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Lunch & Learn Webinar (via Zoom) e Thursday,
12:00am-1:30pm & $20

Front Office Study Club - Juggling with Joy
(1.5 CEU, 20%)
Presented by Melinda Heryford, MBA

This Zoom meeting will bring together front office team members
to discuss many topics that affect their day to day operation and
experience. The November topic is “Juggling with Joy — Getting it
Done at the Front Desk.” It will go over topics such as productive
schedule, full schedule, collecting what is produced and more.

This is an interactive meeting where there will be a lot of
discussion, polling and breakout groups, so make sure that you
have a microphone and camera available if possible.

Lead
D

CPR - AHA BLS Blended Learning Course e Friday
2 Time Sessions (10:30-11:15am or 11:30am-12:15pm)

$75 ($28.50 paid directly to AHA for the online course and
the other $46.50 paid to SDDS for the skills check portion)

For the Healthcare Provider (4 CEU, Core)

The November CPR Course will be an AHA blended learning
course. Blended learning is a combination of eLearning (online
portion), in which a student completes part of the course in a
self-directed manner, followed by a hands-on session.

There are three potential time slots for the skills test session on
that day. When signing up you'll select your preference (note
that we will do our best to accommodate your preference, but
sessions may fill up).

Online General Meeting (via Zoom)  Tuesday
6-8:30pm & $49

The Passion Centered Practice; Redefining
of Team Well-being and Happiness (2.5 CEU, 20%)
Presented by Gary Zelesky

As we all hit the reset button in our lives many are asking how
can | connect the dots and bring what was important at home
to the practice? How can | work with the new normal without
feeling abnormal? And most importantly what do | want my life
to look like now?

e Discover your Passion: Tap into the “Human Spark” that
ignites you. .. not just for a day, but for a lifetime.

¢ Increase your Productivity: Learn the difference
between staying busy and being intentional.

e Boost your Profit: Learn how to increase your relational
profit through creating high levels of team collaboration
and your financial profit by performing fewer mistakes
displaying positive personal accountability.

e Pleasure: Learn the keys of being fun to work with by
maintaining high expectation while elevating personal
gratitude.
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Harassment Webinar e Wednesday, 12—1pm e $25

Harassment Prevention Training — For Employees
(Webinar) (1 CEU, Core)
Presented by California Employers Association

All employees must have one hour of harassment prevention
training before January 1, 2021. Sign up today!

Harassment Webinar e Thursday, 12-2pm e $35

Harassment Prevention Training — For Supervisors/Employers
(Webinar) (2 CEU, Core)
Presented by California Employers Association

All supervisors/employers must have two hours of harassment
prevention training before January 1, 2021. Sign up today!

Business Forum Webinar (via Zoom) e Thursday
6-8pm e Free for SDDS Members

Critical 2020 Updates You Need to Take Action on Today!
(No CEU)

Presented by John Urrutia, CPA; MUN CPAs (SDDS Vendor
Member) and Keith Dunnagan; BPE Law Group (SDDS Vendor
Member)

What to do when employees don't return to work
Strategically timing the PPP forgiveness application

What HEROES Act could mean for me if passed
Maximize your qualified business income (QBI) deduction
Considerations for owning or leasing your building
Vehicle purchase strategies in 2020

Quarterly tax and business planning

HR Webinar e Wednesday, 12—1pm e $59

Leave Laws (1 CEU, 20%)
Presented by California Employers Association

California Leave Laws are confusing! With over 20 different
leave laws, how do you know if your company has to provide
the leave and/or which of your employees are eligible to take
time off work? If someone is eligible, how do you document and
apply the time off accurately?

Licensure Renewal Webinar (via Zoom) e Friday
8:30am-12:45pm e $99

California Dental Practice Act and Infection Control
(4 (2, 2,) CEU, Core)
Presented by Marcella Oster, RDA

We encourage all licensed as well as unlicensed staff to
attend this comprehensive education day which covers
scope of practice, infection control regulations from the
Dental Board, employee safety issues from Cal-OSHA
and a review of the duties and functions of practitioners
in dental healthcare provision.

Courses/events may be affected based on COVID considerations and social
distancing guidelines. If necessary, alternate plans will be offered.
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your changing
business needs?

Our streamlined loans help you get financing when you
need it most.

When it comes to business success, timing is key. So if the time is right to purchase new
equipment or expand your current business needs, we can help you do it in stride. Our
QuickStep™ Term Loan offers a streamlined application and underwriting process to
give you quick access to cash for your unique business needs, whether it be equipment
financing or fixed assets.

For a limited time, you can take advantage of our Equipment Loan promotion:

* Fixed rates as low as 4.50% for up to 5 years
¢ 20% down payment required
e Loan secured by fixed asset(s)

Fixed assets do not include accounts receivable or inventory financing. $250 loan fee.
Rates include a 1.00% discount for auto-pay from a Banner Bank checking account.
Rates, fees, and loan programs subject to qualifications and could change at any time
without notice.

Available October 5, 2020 through November 30, 2020.

To learn more or apply:

Talk to your banker below or call us at 800-272-9933. We're
here to support your success, and look forward to helping
your company expand, retool and grow.

Timothy W. Hughes
Vice President
Business Banking

(408) 892-1650
tim.hughes@bannerbank.com

bannerbank.com

Member FDIC EQUAL HOUSING

LENDER
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There comes a time in our dealings with
patients, whether you are the dentist,
assistant or front office staff, when you
are supposed to say something — the right
something — and you wonder what that
might be. I have experienced that many
times in my long career and I am sure all of
us in the dental profession have also. This
issue of the Nugger delves into that very
topic. In my recollection this is the first
time the Nugger has dealt with this practice
management topic, so enjoy the read.

