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Objectives: The purpose of this study was to analyze the duties of dental coordinators using the DA-
CUM technique and to develop a practical training course for dental coordinators based on the results,

Methods: The curricula for clinic coordinators across 20 educational institutions were analyzed, A board
of DACUM specialists was assembled to analyze the role of dental coordinators and to develop a practi-

Results: First, after analysis, we selected 8 duties and 34 tasks that should comprise the role of a
dental coordinator, and the number of major tasks was 21, Second, the educational program for dental
coordinators developed in this study consisted of a total of 60 hours, including 42 hours of lecture and
18 hours of practice, A pre-requisite curriculum and a final curriculum were developed, and the detailed
educational contents and supplies were outlined for each subject, Third, after comparing it with the
existing clinic coordinator curricula from 20 educational institutions, the curriculum based on DACUM
contained 11 additional fields,

Conclusions: This study developed a more specialized, detailed, and practical dental coordinator cur-
riculum based on DACUM. It is expected that more dental coordinators could be trained more profes-
sionally with this curriculum, and it could lead to further improvement of the curriculum,
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M E

are] 4 STk A AAS AT o o)A B slel
ofzAju] 2ol Thdt Thept 1710 27 Y UTTylolE i of
o] FE7 o]t HEehe A% HUoA HUF G| 43 sty
24 Al st Q. Bl lolele S5 olgAl
2875 32717 9191 5] 7131 A QI Tt
L AROR, 34 AR 4 4 W dlokue] W oke) 9]
0% TGt o) 915 170] Sejot BAle] QloiA s AR o3

olEle] €3he] FaAS SISt Yelule 11 Qlelo] ol
g e o] elo] it 47

©
i
1o
=
oo
R
o
-
Hir
£
)
dlo
o
o
rC'
S
4
39,
.

Copyright © 2018 by Journal of Korean Academy of Oral Health

® This is an open-access article distributed under the terms of the Creative Commons Attribution Non-Commercial License (http://creativecommons.org/licenses/by-nc/4.0/), which permits unrestricted
non-commercial use, distribution, and reproduction in any medium, provided the original work is properly cited.

JKAQOH is available at http://www. jkaoh.org

pISSN 1225-388X | elSSN 2093-7784



188
J Korean Acad Oral Health | 2018;42:187-198

ket AT vlo]e L N3 - S| UL T AP
7\, A9t W71, O B 5 B Tl 7]
TR DRI FASEA B BRIE o) %A
HOR olFolA| 1 gl Aol WAl Et ke dloleli=

3
e
K3
;

-
o
M

o
2
3

2
o
2
)
<t
r
2%

N
Y

>,
ok
2

o
L
©
H

o

= =

S TR WG Al B3 ST 9 7] a}
Aol A EHS LYkl oo W& H AIE Fo] =3t
Elof QA otk APAF A = AT A S AT
j=3 o]
jm}

| A
3B E AAHlL A er & 4 Qe

290 Aol WA lo]e] LEHAL A8l ol o]
A u) 9 BEE} RoHItk S, o 579 ATl HE X
Bacdlols] LeEAL 24

L
45| s aat,

e ] SN A AR B o]
o o]l 1 QAo 4] 714 A 0. g e o] vl

A(DACUM) 7| o]t}

dlo]A(DACUM)®|gt ‘Developing A Curriculum’ @] &%
2A AIIFE et EEEE JYEA7HS Tt
Getty 572 DACUM 7]%o] 3 ¢ Hofof| A 3x]= oF
o} ZrA-& AA o=t uf$- EI}H o] TheFst A AP
AT 4 Qs AEAA, 7T, HEE Aok 1S S
Fgtz]ojof o= £ 22 IS Ags) Fokal o1, Willett
& Hermann'"9] @70 % DACUM 7|0 & AEALe e
o o2 A AEAY Brp 27} o& S7HETHL 5te] DACUM
719e] SAT T84S Aololtt. ol2fet B AHoR o
st 2| FHofo] WLHA ik Atof Al DACUM 7)ol gho] &
S0 R I Qe

