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Executive Summary

We find dental practices today operating in an increasingly complex environment, one that
is being shaped by consolidation, heightened patient expectations, staffing shortages,
reimbursement models which are constantly shifting, and an unprecedented acceleration

of operational demands on modern clinical care.

Despite this complexity, most practices continue to rely on intuition, surface-level
observation, and informal feedback loops to determine whether their systems, people, and

infrastructure are performing as intended.

What has been created, by default, is a dangerous chasm between perceived performance

and actual operational conditions.

The AlignCore 360 Operational Insight Audit™ is designed to bridge that space. It offers a
rigorous, on-site diagnostic that evaluates a practice’s operational systems, organizational
structure, workflow consistency, cultural patterns, and team dynamics. The goalis not to
sell ongoing consulting- it is to provide owners with an unfiltered, evidence-based

understanding of how their practice truly functions beneath the surface.

In a landscape where even highly productive practices suffer from invisible inefficiencies,
unspoken cultural fractures, and misaligned structures, objective insight is no longer

optional.

Itis a strategic necessity.
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Why Traditional Consulting Fails to Reveal the Truth

The methodologies used in traditional dental practice consulting were built for a different
era, one with simpler workflows, smaller teams, minimal technology and more predictable
operational rhythms. As practices grew in size and complexity, the industry’s diagnostic

tools did not evolve accordingly.
Most consulting engagements still rely on:

e One day observational walk-throughs

e Group interviews that suppress truth

e Templated assessments

e Pre-determined “fixes” applied universally
e Surface-level operational snapshots

e Subjective impressions rather than structured analysis
These approaches identify symptoms but rarely root causes.

Common consultant outputs focus on what employees “should do better”, rather than
examining the deeper systems, structures and organizational forces which shape
employee behavior. Traditional assessments underemphasize the relationship between
culture, operational design, workflow engineering and financial performance- all of which

are equally problematic.
In short: dysfunction is treated as a people problem in traditional consulting methodology.

The AlignCore 360 Operational Insight Audit™ reveals it as a systems problem.
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The Real Sources of Dysfunction in Dental Practices

Lack of effort, motivation or clinical skills are not the cause of operational and cultural
breakdowns inside dental practices. They do, in fact, originate from structural

misalignment and invisible organizational dynamics.
Across hundreds of assessments, we see the emergence of consistent failure points in

1. Organizational structures that do not match business size or complexity
Undefined roles, blurred authority, and inconsistent decision-making
Workflow variability between providers, ops, departments, and schedules

Training gaps that never close, creating ongoing rework and frustration

o M b

Cross-departmental silos that hinder or block communication and reduce
efficiency

Operational drift: processes eroding over time without detection
Inadequate onboarding that limits long-term performance potential

Revenue leaks in scheduling, verification, collections, and case acceptance

© ® N o

Cultural fatigue among teams compensating for structural dysfunction

10. Leadership inconsistency that destabilizes expectations and accountability

11. Information bottlenecks and informal power structures

12. Decision-making that relies on personalities instead of systems

13. Communication patterns that are reactive instead of designed

14. Psychological safety erosion: fear of conflict, fear of mistakes, fear of speaking up
15. Lack of performance visibility: no KPIs, inconsistent KPIs, or KPls no one uses

16. Strategy-execution drift: goals that exist but never convert into action

These patterns persist regardless of production level, practice model, or ownership style.
They compound silently, and profitability often hides them - until the practice hits a ceiling

and growth flatlines. Owners typically notice only the symptoms: fluctuating production,
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turnover, or patient experience problems. The AlignCore 360 Operational Insight Audit™

brings the underlying operational, structural, and behavioral drivers into full view.

While traditional consultants, coaches, and trainers bring meaningful value to practices,
theirimpactis often constrained when structural misalignment is left unaddressed. Skills-
based training, leadership development, culture work, and operational coaching gain
traction only when the underlying system is capable of supporting the behaviors they aim to

strengthen.

Without structural clarity and aligned workflows, even high-quality consulting efforts

struggle to take hold, addressing symptoms while the true causes remain intact.

