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National Accreditation Competencies and Content

	CAAHEP COMPETENCIES
	


ABHES COMPETENCIES

	General

3.c.(1)(b). Recognize and respond to verbal communications

3.c.(1)(c). Recognize and respond to nonverbal communications

3.c.(2)(b). Perform within legal and ethical boundaries

3.c.(2)(d). Document appropriately

3.c.(4)(c). Utilize computer software to maintain office systems
	Professionalism

1.d. Be cognizant of ethical boundaries

Communication

2.f. Interview effectively

2.k. [Use] principles of verbal and nonverbal communication

Administrative Duties

3.a. Perform basic secretarial skills

3.d. Apply computer concepts for office procedures

Legal Concepts

5.a. Determine needs for documentation and reporting

5.b. Document accurately

Office Management

6.e. Maintain liability coverage

6.f. Exercise efficient time management

Instruction

7.d. Orient and train personnel


LEARNING OBJECTIVES

1. Define, spell, and pronounce the terms listed in the vocabulary.

2. Explain the importance of management in the medical office.

3. Discuss the desirable qualities of a medical office manager.

4. List and discuss the three types of leaders.

5. Discuss several types of power and whether power is a positive or negative entity.

6. Identify several ways in which employees are motivated.

7. Explain the difference between intrinsic and extrinsic motivation.

8. List several ways to prevent burnout.

9. Discuss what to look for when reviewing resumes and applications.

10. Explain why the telephone voice of an applicant is important.

11. Identify the follow-up activities the office manager should perform after an interview.

12. Explain the importance of mentors for new employees in the medical office.

13. List the various types of staff meetings.

14. Successfully arrange a group meeting.

15. Interview a job candidate for a position at the facility.

16. Conduct a performance review for an employee.

PREPARING TO TEACH

Prepare to teach the material to the students by completing the following tasks.

· Review the chapter.

· Review the lecture outline in the PowerPoint slides on the enclosed CD-ROM. Print a copy to use as lecture notes. Use the PowerPoint slides during your lecture.

· Determine which activities will be assigned to students.

· Compile the chapter test and key from the test bank.

PREPARING TO LEARN

Assign the following tasks to the students when beginning this chapter.

· Read the material. Prepare three to five questions based on the reading material that should be brought to class for discussion.

· Complete the Study Guide for this chapter.

· Find the vocabulary terms in the text, highlight them, and be able to define them.

· Study the tables and figures included in the text.

· Complete the corresponding chapter on the Evolve website.

SCENARIO

Have a student read the scenario. Present the questions offered at the end of the scenario to the students for consideration as they progress through the chapter.

Summary of Scenario

Katherine has made an impact on all of the staff members at Dr. Collins’s office. She treats her employees well and is fair regarding office policies and procedures. Her subordinates appreciate her flexibility and professionalism as she deals with the many issues surrounding the operation of a medical office. Katherine treats the employees as team members, never speaking to them as if she were superior to them. She shares vital information with the staff so that they feel a part of the whole team and believes that even some negative information should be related to the staff so that everyone is aware of the challenges the office faces. She makes good hiring decisions and firmly believes in a good orientation and training program. Dr. Collins has placed a great deal of trust in Katherine, and she has performed well, proving to be reliable in her position as office manager.

Katherine knows that she should display a friendly attitude toward her staff members when appropriate to do so. She is kind and considerate and treats the staff as individuals. She does not fraternize with them, but is open to having lunch with the staff at various times and participates in all casual office activities. She maintains a healthy distance so that she can be an effective manager, but she listens to those who are experiencing difficulty and is compassionate about helping whenever possible.

Katherine knows that she must be diligent in checking references so that she brings reliable, qualified individuals on board as staff members. Unless she receives acceptable references, she will not hire a medical assistant to become a part of her team. Once she hires someone, she conducts a thorough training program and takes special care to share the experience and skills of the new staff member with the rest of the team.

When Katherine must give a negative employee evaluation, she states that fact at the beginning of their meeting. Although she is compassionate, she is able to point out a staff member’s shortcomings in a detailed, fair way. She is usually willing to give an employee time to improve, but if he or she fails to perform, Katherine does not hesitate to end the employment.

Katherine uses patient information folders as management tools. She has instructed her staff to fully explain the folders to patients and tell them about the information contained within them. Because the staff takes the time to review the folders with patients, calls to the office have been reduced and the staff feels that patients are much more informed. They understand office policies much better, and the staff finds that they repeat basic information much less frequently. Katherine heads a cooperative team that functions well together every day, making the office efficient and the work environment a pleasant one of which to be a part.

