Boston Reed College

Administrative Medical Assistant Program

Module 3
Topics: Telephone Technique and Patient Reception
Chapter 9: Telephone Technique
Key Objectives:

· Define and spell terms listed in the vocabulary
· Determine and discuss the source of incoming calls to a physicians office

· Describe how one develops a pleasing telephone voice

· Demonstrate the correct way to hold a telephone handset

· Explain why courtesy is so important when speaking the telephone

· Discuss the different ways to handle callers who want to speak to a physician

· List the seven items needed to take a telephone message correctly

· Explain how angry callers might be handled

· Discuss how the medical assistant should handle callers with a complaint

· List several questions to ask when handling an emergency call

· Discuss several useful sections of the introductory pages of the phone directory

· Demonstrate the correct way to answer the telephone in the office

· Demonstrate the correct way to accurately record a message and take a request for action

· Demonstrate the most efficient way to call in a prescription refill to a pharmacy

The learner will be able to or demonstrate the following skills:
· 9-1 Answer the telephone

· 9-2 Take a message

· 9-3 Call the pharmacy with a new or refill prescription

Course Content


Textbook – pages 145 - 163

Workbook – complete pages 55 - 59
Outside of Class (must be completed in preparation of class):

· Read chapter 9 in Kinn’s The Administrative Medical Assistant
· Workbook Chapter 9 : perform all exercises including end of chapter quiz
· Medical Terminology handout : Part V- The Integumentary System

Class Activites:

· Review overhead transparencies
· Answer the telephone

· Take a telephone message

· Call the pharmacy with new or refill prescriptions
Chapter 11: Patient Reception and Processing

Key Objectives:

· Define and spell terms listed in the vocabulary

· Explain the purpose of the office mission statement

· List several patient amenities and why these are important additions to the medical office

· Describe how to prepare for patient arrivals

· Explain why it is important to use the patient’s name as often as possible

· Discuss how the medical assistant may help the patient prepare for an examination

· List and explain two methods of chart placement

· Discuss how the medical assistant might deal with talkative patients

· Explain how the medical assistant can recall closing duties

· Discuss ways to make the patient feel at ease and comfortable in the medical office

· Correctly prepare charts for registered patients who are scheduled

· Demonstrate the correct way to register a new patient

The learner will be able to or demonstrate the following skills:
· 11-1 Preparing charts for scheduled patients
· 11-2 Registering a new patient

Course Content


Textbook – pages 184 - 197

Workbook – complete pages 69 - 75
Outside of Class (must be completed in preparation of class):

· Read chapter 11 in Kinn’s The Administrative Medical Assistant
· Workbook Chapter 11 : perform all exercises including end of chapter quiz

Class Activites:

· Review overhead transparencies

· Prepare charts for scheduled patients

· Register new patients
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