
 

Standard Operating Procedures for All Dentists. All rights reserved by Marsha Freeman & Associates. Other than for in-office copies reproduced for 
noncommercial purposes, no part of this report may be reproduced in any form or by any electronic or mechanical means including information storage 
and retrieval systems without written permission from the publisher. For further information, you may contact us at P.O. Box 68, Nipomo, CA 93444, 
telephone (800) 253-2544, fax (805) 929-0931, websites www.sops.com and www.marshafreeman.com. 

MANAGEMENT SOPS BOOK 
Table of Contents 

 

SECTION I 
New Employees Placing An Ad (How To Call In, On Line Advertising,  Samples, Etc) 

Application Process (Forms And How To Analyze Them) 
Screening Applicants On The Telephone (Questions To Ask) 
Interviewing Job Applicants (Who And How, Documentation) 
Checking  References (Form To Use, Questions To Ask) 
Orientation Day 
Creating A Personnel File 
Counseling Employees 

 
The first 9 tasks include 
information and forms 
from Bent’s book however 
they need to be customized 
and sopified for how you 
use them. 

Written And Verbal Warnings (When, How, Examples) 
 Decision Process (How To Notify New Hire And Those Not Hired) 
 Training Schedule For Business Office 
 Training Schedule For Clinical Area 
 90 Day Evaluation 
  
SECTION II 

Staff Management Annual Performance Reviews 
 Job Descriptions (When To Update Or Change, How To Use) 

 Task Inventories (When To Update Or Change, How To Use) 
 Staff Work Schedules 
 Maternity Leave 
 Other Leaves Of Absences 
 Work Injuries 
 Requesting Time Off 
 Tracking Attendance (Stated Standard, Form Used, Counseling) 
 Giving Feedback (Please Let’s Sheet) 
 Staff Shortages (Changes In Operations, Temporary Help) 
 Supervising Clinical Staff  (Patient Flow, Task Assignments) 
 Supervising Business Staff  (Daily Goals, Task Assignments) 
 Clinical Monitor/Patient Flow (How To Document, Analyze)  
 Documentation Of Incidents 
 Requests For Job Reference 

 Enforcement Of Code Of Conduct 
 Providing References For Previous Employees 

  
SECTION III 

Staff Motivation Team Vote 
 Incentive Program 

 Staff Praise And Recognition 
 Holiday Celebrations And Group Events 
 Creating A Team Agreement 



 

Standard Operating Procedures for All Dentists. All rights reserved by Marsha Freeman & Associates. Other than for in-office copies reproduced for 
noncommercial purposes, no part of this report may be reproduced in any form or by any electronic or mechanical means including information storage 
and retrieval systems without written permission from the publisher. For further information, you may contact us at P.O. Box 68, Nipomo, CA 93444, 
telephone (800) 253-2544, fax (805) 929-0931, websites www.sops.com and www.marshafreeman.com. 

 
SECTION IV 

Operations Setting Up The Computer W/ Treatment Days, Dr. Hyg, Sealant, IV 
 Managing Recall 

 Chart Audit 
 Recall System Effectiveness 
 Office Security Check List 
 Computer Operations: Updates Back-Up, Trouble Shooting 
 Managing Patient Finances 
 Making Collections A Team Approach 
 Monitoring Sheets 
 Managing Dental Supply Cash Flow 
 Saving On General Office Supplies 
 Communicating With The Special Needs Patient 
 Office Layout: Diagrams 
 Inventory Control 
 Iv Days 
 Hospital Cases 

 Telephone System 
 Answering Service 

  
SECTION V 

Meetings Morning Huddles  
 Staff Meetings (Prep, Agenda, Facilitation) 

 Staff Meeting Notes  
 Managing Staff Meeting Action Steps 
 Management Meetings 
 Consultant Training Days 
  
SECTION VI 

Administrative Benefits Admin (Med Ins, Retirement, Vacation, Sick Time, Etc)  
 Updating And Implementing New Fees 
 Workers Comp 
 Malpractice Ins. 
 Processing Mail 
 Continuing Education 
 Convention Attendance 
 All Monitors, Logs, And Necessary Documentation 
 Licensing And Other Requirements 
 Magazine Subscriptions 

 Correspondence 
 Liaison With Advisors 
 Monthly Reports To Consultant And Other Advisors 



 

Standard Operating Procedures for All Dentists. All rights reserved by Marsha Freeman & Associates. Other than for in-office copies reproduced for 
noncommercial purposes, no part of this report may be reproduced in any form or by any electronic or mechanical means including information storage 
and retrieval systems without written permission from the publisher. For further information, you may contact us at P.O. Box 68, Nipomo, CA 93444, 
telephone (800) 253-2544, fax (805) 929-0931, websites www.sops.com and www.marshafreeman.com. 

