
What Staff Want
Employers will tell you it used to be easy… what employees 
wanted from their job was a fair day’s pay for a fair day’s 
work, a concept that was understood and shared by all. 

Not so today. Labor shortages, a more mobile and educated 
workforce, advances in information technology, the exodus 
of the Baby Boomers (through retirement) from the workforce 
ï plus a host of other issues ï have made ýnding and keep-
ing qualiýed staff difýcult, if not impossible, for most  
employers.

Dental practices are no 
different. Like other busi-
nesses, they too face a 
high cost in turnover and 
morale when employees 
leave. The dollar cost 
to replace a departing 
employee leaves many 
doctors reeling. Industry 
estimates put a ýgure of 
up to $25,000 to ýnd and 
train a replacement. The 
actual cost, in stress and 
lost productivity, is prob-
ably much higher.   

What can be done? While 
it’s a complex issue, an 
employer certainly has a 
better chance of hang-
ing on to qualiýed staff if 
they know and understand 

what it is their employees really want from their job, and then 
do their reasonable best to provide it. 

Over the course of our careers as dental management con-
sultants, we’ve worked with hundreds of doctors and their 
teams to identify and implement policies and procedures that 
help build ‘winning’ teams – teams that are made up of mo-
tivated, dedicated, happy (yes!) individuals. Let’s take a look 
at the 5 top things we’ve found that employees really want 
from their job, and how you can help them achieve these 
mutually-beneýcial goals.  

1. To understand their individual job responsi-
bilities, and how it impacts the team.  

How to achieve: Use clear and up-to-date job descrip-
tions. Make sure everyone knows exactly what their role 

is, not only to make their own job easier, but to make it 
easier to work well as a member of the team. 

In order to illustrate the beneýt of good job descriptions, letôs 
take a look at a common scenario in a practice without them…
Example 1: The Financial Coordinator receives a treatment 
plan that requires her to discuss payment arrangements with 
a patient. Unfortunately, the treatment plan is missing key 
points, such as priority of treatment, and details about the pro-
cedure (type of restoration, for example). Bad for credibility.

Example 2: In the morning huddle, the Financial Coordinator 
forgets to informs the Doctor that a patient they are seeing 
that day is a collection problem. The patient has an uncom-
pleted treatment plan but the doctor encourages the patient to 
move forward on. The Financial Coordinator is not happy. 

In both situations, the lack of follow-through from one member 
of staff has a detrimental, and undoubtedly stressful, impact 
on other staff members. On the other hand, when employees 
understand exactly what their job responsibilities are, and car-
ry them out reliably and dependably, the whole team beneýts. 

2. A great group of co-workers.

How to achieve: Start with a clear picture of the person 
you want to hire.

Have you ever been in that won-
derful situation where everyone 
is working well and productively 
together? There is no backbit-
ing, no he said/she said, no con-
þict between ófrontô and óbackô. 
Then someone leaves… to go 
back to school, to have a baby, 
to move, to get married, etc, and 
you must now ýnd their replace-
ment. Finding a great óýtô can 
be a great challenge. However, 
there is a simple process you 
can put into place that will help 
you ýnd the right person ï every 
time. 

In our book, How to Assemble a 
Winning Team, Step 1 of 6 steps is: have a clear picture of the 
person you want to hire. Begin with the end in mind. Who do 
you envision as the most appropriate person for the position? 
Having a crystal clear picture of that person will ensure that 
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Begin with the end in mind. Who do you envision as the most appropriate person for the position 
that you need to � ll? Having a crystal clear picture of that person will ensure that every step of the 
hiring process draws you closer to making the best hire.

Before you begin the hiring process, consider these three very important issues:

Level of Experience
�  Is dental experience necessary for the position to be � lled? Unless a license is required, open 

your applicant pool to those who � t your criteria.
�  What is your commitment to training time? If there is ability, willingness and a good training 

plan, you will have a successful result. Be sure to block out training time in your schedule.
�  What is important: Intellect? Communication skills? A people person? Task-oriented? 

A quick-learner?

Personality Style
What style will complement or round out your team: Pleasant? Caring? Assertive? Cheerful? Calm 
demeanor? Results-driven?

Complementary Values
What do you stand for and value? The right person for the job will be someone who is respectful 
and supportive of the doctor�s values. During the interview, ask questions to help you to 
determine what the applicant values and listen for comments that indicate congruency.

Once you have a clear picture of the person you want to hire, focus on that goal during the 
interview process.

Things can become a blur as you interview numerous applicants. Often the decision of whom to 
hire is based on measuring one applicant against another. This can result in making the wrong 
choice.

The Applicant Evaluation Form on page 5 is a helpful tool to keep you on track. Develop it based 
on your unique practice needs.
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To read more about the 6-step  
hiring process, go to our website at 
www.ThePracticeSource.com and 
look at ‘How to Assemble A Winning 
Team’ in our online store.

Step 1: Have a clear picture of 
the person you want to hire. 
(From ‘How to Assemble A  
Winning Team’.)
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