POINTS TO REINFORCE
· Treat employees well and fairly.

· Share vital information with the staff, and consider them members of an effective team.

· Take care in bringing on new staff members.

· Use information folders to keep patients up to date on office policies.

SUMMARY OF LEARNING OBJECTIVES

1. 
Define, spell, and pronounce the terms listed in the vocabulary.

· Spelling and pronouncing medical terms correctly adds credibility to the medical assistant. Knowing the definition of these terms promotes confidence in communication with patients and co-workers.

2. 
Explain the importance of management in the medical office.

Management is an important aspect of running a professional medical office. The physician counts on the office manager to run the business aspects of the office so that he or she can focus efforts on good patient care. A high degree of trust is placed with the office manager.

3. 
Discuss the desirable qualities of a medical office manager.

A good office manager is fair and flexible. Good communications skills are necessary, as well as attention to details. The manager should care about the employees and have a sense of fairness. The ability to remain calm in a crisis is important, as is the use of good judgment and ability to organize tasks.

4.
List and discuss the three types of leaders.

Charismatic leaders inspire allegiance and dedication and encourage individuals to overcome great obstacles. The transactional leader is structured and organized, hardworking, and a planner. The transformational leader is excellent during times of transition and is effective at building relationships.

5. 
Discuss several types of power and whether power is a positive or negative entity.

Power can be both a positive and a negative entity. Power should not be used in a manipulative or coercive manner. Expert power is based on a high degree of knowledge about a certain subject. Using rewards is one form of invoking power, and legitimate power is that of position or status. Referent power is granted from subordinates to those who lead by example.

6. 
Identify several ways in which employees are motivated.

Employees are motivated by various factors, including money, praise, insecurity, honor, prestige, needs, love, fear, satisfaction, and many others. The effective manager attempts to discover what motivates employees to do a good job.

7. 
Explain the difference between intrinsic and extrinsic motivation.

Intrinsic motivation comes from within the employee. Extrinsic motivation has an outside source.

8. 
List several ways to prevent burnout.

Asking for help, first and foremost, can prevent burnout. Managers often take on too many duties and do not delegate as much as they should. Exercise and rest help prevent burnout, as well as understanding one’s personal limitations. Focused goals are important and help keep the manager working toward the most critical tasks.

9. 
Discuss what to look for when reviewing resumes and applications.

Resumes and applications should be reviewed for accuracy and completeness. Gaps in employment dates should be explained fully, and the office manager should verify any references given. Documents should be legible, and the information contained should be consistent and without oversights.

10. Explain why the telephone voice of an applicant is important.

The telephone voice of an applicant is important because most employees have occasion to answer the telephone while at work. The employee’s voice should be clear and easily understandable. Good grammar skills must be used to reflect a professional image.

11. Identify the follow-up activities the office manager should perform after an interview.

After interviewing a prospective candidate, the office manager should verify the facts on the resume and application and check several references. A comparison should be made between the candidates and the top two or three chosen for a possible second interview. It is wise to involve other staff members when choosing new employees for the office.

12. Explain the importance of mentors for new employees in the medical office.

Mentors assist new employees by offering information regarding policies and procedures. The mentor can be a helpful advocate that the new employee can approach when questions arise about any aspect of the medical office.

13. List the various types of staff meetings.

Staff meetings may be held to relay information, solve a problem, or brainstorm ideas. Some meetings are designed as work sessions, whereas others may be scheduled to discuss new policies or changes in procedures.

14. Successfully arrange a group meeting.

· Meetings will be held on at least a monthly basis in most physician offices. The process for arranging a group meeting is outlined in Procedure 24-3.
15. Interview a job candidate for a position at the facility.

· By making job candidates comfortable during job interviews, the manager will be able to evaluate the candidate as he or she is expressing the skills that will be pertinent to the position. The process for interviewing a job candidate is outlined in Procedure 24-1.

16. Conduct a performance review for an employee.

· Performance reviews can be productive, positive experiences, or can lead to termination of employment. The process for conducting a performance review is outlined in Procedure 24-2.

STUDENT ACTIVITIES

1. Have students prepare a report about a manager who has influenced them positively in the past. They should describe the qualities that made the person a good manager.

2. Discuss the ideal workplace situation and the working relationship among the people who are employed in a medical facility.

