





This course will:

 Explore regulatory challenges in
complaints and discipline

 Give insight into complaint resolution
processes

 Explain how complaints originate

» Provide tools to help you prevent
complaints




CDSBC fees increased in 2013 and 2014 (but not
in 2015) to deal with the costs of regulation
and maintain the privilege of self-regulation.
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Costs to you add up quickly

$ 5 O 0 « Cost per hour to your practice to

prevent the complaint

« Responding to complaint
« Meeting with CDSBC

Complaint Investigators

« HPRB meetings

Lost time and
money due to:

» Legal fees, lost future revenue, if they
+
$ 17 ’ 500 tell 10 friends...










A complainant’s
perception can
differ sharply
from yours





















Who Deals With Complaints?

The HPA sets up two

Committees to deal with

complaints and their disposition:
 Inquiry Committee

» Discipline Committee



‘ u Written complaint received
Intake Panel accepts for investigation

Investigate complaint / present recommendations to Inquiry Committee
Inquiry Committee

Since 2012
Resolved with
Dismissed recommendations
or agreement

Referred to
discipline

37% 3%




Majority of complaints dismissed without
action, or with ‘best practices’ advice for
the registrant.

In about 1/3 of cases, the registrant is asked
to enter into an agreement with CDSBC,
typically to complete a remedial program.



Resolved at

Inquiry Committee <10%

Formal

level

90 %

Discipline
Hearings




Discipline
Committee

Has the ability to:

 reprimand a registrant;

» suspend or cancel registration; and
¢ IMpose sanctions



Publication of Complaints
and Discipline Outcomes

e Serious matter « Discretion

» Limits or conditions « Anonymous publication
» Discipline hearing  « Summary information



Wellness Files

Practitioner must be competent to practise
(includes physical and mental wellness).

 Blood-borne pathogens, mental illness,
addiction

« Not handled as a discipline matter

« Public protection - paramount

» Return to practice once medically able



Self-report

Voluntary Removal from Practice?

3rd party
report
Yes No
Pathway to recovery Section 35
' (extraordinary action to

protect public)
Return to work

Continued performance-based monitoring







Dr. Phil Barer - How could the clinic have prevented this?
























Dr. Chris Hacker - What are the concerns here?












Dr. Garry Sutton - What are the concerns here?

























Dr. Alex Penner - What are the concerns here?












Informed:

» Information a reasonable person
would require in order to make a
decision about treatment

* Your response to a patient's request

for information or clarity




Consent:

+ Must be informed

» Must be voluntary

» Must not be obtained through fraud or
misrepresentation

» No treatment may be performed without the

consent of the patient
 The patient may withdraw consent at any time





















Record:

- Type of exam (recall, specific, emergency)

- That the medical history was reviewed and/or updated

 Chief complaint

 Findings of examination

» Missed appointments or cancellations

- Communications with the patient (actual or
attempted)

e Treatment recommended, refused and rendered

« Recommended return date






Dr. Cathy McGregor - What are the concerns here?






Dr. Alex Penner - Has something like this ever happened to you?
























1. Avoid criticizing or appearing to criticize
another dentist’'s work

2. Don’t give second opinions without:

« Diagnostic quality x-rays
- Calling the other dentist for clarification
» Having all relevant information

3. Foster collegiality -- develop
relationships with peers and colleagues



Video: Avoiding Complaints



®
Advertising & Promotional Bylaws

CDSBC has posted new advertising and
promotional bylaws for consultation.

The two consultations with the profession
resulted in tremendous feedback
» Clear theme: even the playing field



Dental Advertising

» Dental advertising impacts the public
perception of the profession (often
negatively).

» Ethical conduct extends to promotional
activities and advertising.



«"Dr._____ is qualified for all of
Mis[eading your dental needs"
« "Find the Fountain of Youth in
[city]"
Takes
adva ntage » "[Our dental office] is a silver and
mercury-free zone"
of fears

n

- "Bringing world-class dentistry to [ city]
comparative » "[Clinic name] sets a news standard for
dental practices in [ city]"



Qualifications

Induces a
course of
treatment

Money

"Dr._____ has achieved the status of
Elite Invisalign Premier Provider, due to
her extraordinary level of experience
with invisalign based on the # of
patients she has treated."

"Free digital x-rays *with new patient
exam and cleaning."

"Enjoy $1,000 off any full orthodontic
treatment!’

"If you have insurance we will cover your out
of pocket portion!"

"We charge substantially less than oral
surgeons or periodontists who also perform
some of the procedures that we do."



"All of the extras...from the hand
waxing to the follow up phone
calls, were also very much
appreciated. But, having your
wife show up on a weekend
afternoon with a delicious
halibut was simply too much!’

Testimonials






