
Opportunities for Leadership and Effective 
Management in Oral Health Networks

Sean G. Boynes, DMD, MS
Director of Interprofessional Practice



What is Leadership?
• Leadership

– Varied views
• Tangibles
• Intangibles

• Effective Management
– Manage with integrity and consistency

• Cohesion, togetherness, solidarity
– Clarity and strong communication
– Recognize achievement
– Vision and Mission
– Have a basic understanding of the human free spirit
– BE AN EXAMPLE (REFLECTION EFFECT)
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A process of effective management
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Escalating Health Care Costs

2,770,620

2,111,407

543,041
Y1960, 5.0%

Y1970, 7.0%

Y1980, 8.9%

Y1990, 12.1%

Y2000, 13.4%

Y2010, 17.4%

Y2015, 18.0%
Y2020, 18.5%

Y2024, 19.6%

0%

2%

4%

6%

8%

10%

12%

14%

16%

18%

20%

-$300,000

$0

$300,000

$600,000

$900,000

$1,200,000

$1,500,000

$1,800,000

$2,100,000

$2,400,000

$2,700,000

$3,000,000

PE
RC

EN
T 

O
F 

G
DP

$$
M

IL
LI

O
N

S

Private & 3rd Party Government Out-of- Pocket % GDP

Projected 2024 = $5.4 Trillion
Actual      2014  = $3.1 Trillion

Increase           = $2.3 Trillion  per year 
+76%



TEETH AND GUMS
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The Triple Aim
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The Patient Experience & Satisfaction



Experience of Care
• 1- Patient Processing (Front Office) Experience

*Mobile 
Operation



Experience of Care
• 2- Clinical Care Experience



Experience of Care

• 3- Patient and Account Management





Media Navigation
• The “YELP Era”

– In 2010, more than 112,000 individual doctors were 
reviewed, compared with 2,475 in 2005

– 23% of 2137 adults surveyed for JAMA use rating sites such 
as Healthgrades, Vitals, RateMDs, and ZocDoc. 

– Harvard business school found a one-star drop in a rating 
can reduce revenue by almost 10%



Negative Patient Reviews – Count to 10
• Responding to online complaints (scripting) 

– “Because of privacy regulations, we can’t discuss any 
specifics about your comments. However, we want you to 
know that we are committed to providing high quality care 
and we take your feedback very seriously. [Reducing wait 
times is one of  the most challenging aspects of  our practice, so 
we recently [did what to improve the next patient 
experience]…]”

– “We apologize that you had that experience, 
Hulkamania1993. We’re committed to providing the best 
experience possible for people, so please call our office 
and we (Dr. Smith) will personally make this right.”

http://profitable-practice.softwareadvice.com/shifting-negative-reviews-to-positive-1110112/



Prevention is always best!
• Patient priorities for favorable experiences:

– Anesthetic injection is the #1 way dentists are judged clinically
– Cleanliness

• 2/5 of parents are more likely to ask about sterilization practices 
since national reports of infection transmission in dental offices

– Wait times
• National average wait times for dental care ≈12-15 minutes
• Wait times directly effect perception of care

– Additional areas:
• Parking 
• Clinical summaries
• Billing/Collections



Patient Satisfaction Evaluation Tools

• Subjective patient outcomes can be assessed with validated 
patient surveys
– Oral Health Impact Profile (OHIP-14) 

• These surveys measure a patient’s own perception of 
the effect of care on their oral health status. 

• Considered an augmentation to the OHC’s current 
patient satisfaction review process 

– NEED BOTH TOOLS

• Can outsource data collection and reporting
– Multitude of companies that work with individual 

institutions to obtain patient experience information



OHIP-14

http://www.nnoha.org/nnoha-content/uploads/2013/08/OpManualChapter6.pdf



Population Health and Better Outcomes
• Population health

– Identifies target (at risk) populations
• Includes outcomes, patterns of determinants, and policies 

and procedures that involve the aforementioned 
• Opportunity for health care delivery systems, public health 

agencies, community-based organizations, and many other entities 
to work together 

• Pediatric
– Majority of innovation focused on children
– Dental financial system in U.S. leans toward pediatric care

