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Dr Scott D. Ganz

Editor-in-Chief

The Summer Olympic Games 2021

Despite the ongoing saga of COVID-19 and a postpone-
ment from 2020, the Summer Olympic Games were held
in Tokyo in Japan. What a wonder to watch these special
athletes taking part in their chosen sport at the highest
level of competition from over 200 countries around the
globe. The incredible precision required of these athletes
is a direct result of the many months and years of train-
ing required to refine their skills. Many of these excep-
tional people have participated in more than one Olympic
Games, trying their best to be at peak performance at
exactly the right time to excel when it counts, striving for
a gold, silver or bronze medal. These athletes perform
under extreme pressure against the best of the best, very
little separating first place from second or third place.

Consider these examples. Caeleb Dressel won the men’s
50m freestyle swimming final, which was decided by less
than one half of a second, and the difference between
second and third was 0.02 seconds! The men’s 4 x100m
swimming medley relay race ended with times of 3:26.78
for first place and 3:27.51 for second place, a difference
of 0.27 seconds! The final women’s 100m sprint results
were also decided by a very small margin. The first-place
time turned in by Elaine Thompson-Herah was 10.61 sec-
onds, a new Olympic record! Second place was only
0.13 seconds later at 10.74 seconds, and the separa-
tion between second and third was 0.02 seconds at
10.76 seconds! In women’s gymnastics, Sunisa Lee
narrowly won the all-around competition by posting a

score of 57.433, winning by less than 0.2 points over
Rebeca Andrade, followed by Angelina Melnikova and
Vladislava Urazova, both within 0.5 points of the lead.
Regardless of the event, there is little room for error.

Dentistry too leaves very little room for error. We often
deal with digital measurements that are within Olympic
tolerances. Intra-oral scanners have demonstrated ex-
cellent accuracy, measured in microns, for conventional
crown and bridge dentistry as well as for dental implant
reconstruction with the implementation of scanning
abutments. Dental laboratories digitise stone casts and
impressions with desktop optical scanners which demon-
strate excellent accuracy when utilised with advanced
CAD/CAM software, milling devices and 3D printers.

It has been our mission within the pages of digital
magazine to provide our readership with state-of-the-art
concepts that demonstrate how technology can be
incorporated into the modern practice of dentistry.
As technology continues to evolve, the accuracy and
consistency of the digital workflow will aid in reducing
complications, remakes and chair time while increasing
efficiency and patient outcomes. Dentistry will forever
be challenged to achieve gold medals in all categories.
Enjoy this current issue of digital magazine!

Dr Scott D. Ganz
Editor-in-Chief
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practice management

The COVID-19 practice manager 2021:
Four steps to confidence—Part 3

Chris Barrow, UK

In the first part of this series, we looked at the charac-
teristics of great leadership and how this applies in the
role of practice manager. In the second part, we looked
at management and the checklist of systems required to
run a modern-day dental business. In this article, | want
to talk about teamwork: what makes an ideal team player
and an ideal team, and how does the practice manager
keep the right people?

Before | say another word, | am going to pay tribute to
my inspiration on this subject, business author Patrick
Lencioni, who has created excellent work on this subject.
| am going to draw your attention to his books: The Ideal
Team Player: How to Recognize and Cultivate the Three
Essential Virtues and The Five Dysfunctions of a Team:
A Leadership Fable.
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In the first book, Lencioni sets out “three virtues” that
are the behaviours that single out team players who are
going to make a positive difference and he equally warns
the reader to identify and avoid those who can become
saboteurs in the organisation. In summary, Lencioni
teaches us to recognise those who are hungry, people-
smart and humble.

Hunger

People who are hungry are workaholics, but not
simply for the sake of working. Hungry individuals are
highly motivated, have a clear vision, and go above
and beyond in accomplishing what needs to be done
(and more) in making that vision a reality. People
who are hungry do not need to be told to do some-



thing, because they actively seek out problems and
solve them.

Individuals who lack hunger are not simply lazy. In
fact, people who lack hunger can often accomplish
tasks reasonably. The primary characteristic of those
who lack hunger is a lack of passion and inability to
see the big picture. These individuals might get work
done when told, but rarely if ever seek out problems
on their own and are the kind to quit when the going
gets tough.

Smarts

Being smart is the most misunderstood of the three
characteristics. In the context of the ideal team player, it
refers to being people-smart.

Smart people pick up on social cues that others do not,
more easily empathise with others, and are more capa-
ble of understanding the needs of others and acting ac-
cordingly. Smart individuals build stronger relationships
with teammates because they understand intricacies in
conversation that less people-smart individuals do not.
Generally speaking, smart people are a pleasure to be
around and are well liked by their peers.

Those who are not smart tend to be awkward and/or
destructive in building relationships. These individuals
have more difficulty communicating with others, and they
generally have trouble understanding the needs and
wants of their co-workers outside of day-to-day respon-
sibilities in the workplace. Ultimately, these team players
tend to cause personal, people, problems at the office
due to their general inability to pick up on the repercus-
sions of their behaviour.

Humility

The third—and arguably most important—of the three
characteristics is obvious yet critical. Humble people
build their team members up by sharing in successes
and taking responsibility when appropriate for failures.
Having humility means lacking an excessive ego and not
concerning oneself with status, and humble individuals
are quick to praise and slow to seek praise. Success is
collective.