In my experience, practice management
seminars and coaches, often speak to getting
the right message across to patients and
structuring that message so that the patient
understands it is in their best interest to
do what the practice wants them to do. I
have been in staff training sessions with role
playing, where one staff member plays the
part of a patient and another staff member
role plays the dental staff. Various scenarios
of patient vs. dental practice interaction

are staged with the actors reading scripted
parts to coach staff into saying the right
things. It does work and the best training
for developing those skills is experience. The
longer you are in the business the better the
doctor and staff are at conveying the right
message.

Active listening is an important part of the
process. Making sure that you understand
what the patient is saying and from where
in their psyche it originates. This knowledge
helps immensely in formulating a response
in patient negotiations. Again, the more
experience you have the easier it is to
provide appropriate messages. One source
for developing these skills for the younger
dentist, is finding a mentor.

SDDS has a large membership with dentists
in all stages of their careers. I enjoyed the
pre-coronavirus collegial atmosphere of
the General Membership meetings and
CE events and look forward to a post-
coronavirus world where once again we

By Carl Hillendahl, DDS
2020 SDDS President

can meet in groups. The dental society is
an excellent source for finding a mentor, to
discuss the day to day challenges of clinical
practice and develop communication
and clinical skills to help in becoming a
successful practitioner. Read this issue of
the Nugget and share it with staff. m
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ARE YOU USING YOUR ADVERTISING BENEFIT?

©00000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000000

SDDS MEMBERS RECEIVE A

1 5%DISCOUNT

ON ADVERTISING

SDDS Members—General Practitioners and
Specialists; Have you ever thought of advertising
in the Nugget? What is your area of expertise?
Want to let other colleagues know?

Sign a year advertising contract and get a 15% discount and an additional 5% if you pay in full

www.sdds.org ® November 2020 | §



Involvement,

and SDDS

It is so easy to say “no thanks” when asked to step up.

By Cathy B. Levering
SDDS Executive Director

“I'm too busy, don’t have time in my practice, my boss (or spouse!) won’t
allow me to be involved, my practice is my utmost concern, it takes too much
time” — those are just a few of the comments I have heard over the years.

And all of these comments ring true and are honored and respected.
HOWEVER... there is room for both in your life!

Trust me, I have been a volunteer (in other organizations) since I was a
teenager. Whether it was a Candy Striper at Mercy Hospital, a piano player in
avocal group, a student government leader, volunteer in various organizations
throughout my life - my point is that the joy, leadership training, personal
growth AND friendships I have made has been so very rewarding. I think
I can say that, other than my wonderful family, my volunteer experiences
have been the best part of my life. I have learned so much and am thankful
for those experiences that have been offered to me, or those in which I have
“jumped in.” And quite honestly, all my volunteer experiences prepared me
for my current job as your Executive Director!

The point of my message here is to encourage SDDS dentists to step up and
be part of our organization — not just by being a member. Join a committee,
step up to chair something, get involved — and say “YES!”

The leadership of SDDS has a long list of wonderful people who have served
and led this organization. THEY are the reason we have been successful and
continue to thrive (even though this past year has been challenging, for sure).
SDDS is known throughout the CDA world as being a great training ground
for leadership at the CDA and ADA level. We are proud of that!

So think about joining SDDS leadership. Committees for next year are
forming now (see pg 26). Think about being part of our terrific SDDS team!

The Salary
Survey is Herel .

Wondering what to pay employees?
What's a good salary range for a DA, A
RDA or RDH? No need to wonder
anymore! SDDS has compiled all

the data and answers you need in one

<

LT
e -

A

convenient report. Just published in

September, this up to the minute report provides you with salary averages
and suggested salary range data on all of your key office positions as well
as comprehensive benefit information.

Don’t delay — Email sdds@sdds.org to order today!
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ldeas for the Clinical Setting

As dentists, perhaps our greatest skill
is communication. And for successful
dentists, it is their super-power, their secret
sauce, an essential ingredient that leads to a
cohesive team and plentiful happy patients.

On an initial exam have you ever found
yourself looking at a faulty restoration and
concurrently the patient is telling you what
a wonderful person their previous dentist
was? A patient may have little awareness
of a restorations’ marginal integrity, but
they often have confidence in a dentist
who they can relate to. That is the power of
great communication skills! Yes, any of us
would feel fortunate to be doubly capable
with the technical and communication
aspects of our demanding work. And while
I too often wish that I had listened more
empathetically, explained more clearly or
achieved a better contour on a composite
subgingival margin, I am drawn to experts
in the liberal arts to help me succeed in the
technical arts.

The November Nugget is proud to present four
articles on How Do You Say That?.. .aspects of
communication in the dental office. I found
myself reading these and saying to myself, “I
wish I had said it that way!”

The Nugget Editorial Committee Wants You!

The year 2020 may be remembered as a
year of social distancing, social unrest,
devastating fires and political division. But
our relationships are not like glass, that
when broken it may hurt you more by trying
to put it together. No, the human spirit is
more like a magnet. We pull together to help
one another. We talk about our differences
and make changes to create a better future
for everyone. We help when we see people
hurting and in need.

Paul J. Meyer is considered a pioneer in the
self-improvement industry. He said:

Communication—the
human connection—is
the key to personal and

career success

In this issue of the Nugget, Larry Guzzardo
will give you insights about how to answer
difficult questions we hear from patients
regarding fees and insurance. Dr. Mart
Comfort will share his philosophy of, above

A Note from Dr. Ash Vasanthan, The Nugget Editor-in-Chief:

I'm reaching out to inform you of an opportunity to serve as one of the "Associate Editors"
of our SDDS magazine, The Nugget. The Nugget is one of the key benefits afforded to
the members of SDDS and is a very respected publication among all dental societies

By Jim Cope, DDS
Associate Editor

all else, valuing the employee or patient we
are communicating with. Melinda Heryford
will illuminate the value of feedback with
a ‘Simple Four Formula’. And Immanual
Joseph will describe the 5-Chairs Exercise’,
a mindful perspective of compassionate
communication to help us achieve success
within our dental team.