2 A= ARATE S0 E1E DACUM 719 9] efd/d =
ofg] 7HA] AHL wlEro 2 DACUM 71 og X atHtiy|o]E 9]

AR BAS}T o] 2f3t A0S Erf2 Autmedlole] A5 1
F332 Aistol Azraridolele] Ae) AR B3t % 7

3o =go] ¥ 17} 3},
AFCHY L Y

1. A0

Ao s Hdstyols vXAAS I4S Yot
U= A ST TS 2035 AAste] 2ARsHAL, DACUM A
B7F 9193]9] AL g A4 7|0 sl A= X3k
ylolefel 3 109 o4 LA E o] Sl X TJAYAR 391, X2}
FoylolH 2 dAFEA ol A 104 o4} L5813 9l X FF Y]
olg] 201, YA o|E Tl wSr|Te] R L5 Fol A
71191, Ao vlol g A AR 191, AT cidlo] el A 7t
58 ke A At i 1919] ¥ 89S 2 A sk

1

2. APHpY

BT ole] LS BAE 96 AT 287w o
o Elolx] ul A2t 2ARHAT LTS, Nakaiclvlele) By
N G, B WA FS HaL B

ot DACUM =%
57 99 98 A AEI B 24
H

2 AA] gl ARE Rl ol S8l U= =
A 4= A= ek E3 s dSolA S8kl eret Ay =
[e]

S S CUAER
% 4310 24 AHAAT A2 1319 342 A Lasige
ul, v} g F B A7AE 9] AnE gl dz A
831 57} o]0 wol 574 4 2laigict. DACUM 7] 88 53 2]
Szl dol el W& A HAH Table 13} 2,

ERE

—

sl Trlole] Tl W87 2030) WY W - o]

1. $RAC|YolE 87| Te| BTN L L4S bl

Table 1. Development process of job analysis and practical curriculum for dental coordinator based on DACUM

Step
1 step Preparation for dental coordinator job analysis

Process & contents

After DACUM committee selection, we send e-mail about DACUM and two hours of lectures at a time before workshop

2 step 1st DACUM workshop

Development of job analysis and occupational specification of dental coordinator through meeting of DACUM expert committee

members
3 step 2nd DACUM workshop
To develop a task Specification based on the job analysis
sessed and the key tasks were analyzed
4 step 3rd DACUM workshop

table developed at the first meeting, the dental coordinator task level was as-

Determine training time according to key tasks and priorities and develop KSA-Matrix for each task

5 step 4th DACUM workshop

Final development of practical curriculum for dental coordinator through 4 DACUM workshop results and survey of hospital coordina-

tor institution
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Duty Task
A A-1 A-2 A-3 A-4 A-5
External . )
customer Answerthe | o ootings Reception Guide the Measuring
management phone waiting room vital signs
A-6 A-7 A-8 A-9 A-10
Explain Manage
Guide to the treatment ) Receive accounts and
clinic details and ST money external
reminder customers
A-11 A-12 A-13
Manage
complaint Consulting Education
customer
B B-1 B-2 B-3 B-4 B-5
Internal Manage Education | Medical staff | CoOrdination | Welfare
customer information | management | scheduling | ©f freatment benefits
management schedule management
C C-1 Cc-2 C-3 C-4
Manage medical M;n;gez?ggr | Document |Radiation fim | Insurance
records records management | management claim
D D-1 D-2
Check
Materials and remaining i
equipment materials and ﬁ:gggm;?naeﬁ
management purchase 9
materials
E E-1 E-2
Environmental Environmental Interior
and interior
management management | management
F F-1 F-2
Safety Management |Safety incident
management of theft management
G G-1 G-2
Administrative Promotion and| Computational
administration planning statistics
H H-1 H-2 H-3 H-4
Acqui ) Improvement
Self I(?q_umle Improvll_ng of foreign ImprO\;e
clinica counseling computer
developement knowledge skills language skills

ability

Fig. 1. Job model based on job analysis
of dental coordinator.
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Table 2. Occupational specification of dental coordinator

1. Occupational classification

Occupation name Korean A Z} ] d|o] g
English Dental coordinator
K.S.C.0. (NO) none
Field occupation name Dental coordinator
Functional level Level 3, which requires formal education at college level
Course Title Dental coordinator
Certificate none