Lacking humility, on the contrary, means broadcasting
personal achievements and downplaying the contribu-
tions of others. Those who are not humble tend to take
on responsibilities with the primary purpose of boosting
their own self-esteem, and they lack an awareness of the
efforts of their team. It can be especially dangerous when
an individual lacks humility and acts on personal greed
while putting on a facade of caring about the team’s
SUCCESS.

practice management

Interview questions. @ox1)

What kinds of people annoy you the most,
and how do you deal with them?

Can you give me an example of how you have demonstrated
empathy to a teammate?

What was the most embarrassing moment in your career? Or the
higgest failure? How did you handle that embarrassment or failure?

Tell me about someone who is better than you in an area that
really matters to you.

Great interview questions

Of course, these characteristics are not simply black and
white, individuals clearly showing capability or otherwise.
There are many nuances, and Lencioni explains in con-
siderable detail how to identify the places between these

“...what makes an ideal team
player and an ideal team,
and how does the
practice manager keep
the right people?”
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extremes. Ultimately, however, Lencioni advises that
any deviation from wanting the best players will lead to
long-term problems that will be increasingly difficult to
manage.

One of my favourite sections of the book is a series of
suggested interview questions, reproduced in Box1.
| can tell you from personal experience that | had to sum-
mon up some internal courage the first time | tried them,
when interviewing a potential manager on behalf of a cli-
ent. My fortitude was rewarded by a fascinating conver-
sation with the applicant and a successful appointment
to the new role.

In the second book, Lencioni develops the theme of
great teamwork by looking at what goes wrong with

“The available supply of
nurses, hygienists, therapists
and associates is, quite
simply, drying up.”
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teams. He takes the reader through a series of steps
to identify performance and behaviour that destroys
teamwork:

— absence of trust;

— fear of conflict;

— lack of commitment;

— avoidance of accountability; and
— inattention to results.

In each case, suggestions are offered to overcome the
dysfunction and build a cohesive team; in particular,
the role of the leader in solving these problems is spelled
out in clear detail.

In these two books, you have priceless resources avail-
able to help you to avoid and overcome many of the
commonest problems in teamwork. Interviewing and
selecting well will help you to recruit the right people.

But what of retention?

At the time of writing, there is not only a dearth of ideal
people in the recruitment landscape but | am hearing
every week from clients who are losing good people for
a variety of pandemic-related reasons. Some examples
from my inbox this week:



— the dental therapist demanding 50% of all fees col-
lected before agreeing to join a practice;

— the client who has lost three senior team players, all of
whom were headhunted by rival businesses;

— the micro-corporate who advertised for associates in
three locations and has so far had just two CVs submit-
ted, despite registering with three agencies;

— the owner who is worried that her 60% UK National
Health Service fulfilment target cannot be achieved
because her associate is abroad visiting unwell fam-
ily, cannot get back and will have to self-isolate when
back;

— multiple examples of team members taking maternity
leave, leaving the profession for similarly paid jobs with
less onerous working conditions, and following part-
ners and spouses who have changed their career
pathways;

— dental nurses choosing to leave full-time employment
with one employer and sign on with locum agencies.

Unlike previous years, it is not going to be so easy to
replace team members by zipping off to recruitment fairs
in continental Europe—Brexit has put paid to that.

Furthermore, | recently noted a thread on LinkedIn sug-
gesting that 5,000 dental nurses in the UK have dereg-
istered during the pandemic, representing a loss of
almost 10% of the UK nursing workforce—and they are
not being replaced. The available supply of nurses, hygien-
ists, therapists and associates in the UK is, quite simply,
drying up. That means that the cost of hiring will increase;
wages are going to go up.

[t has never been more important, therefore, to start
with retention; what do you have to do to keep the good
people you already have? | predict that this will become
the most serious challenge that we will face in the next
12 months.

Remuneration across the board will have to rise, and
it is essential to pass those increases in variable and
fixed costs on to patients in the form of price rises—
otherwise your profit margins will be eroded. This
means that we are going to have to come up with some
language to explain to patients why prices are going
to go up again.

However, it is not just about the money, and | would like
to conclude by sharing with you my eight attributes of
a confident team and workplace:

1. Conditions: The general terms and conditions of work
and employment contracts are well defined.

2. Culture: The team share core values and a vision of
how they want to serve their community. They publish
promises and expectations around behaviours and
always observe politeness.

practice management

“It has never been more
important, therefore, to start
with retention; what do you
have to do to keep the good
people you already have?”

3. Communing: The team meet socially (when permitted)
for special occasions and to visit dental workshops,
trade shows and conferences.

4. Communication: The team gather for daily huddles,
weekly reflections, monthly management, quarterly
training and annual business planning.

5. Career: There are pathways to progress for those who
are hungry for more.

6. Compensation: Remuneration is above average and
may include a performance-related element, and there
are attractive employee benefits.

7. Corporate social responsibility: The business has an
active corporate social responsibility programme, in-
cluding people and ethics, environment and sustain-
ability, and community and charity.

8. Celebration: Everyone feels appreciated for what
they do, people are recognised for doing things right,
regular personal progress interviews take place, and
patient reviews and testimonials are shared.

Do not for a minute think that any of this is easy—quite the
opposite—but an ideal team will fly higher and for longer
and will make your role as practice manager a joy.

In the concluding part of this series, | will be looking at
extreme self-care, making sure that the best possible
version of you can turn up for work (and arrive home
again!).

about

Chris Barrow has been active as

a consultant, trainer and coach to the
UK dental profession for over 24 years.
His main professional focus now

is through his Extreme Business
company, providing coaching and
mentorship to independent dentistry
around the world via face-to-face
meetings, a workshop programme

and an online learning platform.

digital

3 2021

109



