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Development of a Job Competency Model of a Dental
Intermediary—Manager Using the Delphi Method
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Department of Dental Hygiene, Namseoul University, General Graduate School, Cheonan 31020,
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The purpose of this study was to identify job competencies of a dental intermediary-manager and to develop a job competency model, First, job
competencies were extracted from literature review, Next, a focus group interview was conducted with a total of 5 people to prepare a draft of job
competency model for dental intermediary-manager, Finally, a Delphi survey was conducted with 32 panels, A job competency model for dental
intermediary-manager consisted of 6 groups which were dental business management, medical support, human resources management,
communication, customer management, leadership, self-control and attitude, Subsequently 25 sub-competencies and 95 behavioral indicators
were developed, The job competency model will be able to provide basic data for the development training programs to improve the competency
of dental intermediary-managers.
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| Development of job competency model for dental intermediary manager |

| Stages | | Research description/method |
Stage 1 - Literature review for competency modeling
* Result: 6 clusters, 25 components and 188 indicators
» Focus group interview
Job « Subjects: dental hygienics professor 1,
competency intermediary manager 2, dental hygienics doctorate
model draft couse 2
« Result: 6 clusters, 25 components and 125 indicators
Stage 2 - Delphi survey repeated third
« Delphi panel: 32 (intermediary manager 26, professors
Final job of dental hygiene faculty professor 2, dentist 2,
competency dental coordinator 1)
model « Result: 6 clusters, 25 components and 95 indicator

Fig. 1. Research framework and procedure.
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N: no. of total case
N,: no. of case answering 'valid'

Fig. 2. Content validity ratio (CVR) calculation formula.
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Table 2. Draft of Job Competency Model

Clusters

Components

Behavioral indicator

Dental business management

Medical support

Human resources management

Communication and customer management

Leadership

Self-control and attitude

Planning

Marketing

Information management
Outpatients administration
Medical management

Dental health insurance claim
Instruments and goods administration
Infection control

Safety management

Staff cultivating

Job training

Command and control

Boss relationship management
Conflict management
Communication skill
Counseling skills

Customer service

Customer complaint management
Motivation

Change management

Sense of responsibility
Self-development
Professionalism

Stress management
Vocational ethics

W

hnm WUk, ONWLWNUNUNRN PR D PR DWW LU 0 R W




J Dent Hyg Sci Vol. 17, No. 2, 2017

Table 3. Example of Primary Delphi Survey

Clusters Components CVR Interquartile range Mean+SD
Medical support Outpatients administration 0.43 3~5 3.93+0.87
Medical management 0.62 4~5 4.09+0.87
Dental health insurance claim 0.43 3~5 3.93+0.96
Instruments and goods administration (delete) —0.13 3~4 3.48+0.91
Infection control 0.43 3~5 3.93+0.93
Safety management 0.56 4~5 4.09+0.89
CVR : content validity ratio, SD: standard deviation.
Table 4. Example of Secondary Delphi Survey
Clusters Components CVR Interquartile range Mean+SD
Medical support Outpatients administration 0.68 4~45 4.09+0.65
Medical management 0.87 4~4 4.12+0.61
Dental health insurance claim 0.61 4~5 4.16£0.89
Infection control (delete) 0.35 3~5 3.90+0.90
Safety management 0.81 4~5 4.19+0.70

CVR: content validity ratio, SD: standard deviation.
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Table 5. Job Competency of Dental Intermediary Manager

Clusters Components

Behavioral indicator

Dental business ~ Planning
management

Marketing

Data management

Financial accounting management

Medical support  Outpatients administration

Medical management

Dental health insurance claim

Infection and safety management

Together with the management (dentist), participate in vision setup process.

Specify the setup vision and establish an objective clearly.

Analyze jobs systematically to achieve an objective and establish a plan.

Share and communicate with organizational members to help them understand
the setup vision and objective.

Collect materials for marketing plan (local market survey, success hospital
cases, and characteristics of customers).

Analyze the collected materials and establish a marketing strategy for hospital.

Make adjustment and support in order to develop differentiated marketing
activities of hospital smoothly.

Analyze marketing performance and actively participate in improvement
activities.

Manage computer programs and communication systems.

Collect and manage the materials relating to hospital, such as customer
information and sales.

Find a way to manage hospital information and customer information safely.

Share a variety of information for job performance, such as laws and policies,
with organizational members.

Manage the overall income and expenditure of dental clinic.

Manage tax invoices and receipts.

Manage the overall documents relating to the accounting process of dental
clinic.

Register and manage each patient’s personal information, insurance type, and
others.

Manage waiting customers in consideration of booking status and clinical room
status.

Help to apply customer information (whether to have a body disease, address,
and customer needs) to diagnosis and treatment.

Issue and manage the overall documents of dental clinic (e.g., diagnosis and
treatment document, prescription document).

Manage accounts receivable.

Create and support the environment for smooth clinical service flow (proper
assignment of dental hygienists and determination of work priority).

Make an effort to provide the specialized dental medical service for customers.

Find the body disease relating to oral disease, drugs, and habits and make a
proper application.