2. Conditions required for job performance

Minimum education level More than a college

Appropriate age Over 21 years

Appropriate training institution Health related departments over college / Private training institution
Minimum Training Duration
1 to 3 months

Apprentice period 1 to 3 months

Physical constraint Visual impairment, speech disorders, hearing loss, infectious disease

Mental constraint A person who does not have understanding and judgment about work, People without arithmetic and spatial percep-
tion skills ,a mental patient

Vocational aptitude - Service spirit

- Counseling and communication skills

- Neat and clean appearance and kind image

- Computing statistical ability

- Computer skills

- Promotion, planning and marketing ability

- Documentation management ability

- Ability to acquire knowledge on clinical dentistry
- Ability to claim dental insurance

- Employee training and presentation skills

- Environmental and safety management ability
- Foreign Language Conversation Ability

3. Manpower training and employment path

Manpower training Institution ~ Education Health related departments of colleges and universities
Training Colleges and universities, lifelong education institutes, private Institutions
Employment route - Graduated from colleges and universities — employment

- Training institution completion — employment
- Dental clinics (dental clinics, dental general hospitals), Dental institution education person

How to employment - Public employment

- Recommendations from universities and educational institutions — document examining — interview
Occupational activity area - Dental clinics, dental general hospitals

- Dental institutions and companies
Promotion and transference <Promotion>

- Dental coordinator — Dental coordinator team leader — Dental coordinator head of department
- Promotion is not organized

<Transference>

- Transfer to other dental clinics (dental clinic, dental general hospital)

- Dental Consulting

- Dental-related company training person

- Health related occupations

4. Working environment conditions

Working condition In order to respond to the dental internal and external customers, it is required to complete the education system
and facilities and establish the dental computerization, statistics and insurance program for each dental contact
point.

Safety and hygiene In order to prevent infections in reception rooms, waiting rooms, consultation rooms, and clinics, infection control

such as regular disinfection should be thoroughly implemented
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Definition of dental coordinator

It is responsible for patient services, employee service training, hospital administration management, etc. in dental clinics. It coordinates the flow of treat-

ment and helps organize and operate the dental clinic.
Duty No Task

A Answer the phone
Greetings
Reception
Guide the waiting room
Measuring vital signs
Guide to the Clinic
Explain treatment details and reminder
Reservation

9 Receive money
10 Manage accounts and external customers
11 Manage complaint customer
12 Consulting
13 Education
Manage information
Education Management
Medical Staff Scheduling
Coordination of treatment schedule
Welfare benefits management
Management of medical records
Document management
Radiation film management
Insurance claim

CO ~I O\ U1 i W0 DO —

Archiving and management
Environmental Management
Interior management
Management of theft

Safety incident management
Promotion and planning
Computational Statistics
Acquire clinical knowledge
Improving counseling skills
Improvement of foreign language ability
Improve computer skills

N 0 DO — D /= D DD DO R 0 DD U R W0

Check remaining materials and purchase materials

Difficulty of task Importance of task ~ Frequency of task
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Table 4. Key Task

Training Needs Training methods
Duty No Task L8t rank ondrank  3rd rank Theoret.ical Fielq
education  education
A 1 Answer the phone [ ] ( {
2 Greetings [ ] { {
3 Reception [ ) { [
4 Guide the waiting room { { {
5 Measuring vital signs [ [ {
6 Guide to the Clinic [ ) { {
7 Explain treatment details and reminder [ ) ( {
8 Reservation [ J { {
9 Receive money [ { {
10 Manage accounts and external customers [ {
11 Manage complaint customer [ { {
12 Consulting [ ) [ ) [ )
13 Education [ ] { {
B 1 Manage information [ {
2 Education Management [ {
3 Medical Staff Scheduling [ ) (
4 Coordination of treatment schedule ( (
5 Welfare benefits management [ {
C 1 Management of medical records () { {
2 Document management [ { (
3 Radiation film management [ ) [ ) (
4 Insurance claim o [ [
D 1 Check remaining materials and purchase materials [ {
2 Archiving and management [ {
E 1 Environmental Management [ ) {
2 Interior management [ ) {
F 1 Management of theft [ {
2 Safety incident management [ {
G 1 Promotion and planning [ ( {
2 Computational Statistics ([ { (
H 1 Acquire clinical knowledge [ ) {
2 Improving counseling skills [ ] { L
3 Improvement of foreign language ability [ {
4 Improve computer skills ([ { {
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Table 5. Training time according to task priority

