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Multiple Choice
Identify the choice that best completes the statement or answers the question.
____
1.
A tickler file is an effective organizational tool to help the medical assistant:

	a.
	mail appointment reminders

	b.
	remember patients’ names

	c.
	learn to schedule efficiently

	d.
	manage office hours effectively


____
2.
Which of the following features is not a basic requirement of the office appointment book?

	a.
	Appropriate size

	b.
	Color-coding of days

	c.
	Ease of writing

	d.
	Space for notations


____
3.
What information would you need in order to properly matrix the appointment book?

	a.
	Days and hours the physician performs hospital rounds

	b.
	Employee vacation days

	c.
	Patient preferences regarding appointment times

	d.
	Appointment times for friends of the physician


____
4.
The way to organize appointment scheduling so that it best supports the success of the practice is to:

	a.
	schedule as many patients as possible throughout the entire day

	b.
	allow frequent rest breaks

	c.
	include a lot of time for the physician’s administrative activities

	d.
	consider the preferences of the physician


____
5.
The principal advantage of using the wave method when designing the scheduling process is that it:

	a.
	allows flexibility to accommodate the unpredictable

	b.
	gives priority to established patients

	c.
	provides more breaks for staff

	d.
	enables the physician to see more patients each day


____
6.
Which is the best approach to efficiently handle the scheduling of patients who are due for an appointment?

	a.
	Send out a reminder that asks the patient to call for an appointment.

	b.
	Call the patient at work.

	c.
	Schedule a date and time and notify the patient.

	d.
	It is the patient’s responsibility to remember.


____
7.
An effective way to deal with patients who are always late for appointments is to:

	a.
	refuse to schedule them after this happens several times

	b.
	have them wait until it is convenient for the physician

	c.
	advise them that they disrupt the office schedule

	d.
	give them the last appointment of the day


____
8.
What is the most important action to take when changing a patient’s appointment time?

	a.
	Find out and note why the time must be changed. 

	b.
	Remind them of any past due balances.

	c.
	Emphasize the importance of keeping the new appointment.

	d.
	Erase the patient’s name from the original slot.


____
9.
Why is it necessary to include a note in the patient’s chart when he does not show up for a scheduled appointment?

	a.
	To bill him for the time

	b.
	To keep count of the number of no-shows for a possible drop in the future

	c.
	To provide you with a reminder to call and reschedule

	d.
	To be prepared for future legal consequences regarding the patient’s care


____
10.
When informing patients that you must postpone their appointments because of the absence of the physician, it is good practice to:

	a.
	give them the name of one or more alternative physicians

	b.
	explain exactly why the physician cannot see them

	c.
	offer them priority over patients already scheduled in the future

	d.
	be extremely apologetic about the inconvenience


____
11.
If you work for a physician who is frequently called away from the office, it is a good practice to:

	a.
	warn patients about this possibility when they make appointments

	b.
	design a reception area that offers extra patient services during long waits

	c.
	note alternative appointment times for each patient for rescheduling purposes

	d.
	create a scheduling system that best accommodates these delays


____
12.
Which is the least satisfactory method of scheduling for the patient?

	a.
	Wave

	b.
	Double-booking

	c.
	Modified wave

	d.
	Categorization or grouping


____
13.
A matrix in the schedule:

	a.
	avoids overcrowding

	b.
	keeps from booking during meetings and hospital rounds

	c.
	is used only in large offices

	d.
	is done at the end of the day


____
14.
Which of the following is not an advantage of computerized scheduling?

	a.
	The computer cannot select times based on patient needs.

	b.
	The computer can keep track of future appointments.

	c.
	More than one person can access the system at a time.

	d.
	Ample appointment setting software is available.


____
15.
The appointment setting method by which a patient logs on to the Internet and views a facility’s schedule to set his or her own appointment is called:

	a.
	flexible office hours

	b.
	self-scheduling

	c.
	grouping procedures

	d.
	advance booking


____
16.
If a patient has been waiting more than _____ minutes past his or her appointment time, the medical assistant should offer to reschedule the appointment.

	a.
	5

	b.
	15

	c.
	20

	d.
	30


____
17.
The information in the appointment book must be legible because it:

	a.
	could be entered into court proceedings as evidence

	b.
	provides a clear indication as to what patient is coming at what time

	c.
	allows all persons using the appointment book to clearly read it

	d.
	All of the above


____
18.
Which of the following is true concerning scheduling new patients?

	a.
	Financial arrangements should be explained when the appointment is made if the patient is expected to pay at the time of service.

	b.
	Offer the patient only the times reserved for new patient appointments without flexibility.

	c.
	Assume that the patient will look up directions on the Internet.

	d.
	Wait to obtain information about the chief complaint until the patient arrives for the appointment.


____
19.
The first prerequisite for scheduling an outpatient admission or procedure is:

	a.
	a signed consent form

	b.
	the telephone number of the diagnostic or inpatient facility

	c.
	the patient’s demographic information

	d.
	an oral or written order for the procedure from the physician


____
20.
When scheduling an inpatient admission, be sure that the patient understands which of the following?

	a.
	Date and time to report for the admission

	b.
	What preadmission testing is necessary

	c.
	Name, address, and phone number of the facility

	d.
	All of the above


____
21.
The open office hours method of scheduling is also known as _____ scheduling.

	a.
	tidal wave 

	b.
	self

	c.
	wave 

	d.
	flexible office 


____
22.
Which types of outpatient procedures might be scheduled by the physician’s office?

	a.
	MRIs

	b.
	CT scans

	c.
	Blood work

	d.
	All of the above


____
23.
The medical assistant must remember that the physician will have other types of appointments that will need special notation in the appointment book, such as:

	a.
	new patients

	b.
	physicals

	c.
	surgeries

	d.
	established patients


____
24.
A person who fails to keep an appointment without giving advance notice is called a:

	a.
	disruption

	b.
	no-show

	c.
	cancellation

	d.
	reschedule


____
25.
When an obstetrician devotes two afternoons per week to seeing pregnant patients, he is using an appointment scheduling method called:

	a.
	wave scheduling

	b.
	advance booking

	c.
	grouping procedures

	d.
	modified wave scheduling


____
26.
When a requested appointment time is not available, the medical assistant should:

	a.
	explain why the time is not available and offer a substitute date and time

	b.
	insist that the patient accept the next available appointment

	c.
	immediately put the patient on a waiting list for that time slot

	d.
	suggest the patient see an alternate physician in the practice


____
27.
When patients need a series of appointments, it is best to:

	a.
	schedule them individually

	b.
	let the patient call when he or she is ready to come in

	c.
	try to set the appointments for the same day of the week at the same time

	d.
	Any method of scheduling will be effective


____
28.
Patients may fail to appear for appointments because:

	a.
	they have been pressed for a payment but do not have the funds to pay

	b.
	the patient is in denial and is having difficulty facing his or her illness

	c.
	the office consistently runs behind schedule

	d.
	All of the above are possible reasons for appointment failure


____
29.
What should the medical assistant remember when dealing with the appointments on the appointment book if the physician is ill?

	a.
	Explain the nature of the physician’s illness apologetically.

	b.
	Do not disclose the nature of the physician’s illness.

	c.
	Do not lose the patient by referring to another physician.

	d.
	Tell the patients that the physician is out of town.


____
30.
When the physician is scheduled at outside facilities, the medical assistant must be sure to allow time for:

	a.
	emergencies

	b.
	travel

	c.
	returning phone calls

	d.
	the physician’s late arrival
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