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Opening a new dental office can be a crazy and even scary time. As an owner of a new practice, there 
are so many things coming at you at once. Tons of decisions to make. Lots of things to buy. Marketing 
options to consider in order to find new patients. And to top it all off, you need to find good people to 
work for you, hoping you’re making effective hiring choices. 

That final step is probably the hardest, but, if done well, will have the highest payoff.

by Laura Hatch

Before You  
Open Your  
Practice:  
Five Things to Know  
About Building a Team
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Trojan Today provides a forum for industry professionals to offer a diversity of information and to provide ideas and suggestions in the area of dental  
practice management. These articles are meant to be informative and do not necessarily represent the opinions of Trojan Professional Services, Inc.

BEFORE you open:

1.   Hire on attitude,  
not solely on skills or experience.

Too many new owners are so nervous about 
what to expect, they ignore their instincts 
when it comes to the overall attitude of the 

candidates. Of course, it’s important to look at what 
candidates have done in the past, considering their 
interviews and resumes, but it is even more important  
to hear their attitudes. Thus, the first step to hiring well  
is to allow the candidates’ attitudes to show whether  
they are the best fit for your new office or not. 

Technical skills are important, especially in some positions.  
However, if you hire someone who has a lot of experience 
or education but doesn’t care about what you want to 
accomplish, that person won’t be a good team player. 

2.   Make sure your new team  
members understand why  
you are opening this office. 

If your team members don’t know why  
you have decided to become a dentist,  

open an office, or hire them to help you, then you can’t 
really know if they will be fully dedicated to your team. 
Team members who don’t know your ultimate reason  
for doing this work can only support you so far. Even 
when doing their best, it’s not possible to truly help in 
furthering your goals if they have no idea what vision  
and priorities you hold.

3.   Help team members understand  
their part in fulfilling your vision.

You know where you want to go as a new 
office, now show your new hires how they 
will play a part. Team members are more 

motivated and demonstrate more buy-in when they know 
your “cause” or “vision.” Regardless of the generation you 
employ, everyone feels better and works harder when 
they feel they are part of a bigger game or purpose. Start 
a dialogue as to what you want your practice to be and 
how each member can play a part in building it. Give 
them the chance to articulate why they are personally 
motivated to help you meet this goal.

Most of all, make sure they know they are on the same 
team with you. Communicate clearly and fully about your 
expectations and how staff can contribute toward the 
outcome. It’s also important to discover their motivation 
to help you with this. When you know they are on the 
same team with you and working toward the same  
goal, everyone will learn to trust one another and  
work better together.

4.   Employees need to feel support  
and know you are going to invest  
in them. 

Your biggest monthly expense is payroll,  
and investing in that makes so much sense. 

Your team wants to know that you value them and will 
help them do their jobs better. Give them access to 
regular training, not just in the beginning, but as you 
continue to grow. Lead by example and demonstrate 
what you expect. Build an environment where employees 
feel safe to come to you, to make mistakes and own up 
to them, and to know you will always have their backs if 
they have yours. 

5.   Remember your team members  
need to know how they are doing. 

The number one complaint of most team 
members about owners is lack of feedback 
and communication. Surprisingly, the 

feedback does not always have to be positive. Team 
members are eager to hear anything, good or bad, so 
they can improve and grow. Make sure to let them know 
and show them they make a difference. 

The first few weeks and months after you open will be 
chaotic and crazy, but, hopefully, this is not how it will  
be forever. If you take the time to put in systems and  
you work together as a team, you should be able to 
look back in the not-too-distant future and see things 
are improving. When you start to feel there is some 
improvement and growth, don’t forget to stop and 
recognize it. Celebrate the wins, no matter how small 
they are. If the team sees the forward momentum and 
you acknowledge it, they will continue to push forward.

Laura Hatch, named in Top 25 Women in Dentistry 2016, provides real-world front office expertise and training for 
dental practice success. She is the CEO and Owner of Front Office Rocks, a sought after public speaker, and author of 
200 published articles. She has helped hundreds of doctors grow their practice. 

FMI: FrontOfficeRocks.com.

http://FrontOfficeRocks.com.
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When we use the code D9110 for 
Palliative care, can we also charge for  
an examination and x-rays? I see that

in some situations we can use D9110; we can also 
code the treatment with other service codes. For 
instance, when not all decay has been removed, 
and a temporary filling is placed vs. D2940 – IRM 
Sedative Filling. Or, applying desensitizing 
medicament to an exposed root surface vs. 
D9910 – Application of Desensitizing Medicament. 
Do we charge out both codes to insurance?

You can bill D0140 – Limited Exam and 
D0460 – Pulp Vitality Test in conjunction 
with D9110. However, not all insurance

plans will cover if both procedures are performed on 
the same day. One or two x-rays are usually covered.

