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WE HAVE NO PROPRIETARY, FINANCIAL OR OTHER 
PERSONAL INTEREST OF ANY NATURE OR KIND IN 
ANY PRODUCT, SERVICE AND/OR COMPANY THAT 

WILL BE DISCUSSED OR CONSIDERED DURING THE 
PROGRAM/PRESENTATION.
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EXCELLENCE?

• What is it?

• How do we know it when we find it?

• Is it measurable?

• Can anyone achieve excellence or is it attainable by only a 
few people?

• Can you be excellent in all things or just a few?
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INTERNET?

• Excellence means greatness — the very best. 
Achieving excellence is never easy to do.

• Excellence is a quality that people really appreciate, 
because it's so hard to find. Excellence is the quality of 
excelling, of being truly the best at something. Getting an A+ 
shows excellence.
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POLLING

• Take out your mobile device

• Text FREDERICKMOR270 to 22333 to join our poll

• Once you do it, you should get a response that you have 
joined the session
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LET’S PRACTICE

• Just to confirm –

• Send FREDERICKMOR270 to 22333

• You should get a response: “You’ve joined Frederick 
More’s session (FREDERICKMOR270). When you’re done, 
reply LEAVE”

10/17/18 7



10/17/18 8



10/17/18 9



10/17/18 10



POLL RESULTS
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WHAT IS EXCELLENCE?
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EXCELLENCE?
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EXCELLENCE

• Cloud Gate –

• Chicago Millennium Park 

• A sculpture by Anish Kapoor 
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CLOUD GATE AND THE COMMUNITY!

• Cloudgate time lapse
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https://youtu.be/GBHrpd26JIw


PURPOSE AND OBJECTIVES
1. Using available resources, define “excellence” and distinguish between 

excellence as an end goal and excellence as a way of Being

2. Describe how excellence contributes to ACD’s Mission 

3. Analyze and deconstruct cases that relate to personal and professional 
excellence.

4. Describe the basis for excellence as a distinct value of health care 
providers 

5. Apply a plan for evaluating excellence in practice 

6. Discuss excellence and compromise as introduced by virtue of a patient’s 
resources, capacity for healthcare decision-making, or the shortcomings of 
patients in a healthcare environment.
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FINDING EXCELLENCE?

• Where do you look for it?

• Is it qualitative or quantitative or 
both?

• Does excellence = perfection?

• BEING Excellent

"Excellence can be obtained if you:

" ... care more than others think is wise; 

" ... risk more than others think is safe; 

" ... dream more than others think is 
practical; 

" ... expect more than others think is 
possible." 

• —K. Sriram
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THE SUNFLOWER

• Sunflowers are more than just 
beautiful -- they're also a 
mathematical marvel. The pattern 
of seeds within a sunflower 
follows the Fibonacci sequence, 
or 1, 2, 3, 5, 8, 13, 21, 34, 55, 89, 
144... If you remember back to 
math class, each number in the 
sequence is the sum of the 
previous two numbers
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NICE PREP!
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SUNFLOWER EXCELLENCE?
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THE STAKEHOLDER / BEHOLDER

• In order to assess for excellence you must be able to 
observe it or experience it in some way

• This involves being in one or two positions in any given 
circumstance.  

• The Stakeholder

• The Beholder
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4 KEYS TO EXCELLENCE

• Excellence is perceived

• There is an absence of flaws

• The item, service or 
experience offers some 
benefit 

• The item, service or 
experience causes no harm
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From the perspective 
of the stakeholder / beholder



EXCELLENCE VS. BEST

10/17/18 23



ACD MISSION STATEMENT

• The mission of the American 
College of Dentists is to 
advance excellence, ethics, 
professionalism, and 
leadership in dentistry

• PROFESSIONALISM

• ETHICS

• LEADERSHIP

• EXCELLENCE
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WHAT IS PROFESSIONALISM?