3. Design a chain of command for a physician’s office.

4. Discuss performance evaluations and the reasons that most evaluations are not perfect ones. If a facility operates on a 1 to 5 scale for reviews, with 1 being the highest mark and 5 the lowest, determine what each level could signify (e.g., 1 is perfect; 2 is above average, and so on).

5. Assign a report on the person who has most influenced the students’ decision to pursue a career in the medical field.

6. Prepare a report on three people: one charismatic leader, one transactional leader, and one transformational leader. Compare their efficiency, and suggest which one is the most effective leader. 

7. Discuss which management style is most effective in the physician’s office.

8. Assign a reading of the book “Who Moved My Cheese?” Discuss the book in class or in small groups.

9. Discuss the pros and cons of power.

10. Determine the things that motivate students to finish school. Discuss these in class.

CHAPTER 24 STUDY GUIDE ANSWER KEY
VOCABULARY REVIEW

Fill in the blanks with the correct vocabulary terms from this chapter.

1. Dr. Hughes enjoys offering incentives to employees who perform over and above the call of duty.

2. Lucia told a blatant lie to her supervisor, which almost resulted in termination of her employment.

3. The staff enjoys motivational talks and recently traveled to North Dallas to hear Zig Ziglar speak.

4. Employee retention can indicate the working conditions at a facility; when the staff members are happy with their jobs, they tend to remain in their positions for a number of years.

5. Mrs. Gordon has always been a great promoter of employee morale, never failing to offer her smile and a kind word to others.

6. Ruth Ann was written up for insubordination after she and Sue Lynn, her supervisor, had a rather loud and tense discussion last week.

7. The marketers targeted young women in their latest advertisements to promote the hospital expansion in the labor and delivery department.

8. New employees may find it helpful to be assigned a mentor, who will assist them as they learn the office routines and responsibilities.

9. The office manager assigned several new duties to Ann, including development of meeting agendas. 

10. Sandy had 17 performance appraisals to give over the course of the week.

11. People in the medical field sometimes experience burnout and feel a need to separate themselves from the profession for a period of time.

12. Paul was charged with embezzlement after he took money from the physical therapy clinic where he formerly worked.

13. The physicians and management personnel have worked hard to develop such a(n) cohesive team.

14. A chain of command is necessary in any organization, even the smaller ones.

15. Barbara is meticulous with her paperwork and very seldom makes an error.

SKILLS AND CONCEPTS

Part I: Office Managers

Provide the answers to the questions in the blanks below.

16. Why is it a good idea to have one person in charge of office operations?

Answer: Having one person in charge of the office gives the employees a person to consult with questions or concerns about the way that the office operates. This person serves as a go-between for the employees and the physician and mediates problems and conflicts. The office manager provides direction and should be concerned about employee morale. He or she should make employee satisfaction high on the priority list. A good office manager allows the physician to concentrate on the patients and their care instead of worrying about the business end of the practice.

17. Most management problems can be avoided by carefully defining the areas of:

a. authority
b. responsibilities of employees
18. What usually happens if a manager helps employees get what they want and need from a job?

Answer: The manager usually gets what he or she wants and needs as well. The employees will strive to make the manager look good when the manager is supportive of the employees.
19. Managers who have a group of outstanding employees are usually looked on as effective leaders.
20. List the three basic types of leaders.

a. charismatic
b. transactional 

c. transformational
21. List and explain three types of power.

Answers may include the following.

· Coercive power is manipulative, and the leader often makes threats or uses fear to accomplish goals.

· Expert power is a factor when the leader is knowledgeable about a subject.

· Legitimate power is that of position or status.

· Referent power is granted from subordinates to those who lead by example.

22. The office manager must always have enough written documentation when terminating an employee.

23. List five ways to motivate employees.


Answers will vary.

24. What is a “yes” person?


Answer: A person who agrees with everything that the manager says
25. What is one of the most effective ways to improve employee morale?


Answer: Good communication with employees

Part II: Hiring and Terminating Employees

Fill in the blanks with the best answers.

26. One of the most effective methods of finding new employees is through word of mouth.
27. Calling a job candidate to schedule an interview presents an opportunity to judge how well he or she speaks on the telephone.
28. Have the job candidate fill out the application at the office by hand so that the applicant’s handwriting can be evaluated. 

29. If the job candidate feels at ease, he or she will be able to share strengths and will communicate better during the interview.

30. Relationships with those who work in the medical office should above all else be professional.
31. Candidates may be required to submit to a credit check, especially if they will be handling office finances.

