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SELECTION OF 

OPPORTUNITIES FOR 

IMPROVEMENT
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No Problem Statement Magnitude of problem

1 Low percentage of completed case among antenatal mothers

(DSA Goal :  >50%) 38.93%

2 Low percentage of 6 years old children with caries free status

(DSA Goal :  >60%)
54.04%

3 Low percentage of senior citizens’ dentures issue within 8 

weeks

KPI Goal :  >50%)

39.72%

4 Low percentage of senior citizen having 20 functional teeth

(NIA Goal :  >60%) 41.8%

5 Percentage of Basic Periodontal Examination among new adult 

outpatients

(DSA Goal :  >30%)

41.73%

Problem Identification
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Problem Prioritization – ‘SMART’ Criteria
No Problem Statement S M A R T

Total 

marks

1 Low percentage of completed case among 

antenatal mothers
15 15 13 11 13 67

2 Low percentage of 6 years old children with caries 

free status
11 15 13 9 7 55

3 Low percentage of senior citizens’ dentures issue 

within 8 weeks
15 15 15 15 15

4 Low percentage of senior citizen having 20 

functional teeth
15 15 11 9 7 53

5
Percentage of Basic Periodontal Examination 

among new adult outpatients
13 15 11 15 15 63

NGT  (Nominal Group Technique) based on SMART criteria

75

5 Group 

members

Mark Awarded 1 2 3

Rating Low Average High 5



Seriousness 

Dentures is the most common solution to edentulism.  

However only 38.3% of elderly patients received dentures 

within 8 weeks in Klinik Pergigian Parit Raja from January 

to December 2020.

Measurable

Data related to this study are quantifiable, and the process 

is clearly defined.

Appropriateness

Dentures should be issued within a certain period of time as 

the patient's existing hard and soft tissues may change 

over time.

Remedial

Solution possible within the capacity of the dental team and 

less requirement of others’ involvement.

Timeliness

Project does not take too long and changes can be seen 

immediately after strategies are implemented.
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Reasons For Selections
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● Edentulism affects quality of life (QoL) as patients suffer from poor facial aesthetics and 

food masticatory deficiencies. The QoL was regained after oral rehabilitation with 

dentures. (Nordendram et al,  2012)

● Edentulism not only impair aesthetics and functions (chewing and digestion) but also 

phonation (Bilhan H et al, 2012). In addition this may also causes nutritional deficit and 

worsening self-esteem as part of its negative impact on QoL. (De Carvalho et al, 2020) 

● Study done by Bannwart L et al noted positive impact after dentures treatment. There 

was increase in oral health-related quality of life, reduction in anxiety and perception of 

greater salivation. (Bannwart L et al, 2020)

Literature Review
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Flow Chart Of Denture Construction
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Statement of the Problem

PROBLEM
Increased denture demand in 2020 but only 38.3% of elderly patients received 

theirs within 8 weeks from the date of the patient's request. 

EFFECT

Dentures should be issued within a certain period of time to avoid changes 

the patient's existing hard and soft tissues. This is to ensure dentures are 

well fitted and serve their function

POSSIBLE 

CAUSE

Denture fabrication involves three parties; patients, dental officers, and

dental technicians. Lack of knowledge and skill may contribute to 

challenges to complete fabrication of dentures.

AIM OF 

THE STUDY

To increase the percentage of elderly patients’ denture issue within 

8 weeks in Klinik Pergigian Parit Raja to 50% (KPI) in 2020
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KEY MEASURES FOR

IMPROVEMENT
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Indicator & Standard

Percentage of Elderly Patients Receiving Denture within 8 
Weeks in Klinik Pergigian Parit Raja

Indicator

Formula

Number of elderly patients receiving denture within 8 

weeks from date of requesting and fit for denture 

Number of senior citizens requesting and fit 

for denture

x 100

STANDARD : Based on 

Key Performance Index 

(KPI) no. 10 PKP, KKM 

(≥ 50% ) - 2020
13



Study Objectives

General Objective

To increase the percentage of elderly patients’ denture issue within 8 weeks

Specific Objectives

To identify problems and their 

contributing factors towards low 

percentages of denture issue for elderly 

patients within 8 weeks

To evaluate the effectiveness of remedial 

actions taken 

To take remedial actions towards those 

contributing factors
1 2

3
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CAUSE EFFECT AND

ANALYSIS
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LOW PERCENTAGE 
OF ELDERLY 

PATIENTS 
RECEIVING 

DENTURES IN  8 
WEEKS 

Increase 
demand for 

denture 
among 
elderly

Poor 
maintenance 

of denture

Cheaper 
treatment 

option

Patient 
request for 

spare 
denture

Poor 
sustainability 
of functional 

teeth

Multi 
stage

Involve 
different 

personnel

Involve 
clinical and 
lab stage

Lack of 
guidance for 
new dental 

officer

Poor 
communication 

between 
technician and 

officer
Complicated 
step for full 

denture

Poor 
diagnosis and 

treatment 
plan

Inexperience 
dental officer

One dental 
technician

Difference 
skill and 

experience 
among 
officer

Lengthy 
procedure 

time

Repetition 
step

Cause Effect Analysis Chart

16



Patient from 

denture waiting list

Impression stage

Clinical stage performed 

by officer

Satisfactory

Bite registration

Try-in stage

Review

End

Lab stage performed 

by technician

Study model and bite 

block

Teeth set-up

Satisfactory

Denture processing

issue stage Satisfactory

No

No

No

Yes

Yes

Yes

Process of Care
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Step Process of Care Criteria Standard Verification

