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ABSTRACT

INTRODUCTION: Human resources management is a system of activities that effectively utilizes personnel
to achieve the goals of an organization while satisfying the needs of its employees. A company’s success lies in its
ability to attract and retain the right employees who are satisfied with their roles and work environment, leading to
long-term productivity. As the head of a dental laboratory, a dental technician performs all levels of management
simultaneously.

AIM: To investigate the opinions of managers of dental technician laboratories, dental technicians, and dentists
regarding the factors affecting staff turnover in dental technician laboratories.

MATERIALS AND METHODS: Literary sources were reviewed, and an anonymous survey was conducted
to achieve the research goal. The study included 250 participants from the cities of Varna, Bourgas, and Dobrich
(126 dental technicians - hired workers, 58 managers of dental laboratories, and 66 dentists). Graphical and
comparative analyses were used to present and interpret the data.

RESULTS: The main factor affecting staff turnover, according to managers (82.76%) and dental technicians
(69.84%), is unsatisfactory payment. Dentists, however, indicated workplace conflicts (92.42%) as the primary
factor.

CONCLUSION: For a dental technician laboratory to be successful, it is important for employers to attract
and retain employees. The data from this study can help managers reduce the turnover of dental technicians,

improve their practices, and strengthen their positions in the health services market.

Keywords: factors, personnel, turnover, dental technician laboratory, research

INTRODUCTION

Human resources management is a system of ac-
tivities that effectively utilizes personnel to achieve
organizational goals while simultaneously meet-
ing the needs of employees (2,4,6,18). According to
Iliev, managing people within organizations is un-
doubtedly connected to a multitude of factors. It in-
corporates the selection of the company’s person-
nel, the formation of teams, task assignment, perfor-
mance reporting, evaluation of work outcomes, re-
warding efforts and achievements, as well as train-
ing and professional development. Additionally,
it involves many other aspects of human relations
throughout the work process (11).

A company’s success depends on its ability to at-
tract and retain the right employees who are satisfied
with what they do and work environment. Such peo-
ple are productive for a long period of time (2,8,16).

Levinson thinks that management by targets is
closely related to the evaluation and review of work
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performance. He states that individual work perfor-
mance should be linked to organizational goals: to
clarify what exactly each worker will do and what
he/she must achieve; to support the improvement of
the worker’s competence and career development; to
support communication between the manager and
the worker; to serve as a basis for judgments relat-
ed to payment and promotions (2,15); to emphasize
the importance of gaining competitive advantage
by means of quality human resource management
(HRM) (20,21).

Human resource management affects both the
development of individuals and the progress of the
organization they belong to. In this regard, human
resource management is committed not only to pro-
viding and developing personnel, but also to the in-
troduction of programs focused on communication
and relationships between individuals with the aim
of ensuring the progress of the organization and re-
taining personnel, which is actually one of the main
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objectives of human resource management. In a
highly competitive business environment, human
resource management is a main responsibility of ev-
ery manager. The most important responsibilities are
the following: analysis of a certain position and staft-
ing (21), introduction of a legal and ethical manage-
ment system (17), organization and optimization of
the workforce, measurement and evaluation of the
results at the workplace, introduction of a bonus sys-
tem for employees, professional growth, and work-
force maintenance (21,23,24). Workers should not be
considered as variable costs but as assets and, in ad-
dition, as a valuable source of competitive advantage
(13,23).

Attracting and retaining the required number
of suitable employees/specialists involves manage-
ment activities that predict and achieve the quanti-
tative and qualitative composition of the social orga-
nization of people. Such activities include job design,
organization parameters planning (social organiza-
tion), labor analysis, human resources strategy and
policy planning, and selection and recruitment of
employees (4,5,10,12).

Human resource management has three import-
ant aspects: attraction, motivation, and maintain-
ing human resources. Maintaining human resourc-
es means carrying out specific influential manage-
ment activities that purposefully keep the attracted
workers in certain working conditions (9,10,22). As
the head of a dental laboratory and the leader of its
operations, a dental technician performs all levels
of management simultaneously. A dental technician
must have the necessary skills for setting goals for the
development of the practice, as well as skills for or-
ganizing, implementing, and controlling the diverse
activities of everyday life at the workplace (1,25).

AIM

To investigate the opinions of managers of dental
technician laboratories, dental technicians, and den-
tists regarding the factors affecting staff turnover in
dental technician laboratories.

MATERIALS AND METHODS

Literary sources were studied, and an anonymous
survey was conducted to achieve the goal of the re-
search. The study involved 250 people from the cit-
ies of Varna, Bourgas, and Dobrich (126 dental tech-
nicians - hired workers, 58 managers of dental labo-
ratories, and 66 dentists). The results were processed
using SPSS v. 20, and graphical and comparative
analyses were used to present and interpret the data.

