Licensed to: CengageBrain User



Licensed to: CengageBrain User

This is an electronic version of the print textbook. Due to electronic rights restrictions,
some third party content may be suppressed. Editorial review has deemed that any suppressed
content does not materially affect the overall learning experience. The publisher reserves the right
to remove content from this title at any time if subsequent rights restrictions require it. For
valuable information on pricing, previous editions, changes to current editions, and alternate
formats, please visitww.cengage.com/highered to search by ISBN#, author, title, or keyword for
materials in your areas of interest.

Copyright 2012 Cengage Learning. All Rights Reserved. May not be copied, scanned, or duplicated, in whole or in part. Due to electronic rights, some third party content may be suppressed from the eBook and/or eChapter(s).
Editorial review has deemed that any suppressed content does not materially affect the overall learning experience. Cengage Learning reserves the right to remove additional content at any time if subsequent rights restrictions require it.



Licensed to: CengageBrain User

-

[ 4
i

DELMAR

CENGAGE Learning'

Administrative Medical Assisting,
Seventh Edition
Linda L. French, Marilyn T. Fordney

Vice President, Editorial: Dave Garza

Director of Learning Solutions: Matthew Kane
Executive Editor: Rhonda Dearborn

Managing Editor: Marah Bellegarde

Senior Product Manager: Sarah Prime
Product Manager: Lauren Whalen

Vice President, Marketing: Jennifer Baker
Marketing Director: Wendy Mapstone
Marketing Manager: Nancy Bradshaw
Marketing Coordinator: Piper Huntington
Production Director: Wendy Troeger
Production Manager: Andrew Crouth

Content Project Manager: Brooke Greenhouse

Senior Art Director: Jack Pendleton

Printed in the United States of America
1234567141312

© 2013, 2008, 2003, 1998 Delmar, Cengage Learning

ALL RIGHTS RESERVED. No part of this work covered by the copyright herein
may be reproduced, transmitted, stored, or used in any form or by any means
graphic, electronic, or mechanical, including but not limited to photocopying,
recording, scanning, digitizing, taping, Web distribution, information networks,
or information storage and retrieval systems, except as permitted under
Section 107 or 108 of the 1976 United States Copyright Act, without the prior
written permission of the publisher.

For product information and technology assistance, contact us at
Cengage Learning Customer & Sales Support, 1-800-354-9706
For permission to use material from this text or product,
submit all requests online at www.cengage.com/permissions.
Further permissions questions can be e-mailed to
permissionrequest@cengage.com

Library of Congress Control Number: 2012932314
ISBN-13: 978-1-133-13392-6
ISBN-10: 1-133-13392-4

Delmar

5 Maxwell Drive

Clifton Park, NY 12065-2919
USA

Cengage Learning is a leading provider of customized learning solutions with
office locations around the globe, including Singapore, the United Kingdom,
Australia, Mexico, Brazil, and Japan. Locate your local office at:
international.cengage.com/region

Cengage Learning products are represented in Canada by Nelson Education, Ltd.
To learn more about Delmar, visit www.cengage.com/delmar

Purchase any of our products at your local college store or at our preferred
online store www.cengagebrain.com

Notice to the Reader

Publisher does not warrant or guarantee any of the products described herein
or perform any independent analysis in connection with any of the product
information contained herein. Publisher does not assume, and expressly
disclaims, any obligation to obtain and include information other than that
provided to it by the manufacturer. The reader is expressly warned to consider
and adopt all safety precautions that might be indicated by the activities de-
scribed herein and to avoid all potential hazards. By following the instructions
contained herein, the reader willingly assumes all risks in connection with such
instructions. The publisher makes no representations or warranties of any kind,
including but not limited to, the warranties of fitness for particular purpose or
merchantability, nor are any such representations implied with respect to the
material set forth herein, and the publisher takes no responsibility with respect
to such material. The publisher shall not be liable for any special, consequen-
tial, or exemplary damages resulting, in whole or part, from the readers’ use of,
or reliance upon, this material.

Copyright 2012 Cengage Learning. All Rights Reserved. May not be copied, scanned, or duplicated, in whole or in part. Due to electronic rights, some third party content may be suppressed from the eBook and/or eChapter(s).

Editorial review has deemed that any suppressed content does not materially affect the overall learning experience. Cengage Learning reserves the right to remove additional content at any time if subsequent rights restrictions require it.



Licensed to: CengageBrain User

A Career as an Administrative
Medical Assistant

LEARNING OBJECTIVES
After reading this chapter and learning step-by-step procedures to gain job skills,* you should be able to:

® Demonstrate how customer service skills are applied in the medical office.

e Describe the variety of career advantages, employment opportunities, and areas of specialization
open to those trained as administrative medical assistants.

e [temize 10 job responsibilities of an administrative medical assistant.

e List interpersonal skills needed to be an administrative medical assistant.

e [Establish priorities and implement time management principles to organize and perform clerical duties.
e (Compare and contrast assertive and aggressive behavior.

e Discuss patient reactions to health problems and your role when interacting with a distressed
patient or family member.

e [Explain various patient reactions to death and name the stages of dying.

e Define stress and identify strategies to reduce stress and burnout.

e State various components in professionalism.

e Understand the importance of and opportunities for certification or registration in your area of study.

e Relate how a health care professional can keep current in medical knowledge, policies, procedures,
and the latest trends in the medical community.