Although the subject of communication is
diverse and massive, I hope you enjoy these
dentally-focused insights from these skilled
authors as much as I have. =

in the state and around the country. Our Nugget has won many awards over the years and continues to be on the forefront of
digital and print publications of all dental societies. Any active or retired members are able to serve and the requirements are
very simple. Please reach out to Dr. Ash Vasanthan at ash@rosevilleperio.com to express your interest and join the Editorial

Team - we'd LOVE to have youl!

www.sdds.org ® November 2020 | 7



40 years and counting
VISION + FOCUS + STRENGTH

What does it mean to be built by dentists?

In 1980, a small group of CDA members took action
and founded The Dentists Insurance Company with a
mission to protect only dentists. Since that time, TDIC
has transformed from providing professional liability
coverage fo delivering comprehensive insurance and
risk management solutions for a community of 24,000
policyholders in 15 states.

Today, we still protect only dentists — with the same
drive and dedication as our founders.

Discover our dentist-led vision at tdicinsurance.com.

Endorsed by

Sacramento District Dental Society

Protecting dentists. It’s all we do?
800.7330633 | tdicinsurance.com | Insurance Lic. #0652783

Il 1 @TDICinsurance
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BLENDED LEARNING APPROACH FOR CPR
Submitted by Dr. Adrian Carrington

| have been an SDDS CPR instructor for over two decades. SDDS CPR courses are a great member
benefit that are sorely underutilized. Thanks to the SARS-CoV-2 outbreak, blended learning is not

anew course — it is just new to SDDS. SDDS elected to adapt the AHA HeartCode approach to our
CPR courses. The result is a ‘blended learning’ course.

The process starts with an on-line (AHA website) didactic course that walks students through CPR
technique and culminates with a video-game style virtual test. The latter not only tests and teaches
the requisite techniques and sequences, it also leaves the students with a sense of the ‘real-time’
urgency and timing of the process. Fortunately, the learning process is at the individual student’s
pace and not does not require keeping up with everyone in a classroom setting.

Once completed, students then come to the SDDS office for the second phase of the ‘blended
learning’ experience — the skills test. Students practice skills under the supervision and direction of
one of our instructors prior to demonstrating mastery of the techniques to complete the CPR course.

At my last session for which | was lead instructor, one student was new to CPR. One of our
dedicated instructors was patient and detailed in her teaching of that student, resulting in a student
able to demonstrate excellent skills within one hour.

Personally, | believe that this is a much better approach to learning and refreshing our CPR skills. |
strongly encourage SDDS members to take advantage of this new and improved member benefit.

ORDER WAIVING RESTRICTIONS ON INTERNET-BASED
CE TRAINING FOR DENTAL PROFESSIONALS

Announcement by State of California Department of Consumer Affairs

Pursuant to the Governor’s Executive Order N-39-20, during the State of Emergency, the
Director of the California Department of Consumer Affairs may waive any statutory or
regulatory renewal requirement pertaining to individuals licensed pursuant to Division 2 of the
Business and Professions Code.

Accordingly, the Director waives California Code of Regulations, title 16, section 1017,
subdivisions (h) and (i), to the extent they limit to 50 percent the maximum number of non-live
instruction continuing education units that may be accepted for credit, subject to the following
condition;

e The non-live instruction consists of internet- or web-based courses that allow
participants to concurrently interact with instructors or presenters while they observe the
courses.

This order is effective immediately but may be amended as circumstances require.
Dated: September 8, 2020

NEW CDA CAREER CENTER
LAUNCHED IN OCTOBER

Reprinted with permission from CDA

A new, enhanced career center designed to
assist CDA members in career development and
team building will be launching in October. The
new platform offers practice owners and job
seekers an innovative and seamless way to build
connections through key features including job
alerts, customized profiles and high-quality job
matching technology.

Through the new career center, practice owners
can gain exposure and connect faster to qualified
candidates through the exclusive Job Flash
email. This semimonthly email is sent to all CDA
members allowing employers to reach both
active and passive job seekers by putting open
jobs directly in their inboxes. Practice owners can
also gain more exposure through the platform’s
social tools and be more proactive in finding
potential hires by searching the resume bank for
qualified candidates. As a CDA member benefit,
practice owners can post jobs at no cost through
the end of the year.

The platform also makes looking for new career
opportunities more convenient. Job seekers

can create a custom profile complete with a
photo, cover letter and resume. The platform
also gives job seekers the option to upload their
resume anonymously and maintain control over
who can access their personal information. CDA
members who are searching for their next career
opportunity will also have access to resume
writing tips, interview tips, sample resumes,
answers to experts’ frequently asked questions
and more.

Look for more details on the new career center
on cda.org/social media/email soon.

FDA UPDATED RECOMMENDATIONS ABOUT THE USE OF DENTAL AMALGAM

Reprinted with permission from ADA

The Food and Drug Administration (FDA) provided updated recommendations about the use of dental amalgam. The ADA response is available

here and attached are talking points that you may find helpful.
FDA materials for your reference:

e Safety Communication: https://www.fda.gov/medical-devices/safety-communications/recommendations-about-use-dental-amalgam-

certain-high-risk-populations-fda-safety-communication

e Patient Brochure website: https://www.fda.gov/medical-devices/dental-amalgam/information-patients-about-dental-amalgam-fillings

e Dental Amalgam website: https://www.fda.gov/medical-devices/dental-amalgam/about-dental-amalgam-fillings

All of the latest information about dental filling materials can be found at MouthHealthy.org. If you receive any media inquiries and would like
assistance, please reach out to Erika Hoeft, ADA communications manager, at hoefte@ada.org.

www.sdds.org  November 2020 | 9



HOW DO YOU SAY THAT?