Why Blind Spots Cost Money

Operational blind spots are not abstract cultural issues: they are tangible financial
liabilities.
Every misaligned role, inconsistent workflow or undiagnosed bottleneck produces

measurable loss. Across practices, the common cost centers include:

e Lost production from scheduling inefficiency

e Reduced case acceptance due to inconsistent presentation pathways

e Revenue delays from verification, billing, and claim follow-up breakdowns
e QOvertime caused by inefficient workflows

e Preventable turnover due to unclear expectations or training gaps

e Rework that quietly consumes hours of productive time

e Idle chair time hidden by surface-level schedule “fullness”

Most practices underestimate these losses because they are fragmented and distributed

across daily operations. But, when combined, the financial impactis unmistakable. The
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AlignCore 360 Internal Audit™ identifies precisely where these losses originate and, more

importantly, why they continue unchecked.

Introducing The AlignCore 360 Operational Insight Audit™

The AlignCore 360 Operational Insight Audit™ examines the practice as an integrated
system: evaluating the clinical, administrative, structural, and behavioral forces that shape

daily performance.

While many assessments focus solely on operational metrics or procedural compliance,
the AlignCore 360 Operational Insight Audit™ evaluates the practice as a behavioral,

cultural, and organizational system.

Operational issues rarely occur in isolation. They emerge from the interaction of:

leadership behaviors

e structural design

e communication patterns

e decision architecture

e team psychology

o workflow variability

e culturalnorms

e implicit rules and expectations

Most assessments measure what people do.

This audit evaluates why people behave as they do in the system they occupy.

By integrating organizational behavior, psychological safety frameworks, team dynamics,

structural mapping, and operational science, the audit reveals the interplay between:
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e human behavior
e system design
e operational performance

This multidimensional approach uncovers causes that traditional consulting cannot see

and provides insight that internal evaluations cannot access.
The diagnostic includes:
Operational Workflows & Systems Function

e Comprehensive on-site observation of workflows, provider pacing, and operational
rhythms

* Mapping of clinical, administrative, and billing handoffs

¢ Evaluation of room utilization, flow paths, sterile cycles, and spatial efficiency

¢ |dentification of workflow variability across providers, departments, and schedules

¢ Analysis of bottlenecks, capacity strain, and process friction
Team Dynamics & Cultural Conditions

e Confidential, one-on-one interviews with team members across all roles
¢ Assessment of communication norms, psychological safety, and interpersonal trust
¢ |[dentification of implicit rules, coping behaviors, and areas of cultural fatigue

¢ Evaluation of team adaptability, conflict thresholds, and change-readiness
EBITDA Performance Drivers (If Requested)

(Optional deeper financial analysis upon owner request.)

¢ Evaluation of operational contributors to EBITDA performance, including efficiency,
capacity, and workflow stability

¢ |dentification of structural and behavioral factors that suppress profitability despite

strong production
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¢ Analysis of rework loops, redundancy, labor strain, and system inefficiencies impacting
margins
¢ Insight into how turnover vulnerability, leadership bandwidth, and cultural fatigue erode
EBITDA over time
e Mapping of operational drift and decision patterns that inflate expense load or limit

growth potential
Organizational Structure & Decision Architecture

e Examination of organizational structure, role clarity, and supervisory bandwidth
* Mapping of authority lines, decision pathways, and informal leadership patterns
¢ |[dentification of role creep, shadow leadership, and structural inconsistencies

¢ Assessment of owner/operator leadership patterns and downstream effects
Training, Onboarding & Skill Distribution

* Review of training systems and documented performance expectations
¢ Evaluation of onboarding quality and the practice’s ability to close skill gaps
¢ |dentification of rework loops, persistent deficiencies, and competency variability

¢ Analysis of long-term scalability and readiness for growth
Process Consistency & SOP Integrity

¢ Assessment of SOP presence, accuracy, relevance, and on-the-ground adoption
¢ |dentification of operational drift and divergence from documented procedures

¢ Evaluation of consistency across shifts, providers, and (when applicable) locations
Cross-Departmental Interdependencies

¢ Evaluation of communication and workflow handoffs between clinical, hygiene, admin,
and billing teams
¢ |[dentification of duplicated work, task gaps, and friction between departments

* Mapping of silo behavior and its operational impact
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Scheduling, Revenue Cycle & Financial Touchpoints

¢ Analysis of scheduling mechanics, provider utilization, and appointment flow
¢ Evaluation of revenue cycle performance, AR processes, and denied-claim patterns
¢ |[dentification of financial friction points and revenue leakage at each operational stage

¢ Assessment of front-office workload balance and task allocation
Technology & Systems Utilization

