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Introduction.
During this assignment, the focus is to define a complex problem within the workplace. This will include identifying its scope and impact. 
With all businesses, problems arise daily, this can often be due to lack of communication and feedback. As part of leadership and management within a workplace, it is important to be open to feedback and consider suggestions from all involved to identify the root causes to be able to continue forward smoothly and with ease. Communication and feedback are key to prevent any problems from arising on a daily day to day basis. 
For this topic, the focus will be highlighting the issues with Booking Systems within the dental practice and how it reflects on the everyday running of the practice from staff to patients and the overall running of the dental practice in general. 
SCOPE (THE PROBLEM)
Within the Dental practice to ensure patients and staff are kept aware and informed of appointments, a booking system is required. The booking system consists of sensitive and confidential information of patient's details, medical records, information of treatment, times, and costs etc. With such information it is important all details are correctly updated and considered when managing the overall booking system, due to individual required needs of the patient and staff.
Unfortunately, the dental environment is extremely busy with the considerable number of changes and pressure of rules and regulations within the NHS across the board, resulting in a knock-on effect of inefficiency and lack of communication between dentists, staff, and furthermore the patients.
Currently this is a major and common issue in dentistry, resulting in confusion of registration, dental treatment, poor time management, waste of equipment, products, and costs. Thus, causing everyday disruptions of concerns, complaints, and conflict within the dental environment. 
Errors in the booking system can cause further delays in identifying conditions such as ...Periodontal disease, oral cancer, and tooth decay. These are among the oral disorders that successful dentistry helps prevent and treat. A few systemic illnesses, such as diabetes, respiratory infections, cardiovascular disease, and negative pregnancy outcomes, are linked to poor dental health. Patients and their dentists can lower their chance of developing these dangerous health conditions by maintaining adequate oral hygiene and receiving dental care on time (Glick et al., 2017).

Although we are unable to change the contracts of government laws and regulations that dentistry needs to adhere to, we can most certainly adjust the ways we can all work together as a team, within the dental environment and practice, to prevent such negative regular occurrences from happening on a daily basis. To do this, a structure called a Mind Map is one of the best ways to produce feedback and reflective ideas from all concerned, to aim to ensure and provide best practice and outcomes in the near future for a smooth running and happy environment for all.

Mind –Mapping Model
Mind Mapping is a visual aid for structuring data, concepts, or ideas. It entails drawing a diagram showing the main issue as a base then from which as a team produce branches from the base with related concepts, themes, or factual ideas. These are called Sub-branches, these can indicate additional in-depth information from all, by highlighting the issues to help provide a hopeful solution to the existing problem. The original creator of mind mapping, Buzan (2006), maintains that this kind of method makes use of the brain's natural ability to link thoughts and concepts to help with understanding and retaining information. (Buzan, T. 2006).


Below is a Mind –Map: related to the focus of this assignment, of problem solving within the workplace caused by “Booking System Errors”
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Mind Mapping Summarised/Analysed
The above example shows how ongoing errors in the appointment schedule can cause confusion for the entire dental practice, including the dentists, dental nurses, and reception staff in addition to the most crucial aspect of patient care.  Mistakes can cause patients to feel more stressed out, be less satisfied with their treatment, receive lower-quality care, and lose trust in the clinic. 
These mistakes can impact each category and is analysed and explained in further depth below from the example of the ongoing errors raised from the above Mind Map:

· Effect on Dental Nurses:
Increased Stress: A hectic work environment is caused by mistakes like making multiple bookings or selecting the wrong time slot. As they have a flexible schedule and make sure patients receive care on time, dental nurses may feel more stressed than usual.
Clinical Workflow Disruption: In order to help dentists, oversee sterilisation, and prepare for treatments, dental nurses depend on a properly organised day-list. This process is disturbed by appointment errors, which can result in rushed planning, missed details, and even compromised patient care. Also missed lunch breaks.
Decreased Work Satisfaction: Dental nurses may feel they are spending more time controlling chaos than providing high-quality care when they are constantly dealing with appointment problems. Morale may suffer as a result, as well as work satisfaction.
Error Risk Increased: Dental nurses working under pressure from a disorganised day-list run the risk of making mistakes in clinical tasks, like not properly preparing instruments or forgetting important patient care procedures. Also increased Resource/Products wasted.

· Effect on the Reception Team: 
The initial point of contact for patients who are unhappy due to appointment errors is the reception team. Patient problems might arise from long wait periods, missing appointments, or being turned away owing to overbooking.
Administrative Expense: The reception team's administrative burden is increased when inaccuracies in appointments are corrected. Having to contact patients, reschedule appointments, and change the dentist's schedule, which would require extra work and more stress.
Communication breakdown: Inadequate communication regarding appointment errors between dentists, dental nurses and the reception team can lead to misunderstandings and strained relationships, which can have a detrimental impact on efficiency and teamwork.
Practice reputation: Can be harmed by persistent appointment errors. In many cases, reception staff handles the difficult and disheartening immediate consequences of a patient's discontent. That can result in verbal and threats of physical abuse from patients to all staff within the dental environment.