By Larry M. Guzzardo

Mr. Guzzardo has co-au-
thored two books, “Powerful
Practice” and “Getting Things
Done” conducts in-office prac-
tice  management consulta-
tions exclusively for dentists to
enbance trust, create organi-
zation, increase profits, and to
develop patient relationships
that last. Larry has presented
numerous workshops includ-
ing: “Winning Patient Ac-
ceptance”; “Business Commaut-
nication Systems”: and “The
Leadership Challenge.” Larry
can be reached at 404-842-
0530 or Larry@larrymguz-

zardo.com.

Responding to
Difficult Questions

Have you ever finished talking with a
patient and wished you could rewind the
conversation, replacing some words with
something better? It’s easy to get tongue-
tied or defensive when patients ask questions
about fees and insurance limitations.

When questions pop up, seize the opportunity
to shine. Here are some strategies to consider:

1. Cushion your response by validating
their question and indicating that you
heard their question. Try this; “Thanks
for bringing that up.” Or, I'm glad you
asked.”

2. Acknowledge the patient’s concern. “I
wouldn’t want to have any unnecessary
treatment either.” Or, “You're right,
dentistry costs more today than in
years past”

3. Repeat the question for clarity; “Let
me see if [ heard you correctly; your
concern was ...”

4. Answer the question by focusing
immediately on their concern.

Q: “That is a lot of money. I don’t know if I
can afford this” [A small fee to one patient
is a huge fee to another. You can avoid
disagreement by seeing things from their
perspective.]

A: “You are right; I know what that is like.
Let’s work out arrangements to fit your

budget.”

In my consulting work I have been getting
many calls regarding fees and insurance
participation. I have jotted down some
thoughts in hopes it will also help you.

“Your fees are too high!”

“Dr. is very sensitive to your concern. She
insists on the very best quality. We are proud
to deliver excellent service and patients tell
us all the time they appreciate Drs. attention
to detail and how happy they are with the
treatment we provide.”

“Dr. could keep costs down by cutting
corners, but he just will not do it.”

10 | The Nugget ¢ Sacramento District Dental Society

“Most of our patients found out about us
from another patient of our practice. They
tell us they called because their friend told
them how happy they are with our work. You
can always count on Dr. to stand behind the
treatment she performs.”

“Why don’t you take my
insurance?”

“We are not in-network on purpose! Our
experience is that the reimbursement rate
with in-network plans does not allow us to
use the best materials, labs, techniques and
staff that we know our patients deserve. This
does not mean you cannot continue coming
to our office or that you must find a new
dentist and hygienist to care for you. Our
relationship does not have to change at all.
You can still be a patient and continue to
use your dental plan to help cover the cost
of your care.”

“When you visit our office, your insurance
company will now send a check to your
home for the benefits you may receive under
your plan. As a courtesy to you, we will file
your claim with your insurance for you and
they will mail the check to your home. We
just ask that you take care of your charges in
full at each visit.”

“Of course, you can (still) use your insurance
here. Many of our patients have your same
plan and come to our office. They prefer
the treatment Dr. provides and enjoy our
friendly service.”

It’s not just words.

When sitting at the front desk, I recommend
that you stand up to greet patients with a
genuine smile and a personal connection. No
one can resist a pleasant smile.

Smile at others and you will notice them
smiling back at you!

“Hello Mr. Jones, how are you doing
today...? Your hygienist is Angela and she
will be right up to get you...”



As they check out, the business transactions
of payment and scheduling will go smoother
as you keep in mind the environment of
good communication.

Respectfulness: Financial arrangements
need to be made in a private area...no one
wants to be embarrassed by having their
financial concerns overheard by other
patients in the office.

Eye Contact is critical for good
communication. You are going to run into
resistance if you are presenting a treatment
plan and are distracted by a ringing phone
or your office com system. Position yourself
to avoid distractions.

Body Language: Although you may
mean nothing by it, crossing your arms
(even if you are cold) can give the perception
of being closed-minded. Maintain an open
posture by holding an object in your hands,
such as a pen. Show that you are engaged
by occasionally nodding your head, leaning
forward, and raising your eyebrows when
appropriate.

Tone of Voice: Sometimes it’s how we say
it, not what we say that is remembered. As
you are speaking it helps to think in your
mind “You are a valued person, thank you
for coming to our office.”

Mirroring: Matching your patients’ energy
and emotions is a good thing to do. We do
this to develop rapport, not to manipulate
someone. Match a ‘business-like’ demeanor
with an efficient business-like response and ‘I
am so glad to see you’ with a warm ‘T am so
glad to see you too!.

Listening: The process of good listening
includes focusing your attention when
someone is talking, making eye contact,
and waiting until the one who is speaking is
finished before responding. It is good practice
to verify what you have heard by pausing
during the conversation to summarize
and allow the speaker to clarify what they
said. Even in a heated conversation, no one
ever gets upset because you provided them
with the opportunity to clarify. Reflective
listening promotes mutual respect preventing
misunderstandings.

A FULL SERVICE LAW FIRM
FOR TODAY'S DENTAL PRACTITIONER

Working with a professional law firm is the best way to ensure that your
legal needs are handled with integrity. At BPE Law, we provide efficient,
professional and cost-effective representation designed to best serve
our clients and ensure that all of their legal needs are met.

Services Include:

- Corporate Law
- Contract Law
- Employment Law

- Practice Transactions
- Finance

- Real Estate
- Estate Planning

Observe: We need to pay attention to non-
verbal feedback; a furrowed brow, a worried
look. Because we care, we stop and attempt
to understand before proceeding. “So far, do
you have questions or concerns Mr. Jones?”

