifa co. uk

Lewwmnt Hits b ravand Paswy Livdml n o Mame] anl roguiabel Ly Fa b s bawses Aoty

Privilege Plan —it's what you want it to be!

v Just £1 per month

administration fees

Bespoke design of plan
benefits 3

1O your spex

for every new patient who
joins your scheme

Hygiene only plans for
NHS patients

And much more...

Call today lor more infoemation

lel: 01536771219

www.privilcgeplan.co.uk

: '-privilcgc ()lan

...rewards your patients, your business, and you

Struggling with social media?
I'll make it easy for you!

I'll show you how to create and manage = 3
Facebook or Twitter marketing yourself
or co-manage it for you. Ask about my
complimentary 30 minute consult for
BDPMA members.
www.dentalrelationshipmarketing.com

RitaZamora

CONNECTIONS

DenMed

Training & Consultancy Service
Helping you manage essential standards of quality & safety
Qur services are delivered in-house to groups or individuals
Externally validated courses comply with GDC verifiable CPD
requirements
Contact to discuss your specific needs....
Tel: 0121 682 1222
Email: jab@denmed-uk.com
Web: www.denmed-uk.com

Bespoke Dental
Branding and
Marketing

Logns Pubiic Relatons

SLationery Corporate Schemes
Call Newsletters « Anvertising Campaiging

Signege Raterral Frogrammes

or book a FREE

consultation online

Wiabsites Event & Launch

i : Weloome Planning
mint-tastic, Packs Strategic Aliances

training with the

Effective markating campagns wil get your
phone rAnging, however oppounities are
often lost if the person answering the
phone doesn't ask the right questions or
communicate affectively.

NI
-

Call Tracy Stuart on 07782 220038 or
email tracy@designerdentaltraining.co.uk

Discover the Secrets of
Managing People

Call us for expert help and training
in managing dental teams.

0845 165 6269 or email:
alsonPtrainingtoachieveuk.com

training t
achieve

www.tZachieve.com



...unless you are interested in:

® Lower professional indemnity subscriptions ® Free annual subscriptions to a comprehensive online

* Free personal indemnity for every dental nurse and/or information resource including a wide range of business
dental technician you employ for both clinical negligence and healthcare legislation and regulatory requirements
and professional matters e CPD for the whole dental team

® Free Indemnity for practice managers and receptionists ° Employment law helpline

¢ Dispute resolution assistance for disputes between ® Practice management and clinical audit tools to make your
professional colleagues practice safer, more easily managed and more successful

Dental @

An Xtraordinary Indemnity Programme for the Whole Practice Protection

For more information go to www.dentalprotection.org/uk/dplxtra or call our Membership Helpline on 0845 718 7187