· Effects on the Dentists:
Unscheduled Day-List: Missed appointments and errors, causes a dentist's planned schedule to be thrown off, resulting in rushed appointments, postponed treatments, and a very disorganised workday. The dentist may experience more stress as a result, no breaks and provide service that is of lower standards.
Increased Stress and Tiredness: Dentists find themselves working longer hours to make up for missed time because of scheduling problems, which can cause fatigue and stress. This comes with the tendency to cause emotional mental exhaustion over time. Resulting in increased absence of sickness. 
Compromised Patient Care: A disorganised schedule can make dentists spend less time with each patient, that can lead to less thorough examinations and treatments. Patient satisfaction and outcomes can be impacted by this.
The impact on Professional Dentist Reputation: Patients who experience frequent scheduling problems get unsatisfied and begin to doubt the dentist's professionalism and organisational abilities. Patients lose confidence in the dentist as a result, harming their reputation and facing lawsuits or investigations.
Impacts on Financial income: Often making mistakes or errors with appointments can result in delays and missed patient appointments, which have a negative effect on the practice's financial performance. As loss of earnings arises from continual errors, cancelled or postponed appointments.

· Effects on Patients:
Treatment Delays: Patients may have to reschedule or wait longer than expected because of appointment errors, which can cause serious delays in patient care. Delaying required procedures can prolong dental health concerns.
Decrease Standard of Dental Health Care: A demanding schedule can encourage dentists and dental nurses to rush through treatments, which will lower the standard of Dental Health care. Inadequate attention and care given to patients, can result in unfinished treatments or underlying conditions going unnoticed.
Patient Anxiety and Frustration: Visiting the dentist can be a stressful experience. If there are appointment-related issues, such as lengthy wait times or rescheduling, patients can get even more anxious and frustrated, which can worsen their overall experience.
Loss of Trust: Patients' confidence in the practice can be affected by continuous scheduling problems. Patients may seek treatment elsewhere, which can result in a loss of business, when they feel that their time and attention are not prioritised.

***What next?
In order to provide excellent patient care, keep things running smoothly, and guarantee the happiness and well-being of both staff and patients, it is imperative to address and minimise these errors to improve.


Grid Analysis
Below is a Grid Analysis commonly used as a decision-making technique. A Grid analysis is a decision-making method that compares and assesses several possibilities based on a set of criteria. It is sometimes referred to as decision matrix analysis, Pugh matrix analysis, or a weighted scoring model. It is especially helpful when making decisions involving multiple variables with varying weights. (Smith, J., & Brown, L. 2021)
This technique can help the Dental practice environment focus on improving the booking system and evaluate a wide range of solutions suggested from all individuals affected, to identify the most appropriate action going forward. 
Factors
Weights
Cost  Time  Beneficial to all Improvement to system  easy to use
   2            5                5                                     5                                          5
Weekly Meetings
Monthly Staff Training
Daily Update Briefings
Regular Staff Appraisals
Patient Feedback Forms
   0           1                5                                     5                                           5
  0             1               4                                    5                                           4
   0             0              5                                    5                                         5
   0            3               5                                    5                                           5                    
  4               2              5                                    5                                           5
Total Affectivenes
80
75
75
90
93

Grid Analysis Summary/Outcome
As part of the solution of the problem solving, it is important to possibly consider all main suggestions for improvement as mentioned within the grid highlighted on the left-hand side, against the top highlighted section of;
· Cost
· Time
· Beneficial to all
· Improvement to system
· Easy to use
These are rated on a scale of 0-5 pending on how these suggestions can affect the above top row of resources to consider when deciding on the solution. 0=zero affect of outcome to 5=positive affect/outcome.
By analysing the grid, it clearly shows that Patient feedback forms are a better option towards tackling the solution, even though it may affect the costs of buying bundles of paper and ink for the photocopier, it is worth it financially overall. The reason for this is, without the patients trust, there is no financial income resulting in the loss of the Dental practice the business and staff job losses. As mentioned previously, as it is not an option to change the laws, policies and procedures of the NHS contracts the next best option is to change how to improve the dental environment to gain the trust of those who need the best of Oral health care and support. 
Patient feedback forms can give an insight and sometimes harsh truth into how as a practice, staff can work towards a happier, healthier environment and still meet the contracted requirements of the NHS without losing financially and disrupting the booking system.
Communication, support, and time are key between all areas from Health Boards, Dentists, Dental nurses, Receptionists to and from patients. With also regular suggested staff weekly meetings to daily briefings, In-house booking system training days and Health board updates. These are priceless suggestions that can see large daily improvements to the disorganised booking system that causes the stress and errors that come with overbooking and overworked dental environment and dissatisfied frustrated, angry patients.
Although all areas of the booking system improvements are now considered as incredibly important these need to be maintained daily to avoid future disruptions from arising again. To ensure this, a Gantt Chart is extremely useful as this shows Who is responsible for individual tasks, What, When and How. 
This is an efficient visual tool for organising tasks. A Gantt chart shows the sequence of tasks, duties, and responsibilities in a project. Because of its simple and efficient way of representing project timetables, the Gantt chart—is named after its creator, Henry L. Gantt, who created it in the 1910s it is has proved to be an essential tool in project management (Geraldi & Lechter, 2012).