Our goal in dentistry is to develop trusting
patient relationships. This happens face-
to-face, through good communication,
listening and observing. It’s not just words.
Especially with difficult questions, we
can anticipate what we will say and how
we will say it. When we are confident
about our communication with patients,
they are more likely to understand our
clinical concerns and accept our treatment
recommendations. =

LAW
GROUP

CONTACT US TODAY!

(916) 966-2260 | info@bpelaw.com
bpelaw.com
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HOW DO YOU SAY THAT?

By Matt Comfort, DDS
SDDS Member

Dr. Comfort practices Cos-
metic, Trauma, Implant and
General Dentistry in Rose-
ville. He belongs to many pro-
Jessional organizations includ-
ing the tripartite membership,
AACD, AGD, AAID, and
the AIDT. He is a current
Peer Review Member and has
previously served on the SDDS
Board. He is both a MAGD
and AACD  Accreditation
Candidate expected in 2021.

...I1t"'s All in the
How and Why

Communication is an especially challenging
aspect of our profession. What we say and
the way we say it has a great impact on staff
morale and practice success. To hear that my
practice’s reputed style of communicating has
resulted in a successful journey is gratifying.
Though it is a daunting task, I am happy
to share with you what I have learned over
many hours of courses, personal coaching,
and many experiences

Styles of Communication

Body language is important! Eye contact, a
smile, open posture, a pleasant voice, and
a smile are the keys. Practice them in a
coordinated effort of shock and awe. What
say me? The shock of the recipient as they

feel awed by the respect you have for them.
Remember: SMILE and EYE CONTACT!

I believe that great communication is learned
through a practice culture with an owner
devoted to developing the team. At the hiring
interview or at the initial patient exam I want
that person to feel my personal ethos: that
the soul sitting in front of me is both valuable
and vulnerable, and that our meeting is to
improve their life. Whether it is a candidate
secking employment or a patient secking my
opinion, I recognize that they have chosen
me, and I will return that honor by treating
them with humility, kindness, and respect.

In a palpably respectful way, my first question
ata hiring interview is “What do you want out
of this experience? What do you want for this
practice? What do you want from this practice?
What compensation and benefits do you want?
This may seem simplistic, but it is effective.
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Team Interactions

Authentic communication with a perspective
employee or with a veteran of 14 years, is a
product of reciprocal loyalty. They continue
to feel that their lives and careers are
embraced seriously. Conversely, there was
a time that two of my key employees were
laid off. I mistakenly acted on inaccurate
Key Performance Indicators and made a
hasty decision to reduce staff. It was a painful
experience for all. After some time, a plan
was formulated to regain their trust; they
were asked to return, and they did. I spent
the following year apologizing in little ways
to the entire team, to rebuild what I had lost:
their trust.

Mindfulness and Servant Leadership are
key ingredients for good communication.
Being mindful of others is a Japanese way of
living. While the Japanese culture has a more
indirect and perhaps overly polite manner
of leadership, their communication style is
reverent to the existence of the other person.
Another leadership philosophy is Servant
Leadership manifested in an office culture
and communication that elevates the needs
and interests of the employees. Rather than a
dictatorial style, Leadership by Example and
a How Can I Serve You: The Team attitude
allows for old barriers of the traditional
corporate hierarchy to dissipate, opening
lines of communication. People with E/
INEF] attributes on Myer-Briggs testing are
rare (~1% of the population) but adept at this
kind of leadership.

Teaching is an additive element to this process.
When new and exciting developments occur
in our profession, these ideas are incorporated
into the fabric of the practice culture.



Communication and enthusiasm are essential
to launch these new and exciting and revenue
generating concepts.

Relationship Killers. Nick Wignall
describes three forms of communication in
his 3 Toxic Communication Styles.

1. Passive Communication:

When Being Nice Backfires

2. Aggressive Communication:
Bullying Works... Until it Doesn’t

3. Passive-Aggressive Communication:
Stuck between Fear and Anger.

Passive Communication is essentially being
‘too tired” to make the effort to communicate
well. We may also be too timid to say something
that may ‘rock the boat’ but that results in
an unsteady course toward unclear goals.
Remedy: Stop being passive and be mindful of
your intensions. Communicate your desire to
improve a situation or solve a problem with a
smile. Ask your employees what they would do,
what ‘executive decisions’ they would make for
the wellbeing of the practice. Help their ideas
succeed with your insight.

Aggressive Communication never works
and is counterproductive. If an owner’s
purpose is to render employees ideas and
existence insignificant, the result will
be frustration, high turnover and a poor
reputation among employment circles.
Remedy: Listen attentively to your employees’
answers about solutions to problems. Ask
them what they think. Allow them to
‘bully’ you occasionally with the enthusiasm
that results from a nurturing environment
you created as they feel authentically and
organically cared for.

Passive Aggressive Communication:
Sometimes we operate in this realm whether
we like it or not. It is difficult to avoid this style
because of the stresses of owning a practice.
Anger and fear are a self-amplifying negative
feedback cycle. Being afraid to communicate
with the team because it ‘will rock the boat’
will leave you feeling ineffectual and permit
the problem to continue. The result is
frustration and anger.

I am privileged to work with staff members
who have been with me on average 10+
years. My team learns early on that they are
a revenue generating asset, not ‘spit suckers’.
They are skilled, vital surgical assistants.
They are marketing agents and customer
service specialists. Their enthusiasm is a job

requirement! Their work, their knowledge, their
commitment to excellence directly impacts the
success of our dentistry. Some I have nurtured
since the age of 18 and have become wives
and mothers, others have started their own
businesses and become personal coaches.

Every year is ushered in with the same
questions: What can I do to make your
employment and lives more successful? Ask
yourself, “What do I need to do to make my
employees a success?” Doing this will bring
peace and balance to your work and your
family. You will operate at a higher level.
Your employees will bring this to their homes
affecting their families positively and will
return the next day enthusiastically.