Understand the overall situations occurring in medical service and make a
proper response.

Review and manage the history of an insurance claim in accordance with
medical care expenses standard.

Share the criteria of revised medical insurance fees with hospital members.

Review an error or an omission of medical insurance fee calculation and
manage to prevent such a case.

Make support and management to help members perform their jobs in
accordance with infection control guidelines.

Inspect checkpoints of infection control and provide education regularly.

Create the environment for the safety of customers and staff.

Actively intervene in emergency and share cases with members to prevent
recurrence.

Find a plan to prevent safety accidents and provide education regularly.
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Table 5. Continued

Clusters Components Behavioral indicator
Human resources Staff educational training Share my experience and know-how to apply customer management and
managemen consulting education.

Command and adjustment

Boss relationship management

Conflict management

Recruitment management

Welfare benefits
Communication and Communication skill
customer management
Counseling skills

Customer service

Provide and support educational information and opportunities to improve
staff” competency.

Make an effort to provide a person in charge of education and enhance new
staff” competency.

Plan and evaluate practical education to help staff perform their jobs
smoothly.

Develop work manual, and change and update it in line with changes.

Delegate work, authority, and responsibilities to improve staff” ability.

Assign jobs in consideration of each employee’s personality and
achievement ability, and make support and management to help them
work on their own.

Share schedules (e.g., operations, hospital events) with members and
prepare cooperative system.

Clearly divide jobs between dental hygienists and those in other work
types, and make management to prevent legal issues.

Constantly evaluate and feedback staff” work with work evaluation
criteria.

Coordinate opinions of the management (dentist) and staff and act as the
channel of communication.

Understand and support the management (dentist) philosophy of medical
service.

Report the problems with diagnosis, treatment, and other jobs in dental
clinic.

Create the environment and atmosphere to solve conflicts between the
organization and staff.

Create the equal work culture regardless of position and education.

Find a cause of a conflict immediately and take participation and
adjustment to solve the problem smoothly.

Actively intervene in complicated staff problem and give support in order
to solve it in the dimension of the management (dentist).

Establish a plan of human resources in consideration of staff’s workload
and proper size of human resources.

Hire the persons fitting the vision and objective of dental clinic.

Create the tool and manual for recruitment and interviews.

Prepare a differentiated welfare benefit system to improve staff’s quality
of life.

Propose a welfare benefit plan in line with staff’s requirements and
hospital conditions.

Create the comfort environment for staff, such as a resting place.

Find other people’s characteristics for communication.

Properly communicate in consideration of other people’s characteristics.

Make an effort to improve the communication skills of the members in
hospital.

Plan a consulting program applying customers’ needs.

Observe customers’ psychological and emotional conditions and perform
consultation and intervention with an interest in changes.

Make an effort to improve consulting skills for patient satisfaction.

Manage the customers to be checked before and after treatment.

Conduct a causal analysis on the customers who fail to visit the clinic after
booking and come up with measures.




Table 5. Continued

Clusters Components

Behavioral indicator

Customer complaint management

Leadership Motivation

Change management

Sense of responsibility

Self-control, and
attitude

Self-development and evaluation

Professionalism

Stress management

Vocational ethics

Accurately understand customers’ requirements in advance and process them.

Develop and apply a plan for customer satisfaction.

Create the hospital environment for customers’ physical comfort and
psychological stability.

Provide an educational program and information for improving patients’ oral
health.

Find the causes of customer complaints and solutions.

Make an effort to solve customers’ complaints smoothly.

Share the cases of customer complaints with staff to prevent recurrence.

Accept staff’s work performance and give fair and proper rewards to them.

Discuss the decision-making issue requiring staff’s participation, together
with all members.

Take an attitude of setting an example as a leader.

Find staff’s potentials and motivation factors to motivate each one properly.

Prepare the creative atmosphere for changes and improvements and establish
a cooperative system with members.

Make a ceaseless effort to improve and lead changes and development.

Introduce and settle the factors necessary to develop the organization in line
with external environmental changes.

Do not shift my jobs to other staff.

Have responsibility for the problems arising in my team as a leader.

Have responsibility for the problems arising from myself.

Process my jobs with responsibility within a given period.

Make an effort to improve more improved work performance ability than
before.

Make an effort to obtain relevant knowledge, skills, and other abilities
through constant relationship with intermediate managers and seminars.

Make an effort to judge and behave reasonably in work performance.

Take an attitude to accept the advices of seniors and colleagues.

Make an effort to accept something new, such as professional knowledge and
skills.

Make an effort to have a sense of achievement of jobs through the
occupational pride as dental hygienist.

Fully understand the skills, knowledge, and laws relating to jobs.

Find a way of predicting and preventing stressful situations and conditions.

Find a solution to deal with severely stressful situations properly.

Make an effort not to let my stress influence others.

Accurately make a record and a report.

Process jobs in the way of drawing a line between public and private matters.

Recognize that my behavior can influence dental clinic and its members and
make an ethical selection always.

Comply with vocational ethics and make an effort not to damage the
reputation of dental hygienist.
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