Training time (h.m)

Theoretical ~ Field
education education

1 A-1 Answer the phone 2 1
A-3 Reception 1 30
A-7 Explain treatment details 2 1
and reminder

A-8 Reservation

A-9 receive money

A-12 Consulting

A-13 Education

C-1 Management of medical
records

C-4 Insurance claim

G-2 Computational Statistics

H-4 Improve computer skills

2 A-2 Greetings

A-11 Manage complaint
customer

B-1 Manage information .30

B-2 Education management 1

C-2 Document management 1 30

C-3 Radiation film 30
management

G-1 promotion and planning

H-1 Acquire clinical knowledge

H-2 Improving counseling skills

H-3 Improvement of foreign
language ability

3 A-4 Guide the waiting room 30 30
A-5 Measuring vital signs 1 30
A-6 Guide to the Clinic 30 30
A-10 Manage accounts and 30

external customers
B-3 Medical Staff Scheduling 30
B-4 Coordination of treatment 30
schedule
B-5 Welfare benefits 30
management
D-1 Check remaining materials 1
and purchase materials
D-2 Archiving and management 30
E-1 Environmental Management 30
E-2 Interior management 30
F-1 Management of theft 30
F-2 Safety incident management 30
Total training time 41 18

Priority Task
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Table 6.1. KSA-Matrix for ‘External customer management’ job areas

K S A
A-1 o Necessity of telephone etiquette e Answer the phone e Kindness
Answer the ¢ The importance of telephone Response e Happy call method e Tenderness
phone ¢ The importance of happy call e Careful
o Clinical knowledge
A-2 e The importance of welcoming and returning ¢ Welcoming and returning response method e Neat appearance
Greetings e Importance of greetings e How to greet the situation e Bright smile
o Situation-specific greeting e Tenderness
A-3 ¢ Importance of reception * How to receive o Speed
Reception e Check of chief complaint  Hospital system e Kindness
e Necessity of personal information consent e Meticulous
e [dentifying new and old patients e Accuracy
A-4 ¢ The importance of waiting patient management e Waiting patient-specific management  Speed
Guide the e Understanding treatment flow e Kindness

waiting room
A-5

Measuring

vital signs

A-6
Guide to the
Clinic

A-7
Explain treat-
ment details
and reminder
A-8
Reservation

A-9
Receive money

A-10
Manage
accounts and
external
customers
A-11
Manage
complaint
customer
A-12
Consulting

A-13
Education

e Understanding patients who need to measure vital signs

¢ The theory of blood pressure, diabetes, body temperature,

pulse measurement

e Normal / abnormal range of blood pressure, diabetes,
body temperature, pulse

e Importance of guidance

o Understanding clinical knowledge
e Learn consent and reminder

e Importance of reservation management
e Clinical knowledge

e Importance of receive money
¢ Document management for receive money

¢ Understanding the cooperative firm
e External customer management importance
¢ Understanding treatment flow

¢ The importance of responding to complaints

e The importance of consultation

e Understanding clinical knowledge

e Understanding the cost of treatment
e Understanding Patient Psychology

e Understanding oral care by clinical case
e Understanding the use of oral hygiene products

e Blood pressure measurement
o Measurement of diabetes

¢ Temperature measurement

e Pulse measurement

e How to get to the treatment room

e Patient explaining method by therapy
® How to eye contact

® How to manage reservations
e How to use reservation program

e Account book report
¢ How to make an account book

¢ How to respond to cooperative firm and
external customers

¢ Respond method using Disc method
e How to respond by complaint situation

e Consulting by patient type
¢ How to identify patient needs
e How to use consulting materials