Gantt Chart
Creating a daily Gantt chart for a seamless dental appointment booking system entails allocating time for several actions necessary to guarantee effective appointment booking. Procedures including patient registration, arranging efficient and effective lengthy appointments, follow-ups, reminders, treatment preparation, payments and reviewing patient feedback forms can be considered a part of this system. A summary of the daily responsibilities and their everyday checks. An example of this is provided below, each of these tasks are allocated to each individual dental staff, as part of teamwork to ensure a successful daily dental environment.
Daily Gantt Chart example;
[image: ]

This Gantt chart illustrates the dental appointment scheduling process. The workflow over a few days is visible in the chart, which shows the start and finish dates of each task. By assessing this weekly, allows room for concerns and improvements to ensure best practice.

Stakeholders
Within the Dental Practice the Stakeholders are people or organisations with an interest in the success, operations, and results of the dental practice. The stakeholder theory was developed by Freeman (1984).
According to Freeman's (1984) stakeholder theory, businesses should consider the interests of all stakeholders in addition to achieving higher value. This approach highlights the need for businesses to manage themselves in a way that is both fair and beneficial to all individuals concerned, developing an increased awareness of business responsibility.
1. Internal Stakeholders concerned
Dental professionals oversee treating patients, creating treatment plans, and making all clinical decisions. They are the main providers of dental care.
Dental hygienists: Assist dentists by offering patients preventive treatment, such as teeth cleaning and oral health education.
Dental assistants: Manage patient care arrangements, support dentists during treatments, and often take on administrative/reception responsibilities.
Administrative staff members manage appointments, take care of patient information, payment, insurance claims, and general practice administration. They also include office managers, receptionists, and payment experts.
Dental technicians: If the clinic has a lab off site, these people create dental appliances like crowns, bridges, and dentures for patients.
Partners/Owners of the Practice: In situations where a dental practice is owned by one or more dentists, the owners are important stakeholders who are worried about the practice's operational and financial stability.

2. People from outside the company are called External Stakeholders
Patients- are the practice's main customers, and their health and well-being are vital to its success as a business.
Suppliers - are businesses that offer the tools, supplies, and other items required for a dental clinic to run.
Insurance companies -are responsible for handling claims and payments.
Regulatory Bodies: Establishments (such as local health boards and the GDA/GPA) that enforce adherence to health-related laws, licenses, and standards.
Local Community: This includes referral networks and community organisations in addition to the public that the practice serves.
Banks and other lenders - that finance the practice's operations, growth, or equipment purchases are referred to as financial lenders.
Educational Institutions- Dental schools and continuing education providers that offer training and professional development for the dental team e.g. Colleges of Dentistry.

Each of these stakeholders plays a critical role in the success and smooth operation of a dental practice, contributing to its financial health, patient care quality, and long-term sustainability.

Successful Communication to all Stakeholders
To ensure all stakeholders internal and external are kept update to date with any changes to improve the dental practice environment and appointment booking system changes, it is important letters, phone calls and emails are sent successfully with acknowledgement from all involved. Also, updating changes via social media.

Overall summary of Improving the Appointment Booking System
By identifying the root of the problem being a dis-organised Appointment booking system having no consistency or set in stone procedures. With welcoming all suggestions from all the dental team and patients to improve the appointment booking system by following the procedures, checklists and systems put into place, this will slowly change the way the appointment booking process functions. Therefore, eventually building back up the trust between dentist and patient. It will also improve in areas that affected staff mental health to ensure a smooth-running happy environment.
It is with the upmost of importance that these are maintained and monitored closely by Management, to avoid Appointment Booking errors. With regular meetings with staff, ad-hoc checks, training, and support. Also continuing to provide the patients with feedback forms to help the dental practice continue to grow and develop. 
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