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The day is Thursday the 6th, 2004. One Mrs Fay Laslow is booked in to complete her treatment. On her two previous appointments, she had an exam, 2 BW’s, 11 mesio-incisal restoration replaced. She also had a prophylaxis clean and fluoride application treatment.

Productive time is time spent by a dentist, with a patient, where a fee is charged and a service is presented.

Non-productive time is when a dentist spends time with a patient and no fee is charged. For example: replacing a temporary crown

Non-utilised time occurs when time the dentist does not see patients and/or does no dental work. Example: breaks

Attached is a copy of the day sheet – prioritising patients according to their convenience and situations.
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Patient recalls occur when patients have to be tracked down for a missed appointment and/or they have been put on a waiting list, and need to be booked in. There are several ways to conduct recalls.


One example of a patient recall is written recall: These cards or letters are sent to patients, monthly, to notify them that they are due for their next check-up. The disadvantages of written recalls are:
· can be easily discarded by the patient

· the patient can more easily avoid calling, because of procrastination

· the patient can forget the card, if it is misplaced, and thus forget to follow-up with a phone call.


Another method of dealing with patient recalls is by oral recalls. These are done by the phone and are often used in conjunction with a written card. These can be conducted over the phone or after a patient’s appointment, and thus, are quicker to get feedback. Patients are more willing to follow up an appointment, if they are spoken to directly. 


Oral recalls are also less expensive than written recalls as staff spends less time contacting patients, and there are no postage fees or stationery costs. However, if a call is not answered and/or if an answer is required to be left, the patient can postpone dealing with the issue, and thus, procrastination can still occur to an extent. Written reminders have to then be sent out – should the patient fail to contact the clinic in time for the appointment.


Following up on a non-responded recall, the patient would have to be contacted by phone and/or a written card or letter, and asked to confirm an appointment time.


A patient who completes their treatment plan needs to have a 6 month recall appointment. This can be arranged by the patient, in advance, just after the last appointment, or by phone. An appointment card would also be issued to the patient.


The patient would be sent out a reminder, when nearing the date of the appointment, as people tend to forget dates which are set so much time in advance.



Filling is a common duty within the administration of the dental clinic, and there are five predominant ways of sorting files.


Alphabetical – these are sorted via the alphabetical order of their surnames first, names second. Any titles or degrees are ignored.


Geographical – these are sorted via their geographical position, in the basis of street, suburb and country.


Subject – these are filed under the main topic, for example, supply orders, product information, et cetera.


Numerical – files are sorted by a given number, such as patient number.

Chronological – files are sorted by date, for example, patient recall lists.

Inactive files are files that are archived upon seven years or commencement. Active files are:

· Current files – which hold the records of patients receiving treatment.

· Complete files – the records of patients that have completed their treatment plans and finalised accounts.



Mrs Laslow hasn’t paid for any of her account’s expenses. She wants to pay for the total balance today, using her bankcard. She is in a health fund but the practice does not have an EFT Point of Sale Facility (HICAPS).

The validity of the bank card can be checked by looking at the expiry date, the name and signature of the cardholder.

Attached are an invoice (Appendix II) and a representation of the information on the patient chart (Appendix III) for Mrs Laslow’s account.


The clinic contacts Mrs Laslow to confirm her final appointment. While on the phone Mrs Laslow asks if she may book her daughter in for an appointment. The little girl is five years old.


Mrs Laslow also requested to know her 20 year old son’s account balance and what dental work was done for him at his last appointment. This is because her son cannot call from his work.

The following details would be included in Mrs Laslow’s son’s laboratory card.
- Job Number

- Date

- Dentist

- Patient’s name

- Appliance [type, ie, mouthgard]

- Shade

- Mould

- Required date

- Try-in dates


A patient contacts the clinic regarding her 9 year old son, who has an avulsed central incisor. 

She would then be advised to place the tooth is and told to place it in cold milk, or water. These must not be too cold, or they will kill the nerve tissue on the tooth. The mother would then be asked for the details of the accident, how long ago was it, and explained the procedure for booking her in. 

The patient would then be booked into the time slot reserved for emergency appointments, which is at 2 pm, of either that day, or the next. If it is nearer to the end of the day, perhaps the dentist could see the child, depending on his opinion.
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