¢ Review of practice management and auxiliary systems usage
¢ |dentification of underutilized functionality, workarounds, and system strain

¢ Evaluation of interoperability across platforms and impact on workflow consistency
Organizational Stability, Risk & Growth Indicators

¢ Assessment of staffing stability, turnover vulnerability, and leadership bandwidth
¢ Evaluation of structural resilience, role stability, and operational predictability
¢ |[dentification of growth inhibitors and readiness for scale

* Review of sustainability markers, burnout load, and long-term viability
Reporting, Synthesis & Recommendations

¢ Executive-level written report synthesizing operational, structural, and cultural findings
¢ |dentification of root causes behind persistent problems
¢ A prioritized roadmap outlining immediate, short-term, and near-term actions

¢ Optional debrief with owner or leadership team to review findings and implications

Bringing these disciplines together makes it possible to see what traditional assessments
overlook: how people, systems, structures, and operational pressures interact to produce

the outcomes leaders experience day to day.

Rather than viewing issues through a single lens (clinical, motivational, operational or
financial), the audit evaluates the practice as an interconnected system. This is why the

findings resonate with owners-they explain not only what is happening, but why.
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What Practices Learn Through the Audit

Because the audit evaluates the practice through operational, structural, behavioral, and
cultural lenses simultaneously, the insights it produces are equally multidimensional. Each
diagnostic component directly informs the outcomes owners receive, creating a cohesive

picture of how the practice functions as a system.

The AlignCore 360 Operational Insight Audit™ provides a depth of understanding that
cannot be achieved through internal evaluation, surface-level consulting, or employee
surveys. The findings move beyond isolated observations and reveal how structural design,
workflow dynamics, cultural conditions, and behavioral patterns interact to shape daily

performance.
Owners gain:

e A comprehensive, evidence-based picture of operational strength and systemic
vulnerabilities

e Granular perspective of structural misalignment and the downstream effects on
efficiency, communication, and team cohesion

e Visibility into workflow inconsistencies and cross-departmental interdependencies
that quietly erode performance

e Insightinto where communication is breaking down and the organizational
conditions driving those breakdowns

e Identification of unresolved training deficits, competency variability, and the long-
term costs of onboarding gaps

e Cultural and psychological indicators that affect engagement, stability, and
readiness for change

e A prioritized understanding of which issues are root causes vs. symptoms, and

which require immediate attention
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e Obijective analysis free from internal bias, interpersonal dynamics or political

influence

This level of clarity provides a factual foundation for strategic decision-making. Whether an
owner addresses the findings internally, pursues targeted coaching or consulting, or uses
the insight for planning, restructuring, or transition, the audit establishes a baseline that

strengthens every subsequent operational or organizational initiative.

The Outcome: Insight, Direction, and Evidence-Based Understanding

The value of the AlignCore 360 Operational Insight Audit™ is not in selling a solution.

Itis in revealing the truth.

Owners do not receive motivational content, empty reassurances, or generalized advice.
They receive a clear, unbiased, and deeply informed analysis of how their practice actually

operates—structurally, operationally, culturally, and behaviorally.
With this audit, leaders gain:

1. Afactual baseline for decision-making

2. Visibility into the systems driving daily outcomes
3. Adata-driven roadmap for corrective action

4. Insight that reduces risk and increases stability
5

. The ability to resolve issues at their source, not the surface

What owners choose to do with the findings is entirely up to them. The audit empowers
them to make informed, confident, and financially sound decisions based on evidence—
not assumptions. If they choose to work with a consultant on targeted areas, they can

present the audit and set clear expectations for the engagement—saving time, cost, and

frustration.
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The AlignCore 360 Operational Insight Audit™ doesn’t solve problems.

It exposes them.

It shows leaders what they’ve been managing around, compensating for, or unknowingly
allowing. With that truth, owners can finally lead from a position of strength: correcting

what matters, eliminating what drains them, and investing where it counts.

This audit is not the end of the process.

It is the start of running the practice on reality, not interpretation.
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integration, structural redesign, and the stabilization of practices during periods of growth,
transition, or leadership change. Her proprietary CORE Integration Model™ has become a
trusted framework for optimizing performance and protecting EBITDA in the first 12-24
months after acquisition.