1 Impression stage ● To ensure all anatomical 

landmark recorded adequately

100% 70%

● To ensure suction present upon 

removal

100% 90%

2 Bite registration 

stage

● To ensure bite with stable 

occlusion

100% 70%

● To ensure centric relation record 100% 70%

3 Try-in stage ● To ensure patient satisfied with 

denture appearance

100% 100%

● To confirm bite achieved as 

previous bite registration

100% 80%

Model Of Good Care
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PROCESS OF GATHERING

INFORMATION
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Methodology – Study Timeline

Verification of problem and 

identification of contributing 

factors 

(January 2021)

Verification Study

▪ Implementation and evaluation of 

remedial measures

▪ February – December 2021

▪ Remedial measures still being

carried out and monitored

▪ January – December 2022

▪ Remedial measures maintained

and monitored 

▪ January – December 2023

Cycle 1

Re-evaluation

Maintenance
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Retrospective 
Collection from LP8 

Cross sectional 
survey done 

To identify types of denture 
requested and number of cases 

repeated.

To identify reasons not receiving 
denture in 8 weeks. 

To identify contributing factors 
affecting confidence and 

competency. 

1

2

Methodology
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Study design 
Retrospective data 

collection 

Time frame Jan - Dec 2020

Data collection 

- Convenience 

sampling 

- From LP8 (clinical 

cards)

- From PG 207

(Monthly report)

Data analysis Microsoft Excel 

All elderly patients not 

receiving denture from 

January to December 

2020.  

All elderly patients 

under denture 

treatment who fail to 

attend at any stage of 

treatment. 

Inclusion 

Criteria

Exclusion 

Criteria

Methodology
1
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Study design 

Cross 

sectional 

survey 

Time frame Jan 2021

Data collection 

- Convenience 

sampling 

- Online 

questionnaire  

Data analysis 
Microsoft 

Excel 

All dental personnels 

of KP Parit Raja 

involves in denture 

fabrication.

All dental personnel 

that are not directly 

involved in denture 

fabrication.

Inclusion 

Criteria

Exclusion 

Criteria

Methodology
2
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DATA ANALYSIS AND 

INTERPRETATION

(Verification)
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Chart 2: amount of case repeated in 2020
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Chart 3: contributing factors affecting confidence 

and competency among dental officer

28.6%

71.4%

85.7%

57.1%
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Chart 4: Denture stage repetition
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STRATEGY FOR CHANGE
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● Denture workshop (CDE)

○ To enhance knowledge of good impression taking skills and bite registration technique

● Officer tagging schedule

○ Separate officer to senior and new accordingly

○ Allow better supervision and guidance

● Denture Burner Box

○ Innovation to provide organized workstation during bite registration stage

○ Quick guide helps for more systematic bite registration

Strategy for Change
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Denture workshop (CDE)
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Officer tagging schedule
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Innovation: Denture Burner Box
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Flow Chart Of Denture Construction
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Innovation: Denture Burner Box
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Innovation: Denture Burner Box
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EFFECT OF CHANGE
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Process Of Care Patient from 

denture waiting list

Impression stage

Clinical stage performed 

by officer

Satisfactory

Bite registration

Try-in stage

Review

End

Lab stage performed 

by technician

Study model and bite 

block

Teeth set-up

Satisfactory

Denture processing

issue stage Satisfactory

No

No

No

Yes

Yes

Yes

Burner 
box
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Clinical Stages of Denture Before intervention After intervention

Impression 8 1

Bite Registration 18 3

Try-in 3 0

Issue 0 0

Difference in repetition of clinical denture stages before and after intervention

Effect of Change
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Year 2020 2021 2022 2023

No of denture 

issue

28 42 49 70

Percentage of 

denture issue

38.4% 66.7% 84.5% 82.4%
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ABNA
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Step Process of Care Criteria Standard Verification Post

Intervention

1 Impression stage ● To ensure all anatomical 

landmark recorded 

adequately

100% 70% 100%

● To ensure suction present 

upon removal

100% 90% 100%

2 Bite registration 

stage

● To ensure bite with stable 

occlusion

100% 70% 100%

● To ensure centric relation 

record

100% 70% 100%

3 Try-in stage ● To ensure patient satisfied 

with denture appearance

100% 100% 100%

● To confirm bite achieved 

as previous bite 

registration

100% 80% 100%

Model Of Good Care
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● In order to maintain high percentage of elderly patient receiving 

denture within eight weeks, the remedial measures is still carried out

and monitored

● The project were expanded to all dental clinics in Batu Pahat and plan 

to be replicated in other districts in Johor

● The standard will be elevated to 80% in 2025 

The next step
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Permohonan bagi replikasi projek Quality Assurance ke seluruh 
klinik pergigian negeri Johor.
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Gantt chart
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Steps
Jan 2021

Feb – Dec

2021
Jan 2022

Feb-Dec

2022
2023 2024

Identifying problem

Data collection

Data analysis

Remedial action

Re-evaluation of 

remedial measures

Maintenance

Report writing

Plan Implementation
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