 
SECTION VII 

Financial Management Office Financial Policies And Options  
 Processing Payroll 

 Issuing Refunds  
 Credit Balance  
 Monthly Computer Reports 
 Production Goals And Scheduling Protocols (Mgt Prospective) 
 Processing Invoices 
 Accounts Receivable Management 
 Collection Activities 

 Ordering Supplies 
 Budget Objectives 

 Banking Protocols (Deposits, Phone Calls, Etc) 
 
SECTION VIII 
Communication Protocols Inner Office Memo System 

 After Hour Calls To Doctor (When Is It Appropriate, What #, Etc) 
 Emergency Contacts 
 Calls For Dr. (Who Gets Through, Your Communication Role) 

 Documentation  
 Use Of Internet And Email By Staff 

 
SECTION IX 

Advisors and Vendors List With Names And Contact Information (Who To Call For What) 
 Mailing Reports 
 
SECTION X 

Conflict Resolution Agreed Upon Techniques And Verbal Skills 
 Facilitating Discussion 
 When To Call For Help Or Involve Dr. Chin 

 
SECTION XI 
Promotion & Marketing Gifts To Patients And Referring Doctors 

 Educational Material  
 Holiday Decorations 
 Tracking Referrals 
 Progressive Thank You For Referrals 
 Nine Moments Analysis And Customer Service Goals 
 Patient Satisfaction Surveys 
 Dazzle Cards 
 
 
 



 

Standard Operating Procedures for All Dentists. All rights reserved by Marsha Freeman & Associates. Other than for in-office copies reproduced for 
noncommercial purposes, no part of this report may be reproduced in any form or by any electronic or mechanical means including information storage 
and retrieval systems without written permission from the publisher. For further information, you may contact us at P.O. Box 68, Nipomo, CA 93444, 
telephone (800) 253-2544, fax (805) 929-0931, websites www.sops.com and www.marshafreeman.com. 

SECTION XII 
Regulatory Compliance OSHA 
 HIPAA (see separate section) 
 Fire Marshall Safety 
 
SECTION XIII 

Facility Management Janitorial  
 Repair And Maintenance 

 Equipment Maintenance 
 Storage Management  
 
SECTION XIV 

Parent Issues Dismissing A Patient 
and Difficult Situations Managing Upset Patients 

Consent For Treatment 
Financial Options And Policies 
Divorce Situations 

Create this section as 
questions are asked and 
answered. 

Transfer Of Records 
 
SECTION XV 

Referring Offices Sending Records And X-Rays 
Requests and Questions Financial Information (Do Not Share) 

  
  
SECTION XVI 
Total Quality Management Sops Updates 
 Complaint Logs 
 Satisfaction Surveys 
 Analyzing Incentive Sheets 
  
SECTION XVII 

HIPPA Communicating Privacy Practices To Our Patients 
 When An Authorization Is Needed 

 Patient Revocation Of Authorization 
 Verification Of Identity 
 Applying The Minimum  Necessary Standard 
 Business Associate Agreements 
 Staff Training Of Privacy Policies And Procedures 
 Discipline And Sanctions For Violations Of Privacy Policies 
 Patient Complaints 
 Right To Access 
 Request To Amend Record 
 Accounting For Disclosures 
 Disclosures Log 



 

Standard Operating Procedures for All Dentists. All rights reserved by Marsha Freeman & Associates. Other than for in-office copies reproduced for 
noncommercial purposes, no part of this report may be reproduced in any form or by any electronic or mechanical means including information storage 
and retrieval systems without written permission from the publisher. For further information, you may contact us at P.O. Box 68, Nipomo, CA 93444, 
telephone (800) 253-2544, fax (805) 929-0931, websites www.sops.com and www.marshafreeman.com. 

 Request For Restrictions On Use Or Disclosure 
 Request For Alternative/Confidential Communications 
 Faxing 
 Email 
 Summary Of Computer Programs 
 Virus And Hacker Protections 
 Paper Records Handling And Storage 
 



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