Beyond integration, her work focuses on diagnosing the hidden operational, structural, and
cultural forces that influence daily performance. She is passionate about helping leaders
understand not just what is happening inside their practice, but why - and how those
unseen dynamics shape everything from efficiency and profitability to morale and long-

term organizational health.
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No portion of this publication may be reproduced, distributed, or used in derivative works
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Appendix A

Case Study

A High-Trust Team Operating in a Low-Clarity System

A single-location practice requested a 360 audit after experiencing mounting inefficiencies,
uneven performance, and stalled growth despite strong production numbers. At first
glance, the practice appeared stable: highly loyal employees, long tenures, and strong
interpersonal relationships. Yet staff repeatedly expressed frustration, uncertainty, and
disengagement tied to daily operations.

Underlying Dynamics Identified

Through interviews, observations, and operational review, several systemic patterns
emerged:

o Leadership inconsistency created unpredictable expectations, leading to
compliance behaviors rooted in fear and people-pleasing rather than clarity and
accountability.

o KPIs were absent or inconsistently applied, resulting in no shared understanding
of performance drivers.

o Training and onboarding were informal, based on partial knowledge transfer and
individual interpretation, creating uneven competency across roles.

e Communication lacked structure, leaving employees unsure of decisions,
priorities, and changes.

e Scheduling, case acceptance, and revenue processes operated on
workarounds, producing inefficiencies and financial leakage that had never been
quantified.

o Team strength masked systemic weakness: peer loyalty was high, but peers had
no structural support or leadership reliability to anchor their efforts.

Organizational Psychology Analysis

The environment reflected a classic pattern of high relational capital paired with low
structural capital. Employees cared deeply about each other and the practice, but the
absence of consistent leadership signals created:
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e cognitive dissonance

e uncertainty and role ambiguity

e emotional labor strain

e reduced psychological safety

e dependency oninformal norms rather than formal systems
These conditions intensified leadership bottlenecks and suppressed initiative.
What the Owner Gained

The audit revealed that the practice did not have a cultural problem — it had a system
alignment problem. The owner walked away with:

e clarity on how inconsistent leadership behaviors shaped employee psychology and
performance

e understanding of workflow, training, and scheduling inconsistencies that were
costing time, money, and trust

e visibility into where strong culture was compensating for weak systems

e aroadmap prioritizing structural clarity, leadership rhythms, KPI tracking, and
operational consistency

Why This Case Matters

This example illustrates a common phenomenon in dental practices:

a strong team can hold a system together, but it cannot fix systemic misalighment.
The audit provided the owner with insight that internal familiarity and outward success had
obscured: the practice was performing well in spite of its systems, not because of them.
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Appendix B

Case Study

A Large, Modern Practice with Structural Drift and Psychological Safety
Erosion

A multi-provider, multi-department practice requested a 360 audit to understand mounting
cultural tension following years of rapid growth and organizational change. The facility was
modern, well-appointed, and supported by employees with deep pride in the practice. Yet
beneath the surface, significant cultural and structural issues were taking root.

Underlying Dynamics Identified
Across interviews, observations, and structural review, several themes emerged:

e Leadership inconsistency and poor communication created chronic
uncertainty
Employees reported secrecy, moving targets, unspoken “rules,” and decisions made
without explanation or follow-through.

e Psychological safety was compromised across all SCARF dimensions
Status, certainty, autonomy, relatedness, and fairness were each violated in ways
that produced disengagement, territorialism, and fear of repercussions.

e Training and onboarding were severely underdeveloped, leaving new hires
unsupported and more tenured staff frustrated by uneven skill levels.

e Departmental silos and interpersonal distrust were prominent, creating
factional behavior, cliques, and reduced cross-team cohesion.

e Organizational structure had not kept pace with growth
Leadership roles were misaligned with responsibilities, critical positions lacked
support, and key workflow expectations were unclear or inconsistently executed.

e Cultural nostalgia and cognitive biases shaped resistance to change
Employees referenced a “better past,” while leadership defaulted to heuristics and
previous experiences rather than evidence-based behavior.
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Organizational Psychology Analysis

The most striking finding was the presence of productive disengagement:
Employees were performing tasks competently yet emotionally detached from the
organization. This pattern indicated:

e reduced self-efficacy

¢ learned helplessness in response to unclear structure
e high emotional labor

e long-term burnout risk despite high task compliance

The environment exhibited the signature markers of a psychologically unsafe culture in a
high-complexity practice — a condition that often precedes turnover spikes.