• Professionalism extends ethics to include the conduct, aims, and qualities that 
characterize a professional or a profession. Professionalism relates to the behavior 
expected of one in a learned profession. Professionalism embodies positive habits of 
conduct, judgment, and perception on the part of both individual professionals and 
professional organizations. Professionals and professional organizations give priority to 
the well-being and self-determination of the patients they serve. 

• Professionalism has been viewed as that quality of conduct and character that 
accompanies the use of superior knowledge, skill, and judgment, to the benefit of another, 
prior to any consideration of self-interest.
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THE EVOLVING PROFESSIONAL IDENTITY

Kegan, R. (1982)

The Independent 
Operator 

The Team-
Oriented 
Idealist 

The Self-
Defining 
Professional 



ETHICS

• Professional ethics: rules and standards governing  the conduct of 
members of a profession.

• Bioethics: the study of the moral and ethical choices faced in medical 
research and in the treatment of patients, especially when the 
application of advanced technology is involved
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WHAT DOES A CODE OF ETHICS DO?

• Expresses goals and aspirations

• Defines expected standards of behavior

• Establishes contract with society 

• Provides a tool for the function of self-regulation

• Binds members together

• Provides judicial notice

10/17/18 28



ETHICS VS. THE LAW

"To be fully human and be a part of civilized society means to go 
beyond what the law demands of us. It means to live according to 
ethical rules and principles, many of which ask more of us than the law 
does. The answer to "What should I do?" should therefore not be, "What 
can I get away with legally?" but "What does ethics ask or even require 
of me?“

Weinstein, B. 2007
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LEADERSHIP

• Is a service business 
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ACD Handbook 

http://tompeters.com/docs/The_Little_BIG_Things_Compressed.pdf Accessed 8/24/18 

Smith, Jacquelyn, “The 20 People Skills You Need to Succeed at Work”, Forbes, Nov. 15, 2013, 
https://www.forbes.com/sites/jacquelynsmith/2013/11/15/the-20-people-skills-you-need-to-succeed-at-work/#56fcd1043216 
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BACK TO EXCELLENCE

• All four Core Values provide 
the elements that contribute to 
the highest level of dental 
practice

• Let’s explore how excellence
contributes

Professionalism

Ethics

Leadership

Excellence

Dental   Practice



EVALUATING EXCELLENCE IN ETHICAL 
DILEMMAS

Think – Pair – Share

• Using the rubric provided, 
analyze the scenarios from the 
perspective of excellence

• Discuss thoughts with your table 
for each case

• Share with larger group

• Excellence is perceived

• There is an absence of flaws

• The item, service or experience 
offers some benefit 

• The item, service or experience 
causes no harm
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CONSIDERING EXCELLENCE – ANOTHER 
VIEW

• Apply this rubric when you discuss this case:

• Do the circumstances give the perception of Excellence? 

• What flaws can you identify (procedural and/or ethical)?

• Was harm done to anyone?

• Rate the outcome from the perspective of each 
Stakeholder/Beholder

4 – Excellent;  3 = Good;  2 = Average;  1 = Poor
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CASE 1 – GETTING FEEDBACK
Doctor WV works conscientiously building a practice that is busy, a resource for the community, and is fully booked 
with patients every day. The doctor’s staff is loyal and follows through on all requests to improve the practice and 
service to patients. Patient QT presents challenges at every appointment. QT consistently arrives late for 
appointments, does not pay balances in a timely manner, and almost always reschedules appointments and 
commonly does so on the day of the appointment. At today’s appointment, QT arrives late, apologizes profusely, but 
does not offer a reason for being late. The doctor provides care, completes the treatment that was scheduled, and at 
the end of the visit, tells the patient that if the patient cannot be on time and follow through with commitments, it may 
be necessary to terminate the relationship between the dentist and the patient. 

The next week, a long-time patient mentions seeing a scathing review of the dentist on YELP. Curious the doctor 
searches YELP and finds a review written by QT. The review reads in part, “…besides doing substandard work, Dr. 
WV is rude, insensitive, and does not relate well to patients. This dentist should be avoided!”