32. One of the most critical errors in bringing a new staff member to the team is not providing fair and adequate orientation and training.
33. Well-written job descriptions list the essential functions of the job and reveal the chain of command that should be followed in the office. 

34. A dismissed employee should never be left in the office alone.
35.  Always check at least three references when hiring a new employee.

Part III: Leading during Transitions and Change

Add the appropriate word to the following sentences about change.

36. Change happens.
37. Move with the change.

38. Monitor change. 

39. Adapt to change quickly.

40. Enjoy change.

41. Anticipate change.
Part IV: Meeting Agendas

Place the following activities in the correct numeric order for a staff meeting.

2 
Discussion of unfinished business

7 
Adjournment

4
Discussion of problems in administrative area

6
Discussion of new business

1
Reading of last meeting’s minutes

3
Discussion of problems in clinical area

5
Discussion of problems in common areas

Part V: Medical Practice Management
R I P B U T S S M E N T O R T Y M X H U E J I S P Z G L A M 
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S T U X U X W C B U R S E R C O U H T K F N P D O I L M X R 
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Affable

Agenda

Ancillary

Appraisal

Blatant

Burnout

Chain of command

Circumvention

Cohesive

Disparaging

Embezzlement

Extrinsic

Impenetrable

Incentives

Insubordination

Intrinsic

Mentor

Meticulous

Micromanage

Morale

Motivation

Reprimands

Retention

Subordinate

Targeted

CASE STUDY

Belinda is a single mother with two children. She recently was divorced from her husband and is in the process of rebuilding her life. She enrolled in medical assisting school 8 months ago and is now preparing for graduation. Throughout her time in classes she has researched medical facilities on the Internet and has found several that are close to her apartment complex. 


Belinda has several goals in life, and the most important ones involve her family. She wants to secure a job that will allow her to take care of her children, assure them a good education, and save for their college tuition. She knows that she needs to find a job that offers health benefits. Belinda is a loyal employee and has a good work history, so she is hopeful that her positions from graduation forward will be such that she is able to make steady progress toward reaching her goals. 


What goals do you have for your life after graduation? Assess your personal situation, and determine five long-term (life) goals, five short-term (one year or more away) goals, and 10 immediate goals for the next six months. Write the goals down. For the long- and short-term goals, include a few sentences that explain why the goal is important to you. Make certain that all of the immediate goals are attainable in a 6-month period. 


Once completed, look over your list daily. Write down all of the progress made toward the goals, and celebrate when each one is attained. It may be beneficial to keep a journal that details the progress made toward your goals and set new ones as the original ones are met. 

Answers will vary.

WORKPLACE APPLICATIONS

Section I

Revise or write a new patient information booklet, and split into groups with your classmates to work on different sections of the booklet. Plan a staff meeting, sending a memo to each classmate who should attend. Write an agenda for the meeting, set a time limit, and determine a general subject to discuss. Each group should discuss its portion of the booklet during the meeting.

Section II

Compose a rough draft of your resume. Allow three different classmates to proofread the document and make suggestions. Draft a final copy, and turn it in to the instructor for a grade.

INTERNET ACTIVITIES

1. Perform a job search for medical assisting positions in the local geographic area. Look for the 15 most interesting opportunities, and print the job descriptions. Compare the job requirements with the skills learned. If appropriate, apply for the positions.

2. Use the Internet to research a person whom you consider a leader. Read material about this person’s life, and write a report about his or her ability as a leader. Share the report with the class.

3. Investigate budgeting ideas by doing research on the Internet. Determine what items must be included in the budget, and then list all of the bills and payments that must be made each month. A budget template may be available on the Microsoft website and can be downloaded for use. Make the estimates as close as possible to your actual income and expenses. Turn the budget in to the instructor.

CHAPTER 24 QUIZ

1.
Name three types of leaders.

a.
charismatic
b.
transactional
c. 
transformational
2. 
Name three types of managers.

a.
democratic

b.
autocratic

c.
laissez-faire

3. 
Stealing from an employer is called embezzlement.
4. 
Refusing to obey authority is called insubordination.
5. 
Peer evaluations involve other staff members and their input with regard to a co-worker’s performance.

6. 
Change is a part of every person’s life and happens in every business, so the ability to adapt and be flexible is a valuable skill. 

7.
Having a variety of personality types usually works better in an office than having several employees with the same type of personality.

8.
The medical assistant should always follow up an interview with a thank-you note. 

9.
By sharpening negotiation skills, the medical assistant may obtain a higher salary than the physician’s first offer.

10. An agenda is a listing of the items for discussion during a staff meeting.
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