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Programme 
  
0900- 09.30 Registration 
 
09.30 -11.00 Session 1:  Examines the complaints and litigation situation in the UK        
how dental staff can use successful risk management strategies to manage the potential 
of problems occurring 
 
11.00 -11.15 Coffee 
 
11.15-12.45 Session 2:  Looks at what to do when complaint is received, the steps you 
should be taking immediately to manage this in practice, additionally explores the current 
GDC process’s and investigates other routes where complaints arise. 
 
12.45-13.30 Lunch 
 
13.30-14.45 Session 3: Examines the use of psychological influence techniques including 
micro-expressions and examines human behaviour in the dental practice to help staff to 
navigate this often complex area of business management 
 
14.45-15.00 Coffee 
 
15.00-16.15 Session 4: Completes session 3 and then round up and final questions 