The dentist is furious that this patient could do something like this review. The dentist values their reputation and is 
deeply insulted by the injustice of this review. After thinking it over, the dentist decides it is time to terminate the 
relationship with this patient and takes steps to do it.

Consider this case from the view of Excellence
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REPORT

• We are going to choose 3 groups to report their analysis

• Please listen carefully so you add to rather than repeat
what they have presented
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BREAK!
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PERFECTION!

• “We are so afraid that somebody else 
will notice that we are not what we 
pretend to be. We judge others 
according to our image of perfection as 
well, and naturally they fall short of our 
expectations.”

• Excerpt From: Don Miguel Ruiz & Janet Mills. “The Four Agreements.” 
iBooks. https://itunes.apple.com/us/book/the-four-
agreements/id364290050?mt=11
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THE FOUR AGREEMENTS

1. Make your word 
impeccable

2. Don’t make assumptions

3. Never take things 
personally

4. Always do your best
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LEADERSHIP

• The dentist as Leader
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WHAT ARE THE QUALITIES OF AN 
EFFECTIVE LEADER?

“…intellect was a driver of outstanding 
performance. Cognitive skills such as big-
picture thinking and long-term vision were 
particularly important. But when I calculated 
the ratio of technical skills and IQ to 
emotional intelligence as ingredients of 
excellent performance, emotional 
intelligence proved to be twice as important 
as the others for jobs at all levels”

Excerpt From: Daniel Goleman. “Leadership: The Power of Emotional 
Intelligence.” iBooks. https://itunes.apple.com/us/book/leadership-the-
power-of-emotional-intelligence/id462918847?mt=11
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COMPONENTS OF EMOTIONAL 
INTELLIGENCE

• Self Awareness – having a deep understanding of emotions, strengths, 
weaknesses, needs, and drives

• Self Regulation – people who are effective self-regulators experience 
their emotions fully without being taken hostage by them

• Empathy – is the thoughtful consideration of others’ feelings – along 
with other factors – in the process of making intelligent decisions.

• Social Skill - is more than friendliness, it is friendliness with a 
purpose: moving people in the direction you desire
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EXCELLENCE FROM A BUSINESS 
PERSPECTIVE

• There are many metrics out there

• Excellence as the next five minutes!

• Dentistry is a business, yet a learned 
profession

• Most business metric models for 
excellence do not fit dentistry 
exactly

• This book focuses on excellence in 
a high tech world but some of it is 
applicable to dentistry

• The Excellence Dividend – Tom 
Peters
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THE EXCELLENCE DIVIDEND

• Leadership

• Innovation

• People

• Topline Obsession

• Execution
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EXCELLENCE IN PRACTICE 

• Qualitative aspect:

1. Who do we aspire to Be in life, 

2. Is there a perception of excellence?

3. What flaws are apparent?

4. Clear grasp on strong suits so they influence actions

5. Appreciation for shortcomings so they never become barriers

6. Commitment to living a powerful life
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EXCELLENCE – IN PRACTICE

• Quantitative aspect:

1. Objective analysis of outcomes – was harm done? Was there 
benefit?  

2. Ability to translate scientific information into treatment choices 
and assessments

3. Self-assessment that is accurate, thorough, meaningful

4. Reputation as reflected in patient reviews

5. Relationship with colleagues and profession
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DECONSTRUCTING EXCELLENCE

• “Always doing your best” – The Four Agreements, Miguel 
Ruiz

• Denotes the effort we input in every dimension regardless 
of the outcome

• Excellence: It has two components intellectual excellence:
obligates us to use the best evidence in decision making and 
moral excellence obligates us to place the needs and 
interests of others over our own. 
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EVALUATING EXCELLENCE IN ETHICAL 
DILEMMAS

Think – Pair – Share

• Find a partner

• Using the rubric provided, 
analyze the scenarios from the 
perspective of excellence

• Discuss thoughts with your table 
for each case

• Share with larger group

• Excellence is perceived

• There is an absence of flaws

• The item, service or experience 
offers some benefit 

• The item, service or experience 
causes no harm

10/17/18 49



CASE 2 – IS EVERYTHING OKAY? 