Life is short. As we travel this path together
make it fun and positive for the people with

you. Be a conduit of goodwill and good
intentions. Help people believe, even if for
a second, that they ARE a most special
and unique soul, that they are capable of
excellence. Let it begin when you say hello
in the morning huddle as you set the stage
and the office vibe. Be a great human and
act out a scene you have written for the day.
The scene is quality time for quality people.

Communication is Everything

PS: My secret? The fastest way to sucess with
my team; have a staff meeting at DSW! No
joke. I have been doing this for 18 years.
Throw in some Starbucks and Tiffany &
Co. It does not need to be expensive—but
it shows how much you appreciate them. =

National Dental Association President’s Virtual
Inaugural Gala and Scholarship Fundraiser

and

Installation Ceremony for the 97th NDA President
Pamela S. Alston, DDS, MPP, FACD

"Forging and Fortifying
Partnerships for Health Equity"”

Saturday, December 5th, 2020
5:00 PM PST

PLEASE VISIT HTTPS://GIVEBUTTER.COM/NDA-SCHOLARSHIP-PRESIDE

-GALA/NDAGALA2020
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HOW DO YOU SAY THAT?

By Melinda Heryford, MBA

Ms. Heryford runs a coaching
and consulting business. She
works with dentists who want
to grow their practice and get
their team to perform at their
best on a daily basis.

As a team coach, Ms. Hery-
Jford works with dental teams
on how to get behind a com-
mon goal and work together
better. In fact, she's clocked
more than 11,000 coaching
hours in practice systems and
success principles. Her clients
often share that they are more
Jocused, see more commit-
ment in their staff and ex-
perience less stress; ultimately
creating a plan for a more
rewarding practice.

When Ms. Heryford isn't work-
ing, she's on an adventure—in

the mountains, on a bike, in a

kayak, or on the slopes.

... With the Simple
Four Formula

Giving direct feedback to a team member
can be challenging. I want to share with
you a client’s experience.

Life is good at ABC Dental. The team is
navigating COVID with their enhanced
PPE and are more productive than ever.
Although her practice is doing well
financially, Dr. Busy Beth the owner of
ABC, worries that the “extra caring service
atmosphere” is not quite there.

Dr. Beth made an announcement in the
last team meeting that prompted a team
discussion about remembering to honor
our ‘service attitude’. After a brief period
of improvement, patient interactions
drifted back into ‘auto pilot’. Dr. Beth
noticed a long-term team member who
is an outstanding communicator but has

Getting and receiving
regular feedback is the
magic elixir to satisfying
and productive long-
term relationships.

changed lately to an 8 to 5 transactional
temperament. Linda RDA, is different,
more distant, getting the job done but
without enthusiasm, almost robotically.

At the next morning huddle, Dr. Beth again
reminded the team about ‘our commitment
to patient service’. By the afternoon it was
back to ‘patient by number’. At her wits
end, Dr. Beth called me in frustration.

We ran through her situation. The Simple
Four Formula is a way to give a team
member feedback effectively. The steps
include the why, how and when of giving
honest and compassionate feedback to
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have the impact you are looking for.
The discussion is an opportunity to
clear stressors and speak openly to build
trust, confidence, and strengthen your
relationship with the team member. We
planned Dr. Beth’s conversation with
Linda using the Simple Four Formula:

1. Check your intentions; remember
what you value in the relationship.

2. Describe the behavior; do not
evaluate it. Like watching a video
describe what happened, with what
patient, what day, what time, what
was said and what tone you heard.

3. Describe the impact the behavior
had on you, using T’ statements
(own judgments).

4. Ask for suggestions/
recommendations for the future.

Dr. Beth said, “I love Linda. She has
been with me a long time. She is stable,
predictable and I can count on her.” When
she thought about describing the behavior
specifically, she recalled when Linda was
seeing Joyce Jones, on Monday, an older
patient who has been in the practice over
25 years. Even though Joyce is consistent,
she has difficulty with her perio and needs
close attention. Dr. Beth remembered
when they were doing the exam for Joyce,
Linda did not personalize the visit the way
she usually does. She was quiet and Dr.
Beth felt it was somewhat awkward, with
no personal news about the patient, no
update on her condition. Dr. Beth felt she
was left to fill in the pieces on her own
with Joyce. This is unusual because Linda
before COVID would engage with patients
beautifully. When Dr. Beth thought about
the impact of this new behavior from
Linda, it made exams much harder for
her...the exams took longer and did not
have the great communication or customer
service they usually enjoyed.



Dr. Beth said to me, “Melinda, I really
don’t enjoy doing this. I would rather not

have to do this conversation, but I know

that when I have followed the Simple Four 3
Formula, it really works.” At lunchtime

we prepared Dr. Beth for success and I

told her that these conversations are often
much quicker than we imagine, usually 15
minutes.

is unusual because, Linda, before
COVID you would set these types of
communications up beautifully.”

. Be balanced (give positive and
critical feedback), “You have been
with me so long and you are so
consistent. What do you feel like is
happening?”

4. Suggestions/Recommendations;
“Linda what do you feel you can do
moving forward?”

These are the talking points we prepared
together following the Simple Four

Formula:
Linda’s response was amazing. She

remembered the formula from training
and replied, “Dr. Beth, thank you so
much for bringing this to me. I have
been preoccupied with some things in my
personal life. I will definitely pay more
attention to getting you set up with the
patients. Can we talk about this in two
weeks to see if you feel like it is better?”