RESULTS

The opinions of three groups of respondents re-
garding the factors affecting staff turnover in dental
laboratories were investigated (Fig. 1). The total of re-
sponses exceeds 100% because respondents provid-
ed more than one answer in order to rank the fac-
tors they considered important. A statistically signif-
icant difference was found among the opinions of the
studied groups for all factors (p<0.05).
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Fig. 1. Factors affecting staff turnover

According to managers, the leading factor for
staff turnover in medical-technical laboratories is
low payment (82.76%), followed by conflicts with col-
leagues or the manager (72.41%).

Dentists consider almost all factors equally im-
portant. They state that conflicts within the team
or with the manager (92.42%) and low payment
(89.39%) have the greatest impact on turnover.

Dental technicians (69.84%) also consider low
payment to be the most important factor for turn-
over. However, in contrast to laboratory managers
and dentists, they identify nonpayment of overtime
(46.83%) and extended working hours (45.24%) as
the second most important factors. Work overload
has the least impact on the decision of dental techni-
cians to quit their job (37.30%), probably because in
most laboratories, their labor is paid as a percentage
of the medical devices they produce.

According to managers (34.48%) and dentists
(46.97%), extended working hours do not have a pro-
found impact on staff turnover. In most cases, this is
directly dependent on the deadlines for the fabrica-
tion of dental prosthetic structures. For a large num-
ber of dental technicians, this is a major factor that
would lead them to leave the laboratory they work
for.

Managers and dental technicians do not consider
unsatisfactory facilities a critical factor for staff turn-
over. Conversely, a large portion of dentists believe
that the laboratory they work with must be equipped
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with modern technology and materials to meet the
ever-growing demands of the service market.

DISCUSSION

The profession of a dental technician involves ac-
tivities related to the fabrication of various dental
prosthetic structures with healing, restorative, func-
tional, and aesthetic effects. The dental technician,
following the dentist’s instructions, independent-
ly performs tasks related to the planning and fabri-
cation of removable and non-removable dental pros-
thetic structures, orthodontic appliances, splints, etc.
(19). The dentist, dental technician, and dental assis-
tant form a team of specialists who care for the den-
tal health of patients. The head of the team is the den-
tist, who organizes and manages the entire treatment
process (14). The work of the dental technician re-
quires a high level of professional competence, a re-
sponsible attitude, and discipline in fulfilling duties
and meeting deadlines for the fabrication of dental
prosthetic structures.

The activity in the independent medico-techni-
cal laboratories is financed by income from the den-
tists who pay for the fulfillment of an order they have
made or by direct payments from individuals who re-
quest the service (25).

Staff turnover is a serious challenge for any lab-
oratory. It leads to a lack of sustainability in pro-
duction, an increase in the cost of hiring and train-
ing personnel, and a decrease in productivity in the
work process. The low payment of dental technicians
would also lead to an outflow from the specialty.

When selecting personnel, the manager of an in-
dependent medico-technical laboratory aims to hire
the most suitable candidate for the relevant position
who is not only suitable for the job description and
highly motivated but also has the necessary person-
al qualities for teamwork. When the manager has in-
vested resources, time, energy, and emotions in the
development of the employees and they feel sympa-
thetic to the goals of the laboratory and with their
suitability contribute to its successful development,
the manager must do everything possible to keep
them in the team (3).

The occurrence of a conflict between colleagues
or between the manager and the employees leads to a
deterioration in the microclimate in the dental tech-
nician laboratory. Handling conflict situations is im-
portant for maintaining a favorable working envi-
ronment and is also a condition for achieving bet-
ter work results. To create a favorable microclimate
in the dental technician laboratory, it is necessary to
emphasize successful communication, feedback, un-
derstanding, positive feelings, and emotions (7).
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The manager must be familiar with the team

- the various needs of the team members (material

and immaterial) and their priorities. People are more

productive and motivated when they feel fairly val-
ued in their work. Linking payment to individual
performance and providing additional compensa-
tion (material rewards) for overtime creates a favor-
able work environment that encourages employees to
stay and develop.

The analysis of the results and the studied literary
sources lead to the following conclusions:

1. According to the three groups of respondents, the
material incentives and the good microclimate
are an important condition for reducing turnover.

2. Managers should focus their attention on rela-
tionships with the employees and the implemen-
tation of a fair bonus (monetary) system.

3. For a large number of dental technicians, extend-
ed working time is a factor that would make them
leave the laboratory they work for.

CONCLUSION

For a successful dental technician laboratory, it
is important for the employer not only to attract but
also to keep the dental technicians who stand out as
good specialists and possess the necessary personal
qualities and professional skills to work in a highly
competitive environment and meet the challenges of
different clinical cases.

Being familiar with the factors affecting staff
turnover and the data from the survey can be useful
for managers to reduce the turnover of dental tech-
nicians in their laboratories and improve their prac-
tices and strengthen their health services market
positions.
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