What the Owner Gained
The audit provided:
e adetailed map of cultural dysfunction at the structural and psychological level
e visibility into leadership gaps that were producing downstream operational issues
e clarity on where employee frustration, territorialism, and distrust originated
e insightinto why training systems were failing and how this tied to turnover risk

e understanding of how organizational structure needed to evolve to support the scale
of the practice

Why This Case Matters

This practice was not suffering from lack of talent or lack of care.
It was suffering from systemic misalignhment between people, leadership, and
structure.

This case demonstrates how operational breakdowns are often misattributed to employee
behavior when, in reality, they are symptoms of insufficient leadership clarity,
structural design, and communication integrity.
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Appendix C

Case Study

A High-Potential Practice with Leadership Drift, Fragmented Accountability,
and Preventable Revenue Loss

A single-doctor practice with a strong patient base and updated clinical infrastructure
sought a 360 audit after experiencing year-over-year revenue stagnation and a noticeable
decline in team engagement. On the surface, the practice appeared well-positioned: a
loyal patient population, low turnover, and consistent new-patient demand. However,
operational and cultural inconsistencies were quietly constraining performance.

Underlying Dynamics Identified

The audit revealed several systemic issues affecting consistency, morale, and financial
outcomes:

o Leadership behaviors were unpredictable and often avoidance-based, resulting
in gaps in fairness, follow-through, and accountability. Team members frequently
described mixed messages, unmet commitments, and uneven expectations.

o Akey administrative leader held disproportionate informal influence, creating
in-groups and out-groups, information bottlenecks, and a culture of selective
transparency.

o Workflows varied widely across scheduling, insurance, case acceptance, AR, and
hygiene, with no standardized ownership or cross-checks.

o Training, onboarding, and skill development lacked structure, producing uneven
competency and reliance on workarounds.

o Financial leakage was significant, reflected in low pre-appoint rates, weak recall
engagement, inconsistent case acceptance choreography, preventable AR aging,
and ineffective insurance processes.

« Team motivation declined noticeably, as reflected in internal engagement scores
and employee feedback citing fairness concerns, lack of clarity, and inconsistent
communication.
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Organizational Psychology Analysis

The practice exhibited a climate characterized by:

low procedural justice (standards not applied consistently)
low interactional justice (commitments made » commitments missed)

identity threat and role insecurity stemming from favoritism and inconsistent
access to information

conflict avoidance that prevented issues from being addressed directly

emotional withdrawal where employees shifted from “initiative” to “minimum
viable compliance”

While operations continued to function on the surface, the underlying psychological
environment signaled early-stage burnout risk and disengagement contagion.

Operational & Financial Impact

Quantitative review revealed clear performance implications:

Hygiene pre-appoint: 56% (target ~85%)
Recall compliance: 48% (target ~70%)
Case acceptance: 38% (target 55%-65%)
Same-day dentistry: 6% (target 15%+)
Collections ratio: 91% (target ~98%)

AR >90 days: 21% (target <10%)

Supply spend: 7.5% (target 5-6%)

EBITDA margin: 8% (typical target 18-22% in comparable models)

The pattern was unmistakable: the practice did not suffer from weak demand or market
constraints, it suffered from structural, behavioral, and operational misalignment.

What the Owner Gained

The audit reframed the owner’s understanding of the practice’s challenges:
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e Leadership inconsistency—not staffing—was driving disengagement and friction.

e Operational variability—not team effort—explained financial drag and workflow
breakdowns.

¢ Informal power structures—not “personality issues”—were shaping communication
patterns.

o KPI gaps reflected system design problems—not employee performance issues.
e Lack of role clarity—not motivation—was driving “not my job” behavior.

The owner gained a comprehensive, psychologically grounded understanding of the
practice’s root issues—insight that had not surfaced through internal feedback or standard
consulting.

Why This Case Matters
This example highlights a frequent but under-recognized pattern in private practices:

Strong market position and talented teams cannot compensate for structural
ambiguity, inconsistent leadership, and operational instability.

The practice’s performance challenges were fundamentally linked to:
e misaligned leadership behavior
e uneven accountability
e variable workflows
e and a culture shaped by unspoken norms and conflict avoidance

This case demonstrates how a 360 operational audit makes the invisible visible revealing
the gap between a practice’s stated values and its lived operational reality.
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