From my experience, the billing of this code varies 
from one insurance company to another. Some will 
ONLY pay for that procedure on the date of service. 
It’s considered an emergency visit, and whatever 
treatment is rendered at that visit is solely for pain 
relief. Keep in mind, billing for D0140 usually counts 
against the routine exam frequency.

Response provided by Kathleen Johnson,  
President of Kathleen Johnson Consulting, Inc.

Ask the Consultant

Quote- 
Worthy

Coming together is a beginning.  

Keeping together is progress.  

Working together is success.  
                                                                      — Henry Ford

Write for TROJAN TODAY 
Share your dental and front office experience with 
others! Articles should be no more than 750 words. 
Include a short bio and recent photo. 

Submit to: nikkim@trojanonline.com

Trojan encourages a wide variety of  
contributors and subjects to its newsletter.

Check out trojanonline.com  
for some of our favorite  
“classic” Trojan Today articles:

2/15 Are you Ready  
 For Change?  
 Transform  
 Your Practice’s  
 Environment
 by Judy Kay Mausolf

2/25   Building the  
Unstoppable Team 

 by Bernie Stoltz

Q:

A:

“
”

http://trojanonline.com/services/ask-the-consultant/kathleen-johnson/
mailto:nikkim%40trojanonline.com?subject=Write%20for%20Trojan%20Today
https://trojanonline.com/trojan-today-classics/
https://trojanonline.com/trojan-today-classics/
https://trojanonline.com/trojan-today-classics/
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48% of young adults have  
untagged themselves from  
a photo on Facebook because  

of their smiles. 

Healthy  
teeth make  
beautiful 
smiles.

New Computers and  
Upgrading from Windows 7
The holiday season has just ended, and many 
practices took advantage of low prices to  
upgrade and replace older computers. If your  
Trojan programs are not functioning the way  
they used to, the set-up or installation may need  
to be performed by one of our talented Software  
Support Representatives. 

To help you cut down on long hold times, please  
use the following links to schedule your support 
sessions with Trojan:

Installs/Reinstalling:  
https://calendly.com/trojansupport/install

Update Benefit Service or Managed Care:  
https://calendly.com/trojansupport/update-help 

New Staff Training:  
https://calendly.com/training-trojan/training 

Reminder: Microsoft ended extended support  
and security updates for Windows 7 on  
January 14, 2020. Trojan recommends  
upgrading to Windows 10. 

Click HERE for more information:  
http://bit.ly/endwin7

Service 
Savvy

Forward this email and they can  
sign up for their own subscription. 

No need to be an office manager or practice  
owner. Trojan Today has articles and information 
relevant to anyone in the dental industry. 

Sign up at:   
https://trojanonline.com/trojan-today/sign-up/

Do you know someone  
who could benefit  
from Trojan Today? 

Did You Know?   

https://calendly.com/trojansupport/install
https://calendly.com/trojansupport/update-help
https://calendly.com/training-trojan/training
http://bit.ly/endwin7
https://trojanonline.com/trojan-today/sign-up/
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Accelerating dental practices to excellence by providing services  
that increase case acceptance, production, and collections.

5

What Clients Say
“Trojan has helped our office by having access to many different insurance plans, 

enabling us to look over patient benefits and treatment plans more accurately. 
If we ever run into a problem, the customer service line has short wait times,  
and questions are taken care of. Trojan has always been open to improving  

anything they can to make their service better for their clients. Awesome!” 

— MS, Dental Insurance Coordinator

Front Office Master’s Program
Presented by Becky Gerber and  
Academy of Dental Practice Careers, Inc.

MARCH 18-19, 2020  
San Diego, CA
Download the flyer for more information!

“Cabo is Calling” The NuSmile Summit 
Continuing education in the sun  
Presented LCP Dental Team Coaching 

FEBRUARY 27-29, 2020  
Cabo San Lucas, Mexico
Download the flyer for more information!

Seminars
TROJAN Closing

FEBRUARY 17, 2019
Presidents’ Day

Meeting Place 

Learn more about your peers!
Check out AADOM’s Chapter Meetings

for educational dental events in your area.

PLUS use code 19TROJAN  
for a membership discount.

Click here for more information!

http://bit.ly/TrojanInstagramhttp://bit.ly/FBTrojan http://bit.ly/TPSLinkedInhttp://bit.ly/TrojanYT

mailto:nikkim%40trojanonline.com?subject=
http://www.trojanonline.com
http://www.trojanonline.com/pdfs/frontofficemastersrenamed.pdf
https://www.nusmile.com/Events/ViewEventDetails?eventID=179
https://americanassociationdentalofficemanagersnjassoc.wliinc19.com/events?eventtype=chapter%20meeting&_ga=2.5059635.1414770120.1571323465-2054672006.1571323465
http://bit.ly/FBTrojan
http://bit.ly/TPSLinkedIn
http://bit.ly/TrojanYT
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