• Adult
– Usually organized according to systemic illness

• Primary diagnosis
• Limited intervention models being evaluated                                            
• Research on systemic / oral health linkage                        has 

not resulted in consensus



Organizing Populations for Care



Healthcare and Business Opportunities
• Improving Care Outcomes (EARLY DETECTION AND INTERVENTION)

– Engstrom et al. found that dental based blood pressure screening 
was efficient & effective for detecting unknown hypertension

• 1 out of every 18 screened had confirmed hypertension.
– 1 in 4 people with type II diabetes that remains undiagnosed

• Bossart et al. found that 34% (N = 17) presented with positive 
screening for prediabetes or type II diabetes with dental 
screening 

The Business Case:
– Financial impact under the ACA
– Cascade effect
– Assists in improving UDS numbers (monitoring and screening)

• Increases access and improves total institution encounter numbers



What is Quality Assurance, Really?

• Quality assurance (QA) contains the 
progression of:
– Quality assessment (measurement), 
– Identification of issues, 
– Developing a strategy for resolving problems,
– Implementation of changes. 



What do you measure, right now?

• Gross Charges
• Net Revenue
• Expenses
• Number of visits
• Revenue per visit
• Cost per visit
• # of Unduplicated Patients
• # of New Patients
• # of Transactions
• Broken Appointment Rate
• Emergency Rate

• Payer Mix Percentages
• Scope of Service
• # FTE Providers
• # FTE Billing Staff
• A/R past 90 days 
• # of Completed Treatments
• # of children receiving 

sealants (under 21) 
• # of sealants applied
• % Children seen receiving a 

preventive service



The P&L report



Reports and Summaries



Practice Implications

• There should always be a measurement plan
– DO NOT MEASURE JUST TO MEASURE

• What outcome or goal are we trying to achieve?
– What information is going create knowledge?

• The goal is to achieve practice translation!
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Example: Sealant Retention Rates
• Wide range of sealant retention rates reported (45-85%).

– A 52.7% retention rate was found with school based placement 
on children from low income backgrounds

• Identified variables include:
– Patient cooperation
– Isolation techniques
– Age of patient
– Operator experience
– Tooth location
– Field of view
– Number of operators

Mertz Fairhurst et al. (1984); Feigal (1998); Muller-Bolla et al. (2013)



Quality Application/ Practice Translation
• Even though retention was at approx. 85%: the clinic felt a need to 

address is loss of sealant
• Replace each sealant that is lost (3 year maintenance)

– Increase time
– Cost of materials
– Caries susceptibility
– Lost revenue

• Next step is to identify variables & possible issues to improve 
these percentages
– Manually looked at patient base – overweight/obese patients 

made up approximately 50% of patient’s with lost sealants in 
first year

• PRACTICE TRANSLATION– patients that fit Obese/OW 
status when possible have team to place sealants

Boynes et al. (2013); Cheymol (2000); Ebbeling et al. (2002)



Cost Effective Care



United Concordia Medical-Dental Link





Clinician Experience
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NNOHA Provider Satisfaction Survey
• Many intangible factors play roles in determining the providers’ 

satisfaction in their career. 
– The number one reason for choosing the Health Center career 

indicated among dentists and dental hygienists was that they 
“Felt a mission to the dentally underserved population.”

• While some of the factors contributing to provider dissatisfaction 
are pre-existing, others are adjustable. 
– Daily work environment – profession’s personality is detail 

oriented and controlling 
– Reporting structure
– Salary (majority of FQHC dentists report: $95,000 - $125,000)
– Benefits such as vacation time, paid holidays, tax-advantaged 

retirement plans

http://www.nnoha.org/nnoha-content/uploads/2013/07/Survey-of-Health-Center-Oral-Health-Providers.pdf



FTE - Positive Time Management

• Blue et al. (2013): Expanded duty hygienists and assistants 
are underutilized according to maximum legal ability, 
although they have a positive impact on dental care quality.

• FTE (Full time equivalent hours worked by an employee) 
positive time management includes placement and usage of 
personnel according to highest level of licensure/training
– Core of this methodology: optimizing the time of the most 

costly (and usually most profitable) provider
– Many safety net dental and group practice models have 

adopted this prototype, resulting in improved capacity, 
patient satisfaction and happier clinicians





Questions?
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