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Complete the enclosed Post-Test.* For each CE Video Purchased, one test is included. If
additional tests are needed, the following fees will apply: $25 per test for 1 additional
dentist; $10 per test for each auxiliary (dental assistants, hygienists, lab technicians - no limit
on auxiliary tests). Fees can be paid either by check or credit card when tests are submitted
to Practical Clinical Courses.

Complete the demographic information located at the end of the test.

Type of Credit:

a. If the applicant selects “AGD,” PCC will submit credit information to the Academy of
General Dentistry and confirmation to the applicant that it has been submitted. (The
applicant may check their AGD transcript for verification - please allow 30 days.)

b. If the applicant selects “State,” PCC will send a certificate of verification to the applicant.
The applicant must then submit this certificate to his/her state board to obtain credit.

c. If the applicant selects “Both,” PCC will complete a. & b. above.

Return the Post-Test portion via mail, fax, or email. Our contact information is as follows:

Practical Clinical Courses
3707 N Canyon Road
Suite 3D

Provo, UT 84604

Fax: (801) 226-8637

info@pccdental.com

Practical Clinical Courses will correct the Post-Test. Passing scores are 70% or higher.

*TO OBTAIN CE CREDIT ONLINE: Login or create an account on www.pccdental.com and
select “My CE Tests” from the left-side menu. Click on the video title to take the test

online. RESULTS ARE IMMEDIATE. Missing the test? Contact us at 800-223-6569 during our
business hours of 7:00 a.m. - 5:00 p.m. MST to add it to your account.
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contact the companies shown to confirm current information.

Gordon J. Christensen Practical Clinical Courses, 3707 North Canyon Road, Suite 3D, Provo, UT 84604
Toll Free (800) 223-6569 or Utah Residents (801) 226-6569

The techniques and procedures on this videotape are intended to be suggestions only. Any licensed practitioner viewing this presentation must make his or her own
professional decisions about specific treatment for patients. PCC is not responsible for any damages or other liabilities (including attorney’s fees) resulting, or
claimed to result in whole or in part, from actual or alleged problems arising out of the use of this presentation.
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GOALS & OBJECTIVES

At the completion of this video presentation, viewers should know the following;:
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Why is excellent communication important in many aspects of dentistry?

How does proper communication influence your office team?

How does proper communication influence your patients?

How does proper communication influence your position in the community?

Is good communication gifted or learned?

Can you learn to be a better communicator?

Should all the communication in your office be scripted?

How can you positively increase providing clarity in your office communications?
List five or more ways to make your communication clear and understandable.

. How can you sense if your communication with a group or individual is being

understood?

How can you positively influence your staff to support your practice vision?
How can you make your vision for your practice more adequately understood and
carried out?

What is a validator personality vs. a contrarian personality?

How can being a listener and validator influence better communication?

How can a validator leader manage conflict in the office?

List five or more ways to better communicate with your patients.

How can handing off confrontational issues to staff positively influence
communication?

List the best ways of communicating to close treatment plan acceptance?

In your community what do you “champion” - for what is your practice known?
How do you best communicate empathy to your staff, patients, and community?



OVERVIEW
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Each of us communicates every day in all our interactions with others. How well or poorly
do we communicate? Can we do better? Is excellent communication a learned skill, or can
you work at making it better to improve your leadership skills, your dental team efficiency,
your patients” understanding, and your influence and service in the community? This
presentation provides the following information, and if implemented by viewers, it will
greatly improve communication:

e How excellent communication is important in many aspects of dentistry

e How proper communication influences your office team

e How proper communication influences your patients

e How proper communication influences your position in the community

e Ways to improve your communication skills

e Learning to be a better communicator

e Scripting some of your communications and not others

e Increasing clarity in your office communications

e Ways to make your communication clear and understandable

e Sensing if your communication with a group or individual is being understood

e Positively influencing your staff to support your practice vision

e Making your vision for your practice more adequately understood and implemented

e Validator personalities and contrarian personalities and how they influence
communication

e How being a good listener and validator influences communication

e How a validator leader can best manage conflict in the office

e Ways to better communicate with your patients

e Handing off confrontational issues to staff to positively influence communication

e The best ways of communicating to close treatment plan acceptance

e Developing what you promote or emphasize in your practice and having it recognized
by the community

e How to best communicate empathy to your staff, patients, and community
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POST-TEST
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1. Excellent communication skills can be learned.
| |a. True
| _|b. False

Scripting communication for your office is:

a. always necessary.

b. never necessary.

c. necessary for some subjects and not for others.
d. none of the above.

3. An effective leader:
a. does not need excellent communication skills.
b. needs excellent communication skills.

4. Communicating effectively with your dental team requires:
[]a. clarity.
i b. inspiration.
[ ]c. vision alignment.
[ ]d. all the above.
Communicating well with patients:

is primarily the responsibility of the dentist.

should not include targeted interviewing skills.

should include staff providing much of the patient education.
none of the above.

anow

6. Being well-known in your community for some specific characteristic or procedure:
[ ]a. attracts patients who desire that characteristic for their dentist.
[ ]b. stimulates you to become your best at that characteristic.
[ lc. isa practice builder.
[ 1d. all the above.

7. What are the three major audiences for your practice concentration on excellent
communication?
a. Your family, your patients, your team
[ ]b. Your team, your patients, your community
[ ]c. Your team, your dental supplier, your community
[]d. All the above



POST-TEST (CONT’D)
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8.  Great leaders have many known characteristics. On the top of the list are:
[ ]a. positive thinking.

[ ]b. organization.

[ ]c. great communication skills.

[ ]d. all the above.

9. To align your staff understanding of the office vision:

a. write it down and distribute it to staff.

b. discuss it in a planning meeting with staff and receive agreement on the vision.
c. ask staff to develop the vision.

10._ One of the most important methods to achieve positive conflict management is:
|_|a. an authoritative leader statement to all persons involved.
|| b. an empathetic, positive discussion with all persons verbally involved and
resolution agreement by all concerned.
c. leader submission to the demands of the person(s) involved.
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