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The Office Manager is a mandatory position in any dental office. In 2015, the
Dental Office Managers Association of Canada was founded in response to the
need for resources, education, and the facilitation of hiring qualified individuals
for those positions.

Today, | have invited Alex Zlatin, the founder of the Association and he is here to
tell us more about this new organization.

Alex, thank you very much for taking the time to speak with me today, | am
happy to have you on this Oasis Conversation.

This is a federally incorporated not-for-profit organization that I've created in
response to the lack of resources and information that office managers face.
there's nowhere for them to go to ask questions and learn about best practices
or share challenges and get solutions. As part of my day job the association is a
passion of mine and something that | do a on a volunteer basis. | serve as the
executive director and we have a very good team of volunteers from the
industry who are passionate about creating this type of resource, because
exactly as you said, it is a crucial position with no real resources and no real
formal education. And, what I've discovered is that in every clinic, the office
manager does something different: they share the challenges, they try and
overcome them in various ways. Some stories are more successful than others.

But one thing that they all had in common was that they weren't really sure
about what constitutes their role, what their job description is or what their
responsibilities are. And oftentimes, even when they did know about the job
and the responsibilities, they were not really given any training for it or any
clear expectations. And, what that creates in turn is a very problematic formula
to establish trust, because as the dentist owner hires an office manager, the
unsaid expectation is that they know how to be an office manager. But the
reality is that no one really knows what it is that they should be doing. The
association was created to build a community of office managers, of people
within the dental industry, and within that community, to use the knowledge of
the masses, share best practices, share challenges, share ways to overcome
these challenges, and speak with each other on the same level.

Also, the association aims to be a resource for office managers because they
don't really have anyone to ask and they are isolated. They have all these
responsibilities but do not have the tools or the knowledge that is needed to
perform them. And lastly, we would like to be able to establish professional
standards for office managers, certain parameters that define the knowledge
and education that office managers must acquire in order to be qualified to hold
the position; whether it's experience or a specific knowledge. And, that's what



CDA
asis

Chiraz:

Speaker 2:

Speaker 1:

New Speaker:

Speaker 1:

Speaker 2:

we're currently working on: to develop those standards and eventually turn
them into certification for the profession nationwide.

So, basically, you're trying to come up with a standardized job description for a
dental office manager, and at the same time delineate the roles and
responsibilities of everybody in the dental office which is a great objective and a
great vision. What are some of the services that are already available through
the association?

So, right now the extent of our offering is a forum and a Facebook group in
which our members can participate and hold conversations. We've been
focusing a lot on building a bigger and larger member base, because as you
know, the association is as powerful and important as the sum of its members.
So, one of our main goals is to grow our member base. We also offered multiple
webinars in the past and we plan to offer more in the future. For example, the
webinars we offered so far evolve around building a trust relationship with the
dentist owner, around managing the practice finances, a very important aspect
of the office manager's job, and around privacy because this is a big concern,
particularly in Alberta where the Privacy Commissioner has been trying to get all
dental clinics on par with the legislation of the Health Information Act. The
webinar concept is about sharing information and inviting the experts in those
particular areas to speak to our members and give them the information they
need to make proper decisions and manage their responsibilities better.

And, what are some of the services you aspire to offer to your membership in
the future?

For the future, one thing we are currently working on is developing
fundamentals and standards for certification. We're working with our advisory
board which is comprised of accomplished office managers and one dentist, and
we're looking for more volunteers to spread the message and hopefully grow
our members base exponentially. We're working with some educational
establishments to explore the possibility of developing formal educational
programs for a formal nationwide certification process that will ensure that
when dentists hire an office manager, they are certified. That would give the
dentist an understanding that they know the basics.

Now, if you were to pitch your message to office managers or anyone else, what
would your elevator-rider message be?

What the association is about, is creating a community of like-minded
individuals who are passionate about managing a dental practice. If you want to
be part of that community and share ideas, best practices, and challenges, the
association would be the place for you to become a member. Membership is
free, so there are no strings attached; and that's wonderful. Another element to
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this is: if you are an office manager, you want to take pride in what you do. In
addition, you would want to be formally certified as a professional in your
specialty. So, the association will allow you to achieve that as well. And, the
third and most important element is having access to experts in their field of
specialty, having subject matter experts that you can connect with to get the
answers to your questions and challenges. And, this is what we're all about.

Perfect. Alex, thank you very much for speaking with me today. Taking the time
out of your busy day and | hope to host you again. Good luck with everything

you do.

Thank you very much. I'm always happy to chat with you.