Afterwards, Dr. Beth told me, “I know
this kind of communication builds trust,

1. Be specific (be behaviorally specific;
own judgments), she talked about
Joyce Jones as one example.

2. Be timely (give feedback as soon
as possible). Joyce’s appointment
was just two days ago, and they
ran through the specifics, “When
we were doing the exam for Joyce
on Monday, Linda, you did not
personalize the visit the way you
usua'lly C_lo' You were quiet and I confidence and strengthens relationships.

fele like it was quiet in the room, no After I do it, I realize how easy it is, and

how good it feels once I do it. Naturally, I

am afraid of hurting the relationship and I

personal news about the patient, no
update on her condition. I was left to
do this on my own with Joyce. This

PROVIDING 25 YRS OFf OHSTDUCTI

want to say nothing. But when I have the
courage to do this, communicating openly,
it moves my relationships forward. And it
always feels so good when it is done.”

Getting and receiving regular feedback
is the magic elixir to satisfying and
productive long-term relationships. Your
team members appreciate it and it is a
relief to you and them when you do. Like
Dr. Beth, you can discover the simplicity
of applying the Simple Four Formula for
Giving and Receiving Feedback. m

If you would like a copy of the Simple Four
Formula for Giving and Receiving Feedback
visit: bttps://bit. ly/2FiT53]

GP Development is an innovative
construction and design firm
specializing in dental and medical
office builds. Our team of
experienced and dedicated
professionals provide a complete
portfolio of services including:

e Consfruction Management
o Site Development
¢ Space Planning

e Inferior Design

e Budgetary Consulting
& Analysis '

DEVELOPMENT INC.

O EXPERISE

gpdevelopmentcorp.com | 916.332.2300

Commercial Building & Construction n m 10604 Industrial Avenue, Suite 150, Roseville, CA 95678
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HOW DO YOU SAY THAT?

By Immanual Joseph, PhD

Dr. Joseph served as a cancer
drug discovery scientist and as
a senior care service provider
before becoming a corporate
compassion trainer. He is the
Jounder of Compassionleaders,
committed to teaching positive
lifeskills in organizations. He
has a PhD in Biochemistry, is
the author of 7 books in two
languages, and a certified life
coach.

...With Compassion

Dentists who create a culture of compassion are more successful on
many levels. Increased employee loyalty, more cooperative relationships
within your team, decreased stress and providing better care for patients
brings greater satisfaction to you and the people you work with.

Compassionate communication is a skill
that can be learned by everyone in the
office. It takes commitment and time to
create any cultural change but is well worth
the effort. Whether the communication
is within a vertical hierarchy (Dentist—
Office Manager—Assistant) or lateral
(Assistants—Hygienists), when laced
with compassion it creates psychological
safety, will defuse conflict, and enhances
the workplace experience. Compassionate
communication is built on respect and
care for self and others; it shows up in our
words, the tone of our voice, our facial
expression, our body language and our
approach to one another.

The cultural change in your office
begins by becoming aware of how your
communication, verbal or nonverbal, is
impacting the people around you. As
a dentist in a small business with few
employees you are the best person to start
the compassion. Does your communication
style help your team members when things
are rosy and under stress?

Starting with that awareness, you can
create practices or habits that will lift your
communication to a more compassionate
level. A compassionate communication
practice that I teach in my workshops
is the Five-Chairs exercise. It involves
(mentally) sitting on five chairs to gain
the right perspectives for compassion in
communication.

The Five-Chairs Exercise:
Two Scenarios

Background: Mary, your scheduling

coordinator has been a meticulous team
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The cultural change in
your office begins by
becoming aware of how
your communication,
verbal or nonverbal, is
impacting the people
around you.

worker for the past 5 years but in the past
two months she has been coming in late
and has not been focused on her work.
Recently she made a scheduling error
that inconvenienced a patient and several
billing errors that upset patients. You are
justifiably angry with her.

Scenario ONE:

Mary walks into your room and you avoid
making eye contact. As she gives her reasons
for the errors, you nod while looking at the
computer, seeing how badly she messed up.
With a frown on your face and your arms
crossed, she can feel your anger. You want
her to know your disappointment, so you
begin bluntly; “you have been repeatedly
tardy, and you are unfocused at work. This
is a dental office, not a charity. You have 4
weeks improve; either you shape up or quit.”

How do you feel at the end of the
interaction? How does Mary feel? What is
the likely outcome?

Mary might protest and justify her actions.
She might become emotional. She might
quit. These outcomes may hurt your



Objective Perspective Emotional The Kindest Clarity of
Outcome Option Communication
practice by polarizing relationships within ~Scenario TWO: After a few seconds of quiet respect, you

your office. How could that conversation
have been more effective?

Consider a more compassionate approach
using the five-chairs exercise:

1. Sitting on the chair of Objective you
ask; “What is my motivation in this
conversation... to express my justified
anger regarding her performance or
is it to find meaningful solutions and
outline a path forward? Is it to punish
or heal?’

2. Sitting on the chair of Perspective
you ask; “What if I were Mary...
what may have happened to me that
my job performance would go from
good to poor in two months time?’

3. Sitting on the chair of Emotional
Outcome you ask; ‘Do I want Mary
to feel bullied into improvement or
inspired to become her best self?’

4. Sitting on the chair of The
Kindest Option you ask; ‘Of all
the directions I could go with this
conversation, knowing that this will
also affect other team members,
what is the kindest option that
would create a win-win for all?’

5. Sitting on the final chair—Clarity
of Communication you ask;
‘Now that I have viewed this from
an objective and compassionate
perspective, how can I communicate
with Mary in a way that there is no
ambiguity or confusion?’

Mary walks into your room. You greet her
with a smile, invite her to sit down and
ask her about her day. You have an honest
conversation with your palms open and
your body leaning forward gently, making
your kind intentions obvious with eye
contact and the tone of your voice.

“Mary,” you say “You have been with us for
5 years and are a valued team member. As
you know, your work has been suffering for
the past two months. I want to discuss this
with you and help you get past this phase.”