• As a long-time practitioner in a medium-size city, Dr. CB has an established practice with 70% of patients being in the 
practice for more than 20 years. A smaller number of patients have been in the practice since they were new patients 30 
years ago when the practice opened. Dr. CB is treating the second and third generation of some families. The practice 
has a culture that is open, inviting, and welcomes patients from all backgrounds. 

• MV is one of the patients who was a new patient when the office opened 30 year before. Now, at 82, MV is showing signs 
of aging. That is, in the past 10 years MV has undergone a hip and knee replacement, and a second cataract surgery. A 
second hip replacement was done two months before. MV self-describes as being “in excellent health and better with 
bionics parts.” MV takes a statin, a low-dose aspirin, and an antihypertensive. 

• During the current sequence of visits, a removable partial denture is being replaced with an implant and two fixed 
partial dentures. It is not a complex case and MV is eager to have it done because it has been deferred for a few years. 
Consent is easily obtained because the procedures have been discussed before. In spite of age, the oral and 
maxillofacial surgeon sees no reason why the implants cannot be placed and the surgery was completed a month 
before. Today’s visit is to complete a routine recall before the restorative phase begins.

• The hygienist summons the doctor at the end of the visit to review the patient. The hygienist mentions that MV appears 
“a little lost today” and a little less friendly. The hygienist adds that MV repeated what was just said frequently during 
the visit. The doctor meets with the patient, completes the examination and has a conversation with the patient about an 
article in the morning newspaper. The doctor decides to do nothing further. 

• Analyze this case using Excellence as a template
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REPORT

• We are going to choose 3 groups to report their analysis

• Please listen carefully so to you add to rather than repeat
what they have presented
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BREAK!!
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CIVILITY

• …is about more than merely being polite, although being polite is 
an excellent start. Civility fosters a deep self-awareness, even as it 
is characterized by true respect for others. Civility requires hard 
work of staying present even with those with whom we have deep-
rooted and perhaps fierce disagreements. It is about constantly 
being open to hear, to learn, to teach and to change. It seeks 
common ground as a beginning point for dialogue when 
differences occur, while at the same time recognizes that 
differences are enriching. It is patience, grace, and strength of 
character.

• Institute for Civility in Government
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IS IT A MATTER OF RESPECT?

• Some may suggest that Civility as as simple as respect!

• https://youtu.be/SAI_Nv3qWto
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CIVILITY

• “Courtesy, politeness, manners, and civility are all, in essence, forms of 
awareness. Being civil means being constantly aware of others and 
weaving restraint, respect, and consideration into the very fabric 
of this awareness. Civility is a form of goodness; it is gracious 
goodness. But it is not just an attitude of benevolent and thoughtful 
relating to other individuals; it also entails an active interest in the well-
being of our communities and even a concern for the health of the 
planet on which we live.”

Excerpt From: P. M. Forni. “Choosing Civility.” 2002, iBooks. https://itunes.apple.com/us/book/choosing-civility/id386005940?mt=11
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CHOOSING CIVILITY: THE 25 RULES OF 
CONSIDERATE CONDUCT, P.N. FORNI (2002)

1. Pay Attention

2. Acknowledge others

3. Think the best

4. Listen

5. Be inclusive

6. Speak kindly

7. Don’t speak ill

8. Accept and give praise

9. Respect even a subtle “no”

10. Respect other’s opinions

11. Mind your body

12. Be agreeable

13. Keep it down and rediscover silence

14. Respect other people’s time

15. Respect other people’s space

16. Apologize earnestly

17. Assert yourself

18. Avoid personal questions

19. Care for your guests

20. Be a considerate guest

21. Think twice about asking for favors

22. Refrain from idle complaints

23. Accept and given constructive criticism

24. Respect the environment and be gentle to animals

25. Don’t shift responsibility and blame
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CASE – OOPS
LIGHTNING ROUND 