e Oral management method by clinical case
e How to use oral hygiene products

e Tenderness
e Experienced
e Accuracy

e Kindness

e Kindness
 Speed

¢ Tenderness

o Comfort

o Careful

* A sense of security
o Kindness

e Accuracy

e Deliberation
e Accuracy

e Consideration
e Decisiveness
e Accuracy

¢ Honesty

e Attentive

e Kindness

e Graciousness
® Speed

e Decisiveness
e Judgment

o Kindness

e Accuracy

® Honesty

o Reliability

e [ntimacy

e Accuracy

e Decisiveness
o Kindness

o Reliability
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Table 6.2. KSA-Matrix for ‘Internal customer management’ job areas
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K S A
B-1 e Collect and confirm internal customer information e [nternal customer interview method e Kindness
Manage e Importance of internal customer management e How to manage internal customers ® Decisiveness
information o Softness
o Tenderness
B-2 e Importance of internal customer education ¢ How to make educational materials e Kindness
Education e The importance of education schedule management e Presentation skill o Tenderness
management and evaluation e How to manage education schedule  Decisiveness
e Fducation evaluation method e Meticulous
e Accuracy
o Reliability
B-3 e [dentify and manage medical staff schedule e Check medical staff schedule e Accuracy
Medical staff e Coordination of medical staff o Speed
scheduling o Efficiency
B-4 ¢ Check treatment flow e How to use computerized system e Accuracy
Coordination of ¢ Understanding treatment content e How to coordinate treatment work o Speed
treatment schedule o Efficiency
B-5 e Types of welfare benefits ¢ How to manage internal regulations related to e Intimacy
Welfare benefits o Welfare benefits management congratulations and condolences e Accuracy
management ¢ How to manage business performance © Honesty
Table 6.3. KSA-Matrix for ‘Manage medical records management’ job areas
K S A
C-1 e Understanding the contents of medical records e How to manage and storage medical records e Meticulous
Management e Importance of managing medical records e How to manage the medical records room e Speed
of medical e Understanding of computerized medical records e How to process computerized medical records e Accuracy
records
C-2 e Types of hospital documents e How to document issuance e Meticulous
Document e The importance of document management e How to document storage and management o Speed
management e Accuracy
C-3 e Importance of radiation film management o How to arrange radiation film  Meticulous
Radiation film e Understanding of radiation films e Accuracy
management
C-4 e Importance of dental insurance claims e Dental insurance claim method e Meticulous
Insurance e Understanding dental insurance claims e How to use the insurance claim system e Accuracy
claim e Understanding dentistry terminology e How to send insurance claims to the health insurance o Speed
e Understanding the therapeutic procedure review &assessment service
e Understanding insurance accreditation stan-
dards
Table 6.4. KSA-Matrix for ‘Materials and equipment management’ job areas
K S A
D-1 ¢ Understanding the remaining materials and purchas- e How to buy materials and equipment o Meticulous
Check ing e How to check the remaining amount of materials and e Sincerity
remaining e Materials and equipment purchase flow equipment e Honesty
materials and ¢ How to compare price of materials and equipment e Accuracy
purchase
materials
D-2 ¢ Importance of materials and equipment storage and ~ ® How to store materials and equipment e Meticulous
Archiving and management ¢ How to manage materials and Equipment o Sincerity
management ¢ How to manage your materials and equipment docu- e Honesty

ments

e Accuracy
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Table 6.5. KSA-Matrix for ‘Environmental and interior management’ job areas