Mary might say, “I am sorry Dr., I will try
harder.” Or she might become defensive
(because she was anticipating this meeting
and is trying to protect her job) by saying;
“No, I am doing fine. You guys have been
inconsiderate and piling up all kinds of
work on me.”

Since your objective is clear (you do not want
argument but to find meaningful solutions)
you are not drawn into confrontation. You
say, “I recognize that the pace in our team is
busier now. However, I am concerned that
you are not rising to your full potential. You
are capable of so much! I want to understand
how we can really help you. I respect your
privacy but understanding your challenges
can help us help you.” Mary begins to weep
and says, “I am so sorry that my work is
suffering—I am going through a divorce. I
am now managing my two kids alone along
with divorce proceedings and my work. My
life is a mess.”

say; “Thank you for sharing a vulnerable
moment. I am sorry to hear all that you
are going through. How about we explore
some options; perhaps we can adjust your
work times around your childcare needs
until you are over this situation? Together
we can make a plan to help you.”

Leo Buscaglia wrote, “Too often we
underestimate the power of a smile, a
kind word, a listening ear, an honest
compliment, or the smallest act of caring,
all of which have the potential to turn a
life around.”

Objective, Perspective, Seeking the best
Emotional Outcome with Kindness and
Clarity. Mary will feel grateful to work
for a supportive dentist/employer. She will
be motivated to arrive on time. She will
be inspired to be kinder to the team and
more helpful with patients. All this good
would have been lost with an ego-laced,
knee-jerk-reaction conversation.

As the leader in your office, you can direct
the tone and flow of communication
around you by modeling compassion.
Compassionate communication works
magic both vertically and laterally within
your team.

In my work as an author and motivational
speaker I believe and teach that Compassion
is Power. Let’s make it our own. m
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Ouwn Udrans!

Thank you, SDDS Members,

for your service!

U.S. Army

Lawrence Bisauta, DDS
Lamont Elmo Carr, DDS, MS
Roy Eakin, DDS

Bill Frey, DDS

Kerry Hanson, DDS

E Dean Jelden, DDS

Nelson H. Johansen, DDS
John Legakis, DDS

Donald Liberty, DDS

Maria C. Lopez-Shams, DDS
Blong Ly, DDS

Alexander Malick, DMD, FAGD
Les Mcintyre, DDS

Victoria Mosur, DDS

Khari Nelson, DDS

Charles Newens, DDS

Paul Raskin, DDS

Ronald Rott, DDS

Mitchel Ruffman, DMD
Roberto Sepulveda, DDS
Colby Smith, DDS

Derrick Tanihara, DDS

Joel Whiteman, DDS

Keith Wood, DDS

Herbert Yee, DDS

U.S. Marine Corps

Victor Hawkins, DDS
Mervin Nelson, DDS
Gary Rawlinson, DDS

U.S. Navy

William Black, DDS
Carlos E. Bonilla, DMD
Don Campbell, DDS
Sonney Chong, DMD
Chris Cooper, DDS

U.S. Navy (cont'd)

Joseph Cullo, DDS

R. L. (Bob) Dorian, DDS
Timothy Durkin, DDS

Ryan Grandpre, DDS

Greg Heise, DDS

Richard A. Mandelaris, DMD
David Marth, DDS

Erik Matson, DMD

James Musser, DDS
George Oatis, DDS

John C. Riach, DMD
Wendie Richards (Vendor Member)
Donald Rollofson, DMD
Dennis C. Romary, DDS
Sholi Rotblatt, DDS

Mitchel Ruffman, DMD
Dean Sands, DMD

William Sloan, DMD

Kevin Tanner, DDS

Lien Truong, DDS

Russ Webb, DDS

Frederick (Fritz) Wenck, DDS

U.S. National Guard
George A. Gould, DDS

U.S. Air Force

Guy Acheson, DDS
Kreston Anderson, DDS
Robin Berrin, DDS
Gary C. Borge, DDS
Matt Campbell, DDS
Monica Crooks, DDS
Thomas Dilallo, DDS
Jason Dorminey, DMD
James Elliot, DDS
Teje Ellis, DDS

Alan Fahndrich, DDS

U.S. Air Force (cont'd)

Mitchell A. Goodis, DDS
Harvey S. Greer, DDS
Daniel Haberman, DDS
Richard Jackson, DDS
Craig H. Johnson, DDS
David Jolkovsky, DDS

H. David Knepshield, DDS
Jeffrey Light, DDS

William L. Marble, DDS
Larry Masuoka, DMD
Daniel G. Mazza, DDS, MAGD
James McNerney, DMD
Clark Nary, DDS

Feroz M. Nawabi, DDS
David F. Nelson, DDS, MS
Lawrence Nguyen, DDS
Richard O' Day, DDS, MS
Michael H. Payne, DDS
Jim Peck, DDS

Irvin Ray Ramsey, DDS
Mitchel Ruffman, DMD
Benton J. Runquist, DDS, MS
Timothy D. Scott, DDS
Robert M. Shimada, DDS
Walter Skinner, DDS

R. Bruce Thomas, DDS
Robert L. Tilly, DDS

Cas Szymanowski, DDS
Kim Wallace, DDS

Lee Wiggins, DDS

U.S. Public Health Service

Dennis Wong, DDS
Tim Mickiewicz, DDS

Note This list was compiled from responses to an email requesting the names of our veterans, and it is possible that some veterans’ names are not listed. We
apologize in advance if this list is incomplete. Thank you to all veterans for sharing your stories!
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Business Financing
from your neighborhood Credit Union

| Your Trusted Source For:

» Commercial RE purchases

» Construction loans

« Business acquisition or expansion
 Equipment/inventory purchase

» Refinancing

« Working capital

For more information call /F S
Bob Miller, lRST U

Business Services Manager Community Credit Union

. 580 University Avenue
(91 ,6) 576-5679 Sacramen