The ACD regional secretary composes an e-mail inviting ACD Region members to a social occasion to 
meet and greet new ACD Fellows. The secretary, a busy professional who volunteers in the region, 
working on projects whenever there is time, finishes the e-mail and sends it. Later in the day, the 
secretary realizes that instead of sending the group address as a “bcc” so each member received one 
e-mail, the group was sent “to” the region. 

The secretary receives an e-mail objecting to his e-mail address being shared with others in the 
region.

“How could you be so careless by sending my email address to everybody? Please NEVER send me 
another email! Learn to use blind box address lists and leave me out.”

The secretary feels badly about the error realizing it was a matter of being too busy when the e-mail 
was sent. The secretary “recalls” the e-mail that have not been picked up and resends to the group 
using “bcc”. 

Each group define one alternative to suggest to the secretary about managing this issue using 
“excellence” as the goal
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EVALUATING EXCELLENCE IN ETHICAL 
DILEMMAS

Think – Pair – Share

• Find a partner

• Using the rubric provided, analyze the 
scenarios from the perspective of 
excellence

• Discuss thoughts with your table for 
each case

• Share with larger group

• Excellence is perceived

• There is an absence of flaws

• The item, service or experience 
offers some benefit 

• The item, service or experience 
causes no harm
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CASE 3 – SOMETHING IN THE AIR?
Doctor AX practices in a group with three other dentists and a group of two associates. The practice is in an urban 
area. The office is open seven days a week and appointments are available from 7:00 AM until 9:00 PM in order to 
accommodate a diverse patient population. The dentists work hard, provide good care, and the dentists meet 
monthly to monitor productivity, review and refine practice policies, review staff performance, and consider 
advances in the profession and how they may be incorporated in the practice. The associates are invited to 
participate fully in these meetings. They are excused when the topic is practice financing and salary and benefit 
issues. 

One of the senior partners, Doctor HJ is one of the founders of the practice. The doctor is 53 years old, a part-time 
faculty member at the local college of dentistry. HJ is well-liked primarily because he is an affable person who 
others find entertaining and charming. The dentist is well-respected within the group of dentists. 

The partners are not close socially and rarely socialize together. They respect each other’s privacy, have different 
hobbies and interests, and live in different parts of the city. Over the past few months Dr. AX has observed some 
changes in her partner. HJ went through a divorce the previous year and seemed to make the transition successfully. 
Recently, HJ has been late arriving at the office, always brushing it off on traffic. He is not the clean-shaven person he 
has been in the past. He justifies the change based on the scruff look he is developing. 

Last week, a hygienist in the practice told Dr. AX that she smelled alcohol on Dr. HJ’s breath. She said nothing and 
explains she was not 100% certain of her observation.
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REPORT

• We are going to choose 3 groups to report their analysis

• Please listen carefully so to you add to rather than repeat
what they have presented
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EXCELLENCE AND COMPROMISE

• Can the two concepts co-exist?

• Consider compromise in light of a patient’s resources, 
capacity for healthcare decision-making, or the 
shortcomings of patients in a healthcare environment.  What 
about access to care?

• Can you achieve “excellence” and compromise?

• Discuss this at your table

• Report back to group  
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EXCELLENCE
• Using available resources, define “excellence” and distinguish 

between excellence as an end goal and excellence as a way of Being

• Analyze and deconstruct cases that relate to personal and professional 
excellence.

• Describe the basis for excellence as a distinct value of health care 
providers 

• Apply a plan for evaluating excellence in practice 

• Discuss excellence and compromise as introduced by virtue of a 
patient’s resources, capacity for healthcare decision-making, or the 
shortcomings of patients in a healthcare environment.
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THANK YOU!  

• Questions? 
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