K S A
E-1 ¢ Importance of environmental beautification o How to make a checklist e Meticulous
Environ- e Understanding the scope of environmental manage-  ® Management of waiting room bulletin board o Sincerity
mental ment ¢ How to manage the tea table o Clean
management e How to manage hospital environmental hygiene
E-2 e Importance of interior management e How to repair interior easily e Meticulous
Interior ¢ How to manage interior e Sincerity
management o Clean
Table 6.6. KSA-Matrix for ‘Safety management’ job areas
K S A
F-1 ¢ Understanding the scope of theft ¢ How to prevent and manage theft e Meticulous
Management e Prevention of theft accidents e How to act when theft occurs e Minuteness
of theft ¢ How to make manual about the theft accident o Honesty
e Decisiveness
F-2 e Understanding infection control ¢ How to manage infection e Meticulous
Safety incident ¢ Understanding safety management o Safety management method o Minuteness
management ¢ How to make manual about safety accident e Speed
e Clean
Table 6.7. KSA-Matrix for ‘Administrative administration’ job areas
K S A
H-1 ¢ Understanding dental terms e How to convey precautions according to treatment e Patience
Acquire clinical e Understanding the therapeutic procedure contents e [nitiative
knowledge e Understanding Therapeutic Precautions
H-2 e Understanding patient personality o How to get the latest clinical information e [nitiative
Improving e Understanding patient psychology e Consultation method by patient type e Kindness
counseling e The importance of communication ¢ Consulting communication technique o Tenderness
skills e Understanding consulting Skills e Comfort
e Understanding clinical knowledge e Reliability
H-3 e Necessity of using foreign language e How to improve conversational skills in a foreign e [nitiative
Improvement of e To acquire theoretical knowledge about foreign language e Sincerity
foreign language language e Patience
ability
H-4 ¢ Understand the use of computers e How to improve computer literacy e nitiative
Improve e Acquire theoretical knowledge related to computer e Sincerity
computer skills literacy e Patience
Table 6.8. KSA-Matrix for ‘Self development’ job areas
K S A
G-1 ¢ The need for hospital promotion and planning ¢ How to manage homepage and blog e Perception
promotion and planning e Understanding promotion regulations e How to make promotion materials e [nformation
e Creativity
G-2 e Understanding hospital computer system o How to use computerized system e Meticulous
Computational statistics ¢ Understanding Statistics o Statistical calculation method e Minuteness

e Accuracy
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Table 7. Dental coordinator practical curriculum developed through DACUM

Dental Coordinator curriculum
Goals Understand the role and necessity of the dental coordinator and familiarize clinical theory and practical work so that they can
be qualified as a practical dental coordinator.
Curriculum contents
Field Theoretical Total
Curriculum Contents practice ime  training time ~ training time
(h.m) (h.m) (h.m)
1. Introduction to dental e Definition of dental coordinator - 1.00 1.00
coordinator e The need for a dental coordinator
e Role and vision of dental coordinator
2. Dental external e (Greeting etiquette 5.30 7.30 13.00
customer response -Create image
e Telephone etiquette
o Consulting technique
- Analysis and Consulting by patient type
- Consulting communication skill
e Complaint customer management
e Waiting patient management and guidance
e Treatment room guide
e cooperative firm and external customer management
e Other business etiquette
3. Use of dental ¢ Management of medical records 3.30 8.00 11.30
computation and e Reservation, reception, receive money
document management e Computation - Statistics
¢ Document management
¢ Coordinate treatment schedule
e Medical staff scheduling
4. Understanding dental treat- e Method of measurement of vital signs 3.30 9.00 12.30
ment e Understanding basics of systemic disease
e Use of oral hygiene products
e Dentistry terminology
e Treatment details and precautions
-Preservation, prosthesis, orthodontics, internal medicine, surgery,
periodontics, implants, prevention, pediatric dentistry
e Radiation film storage
5. Dental insurance claim e Basics of dental insurance claims 2.00 4.00 6.00
6. Dental internal e Employee training - 2.00 2.00
customer management -Presentation skills
¢ Employee information management
o Welfare benefits management
7. Environment &Safety e Dental environment and interior management - 2.00 2.00
management ¢ Management of theft
e Safety incident management
-Infection, safety accident management
8. Promotion , planning, e Promotion and planning .30 2.30 3.00
materials management -Home page, SNS utilization

-Produced promotion materials
e Check remaining materials and purchase materials
o Material storage and management
9. Self development e Dental computer use 3.00 6.00 9.00
e Foreign language conversation about dentistry
o Improve consulting skills

Total training time (h) 60

Subject Unqualified general who wants to get started in dental coordinator

Method Lecture, Practice, Field Practice, Simulation

Schoolmaster PC, vital signs measuring machine, dental computer program, dental insurance claim program, dental clinic related materials,

other equipment and writing tools
Prior Education Health & Medical lows
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