PERFORMANCE OBJECTIVES (PROCEDURES) IN THIS TEXTBOOK

e Interpret and accurately spell medical terms and abbreviations (Procedure 1-1).

PERFORMANCE OBJECTIVES (JOB SKILLS) IN THE WORKBOOK

e Interpret and accurately spell medical terms and abbreviations (Job Skill 1-1).

e Use the Internet to look up key terms and hear pronunciations (Job Skill 1-2).

*This textbook and the accompanying Workbook meet the educational components for entry-level administrative and general competencies
outlined by CAAHEP and ABHES.
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e Prioritize a task list to practice time management skills (Job Skill 1-3).

Use the Internet to obtain information on certification or registration (Job Skill 1-4).

Use the Internet to test your knowledge of anatomy and physiology or medical terminology (Job Skill 1-5).

Develop a medical practice survey (Job Skill 1-6).
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licensure National Certified Medical Registered Medical Assistant
multiskilled health practitioner Assistant (NCMA) (RMA)

(MSHP) National Certified Medical registration
National Center for Office Assistant (NCMOA)  g¢ress

Competency Testing professionalism sympathy

(NCCT) recertification

HEART OF THE
\ 4 HEALTH CARE
‘ PROFESSIONAL

Service

Motto: “Think with empathy, act through
service.”

The heart of the health care professional
should be directed at serving patients. Regard-
less of your duties, your approach should be
service oriented because service is woven into all
areas of medical assisting.

WELCOME TO
ADMINISTRATIVE
MEDICAL ASSISTING

Welcome to Administrative Medical Assisting. You
have taken the first step into a world that will stimulate
your mind, motivate your curiosity for learning, en-
ergize your work ethic, and enliven your spirit so that
you will want to contribute something good to today’s
soclety.

A typical day in a medical office might include
expediting an appointment so an anxious mother can
bring in her ill infant, building rapport with a teenager
who is afraid to tell the doctor about her promiscuous
behavior, calming down a patient who is angry about a
bill, reassuring a pregnant mother who is experiencing
morning sickness for the first time, or offering a listen-
ing ear to a patient who has just received a problematic
diagnosis. Every day is different and exciting, and each
day offers challenges and opportunities for personal
growth and advancement. It is an ever-changing, dy-
namic field, one where fascinating breakthroughs are
taking place in patient care and technology and one in
which the rewards always outweigh the task at hand.

Whether you are learning clerical skills to per-
form as an administrative medical assistant, pharmacy
technician, massage therapist, or other type of health
care professional, this book will help you learn step-
by-step procedures needed to perform a full range of
activities to master job skills that will enable you to
demonstrate customer service, educate patients, and
call upon your newly learned knowledge. As you be-
come proficient in medical terminology and learn
guidelines and laws, they will help you manage patient
care and create a safe environment to promote heal-
ing. You will play an integral role in a medical office as
you work closely with physicians or pharmacists and
become a lifeline to many patients who rely upon you
to educate and assist them. “The versatility of a well
prepared medical assistant is what the physician prac-
tices are looking for and need to stay afloat in today’s
global market.””

CUSTOMER SERVICE-
ORIENTED PRACTICE

A vibrant medical practice is a service-oriented prac-
tice where the elements of customer service are dem-
onstrated by the physician, management team, and all
employees. Satisfied patients are the key to a health
care provider’s success. A willingness to serve patients
is an attribute that all health care professionals need—
those who do not have this attitude are in the wrong
career. Serving means putting someone else’s needs
before your own. Patients often interrupt daily work
routines, so it is imperative to continually remind
yourself that serving the needs of patients is the reason
for going into this profession (Figure 1-1).

Within the “Heart of the Health Care Profes-
sional,” as shown at the beginning of each chapter, is
a variety of ways to serve patient needs. As you work
your way through this text and study the step-by-step
procedures that will help you perform new job skills,
you will be able to determine different ways that you

*Medical Assisting Education Review Board (MAERB) Report, Spring 2009.
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CHAPTER 1 A CAREER AS AN ADMINISTRATIVE MEDICAL ASSISTANT 5

FIGURE 1-1 An administrative medical assistant
serving a patient by explaining office policies

can provide good customer service. Remember, each
employee and patient may have a different idea about
what “good” service means. All employees are cus-
tomer service personnel at the same time they are per-
forming other duties. Any time you have contact with
a patient, it has an effect. Always put the patient above
your own needs and routine duties. As you learn new
job skills, the following questions will help you deter-
mine where customer service occurs:

I' Has the patient’s confidentiality been protected
and physical safety ensured?

I' Has the patient been dealt with in a courteous,
respectful, and caring manner?

I' How is the task that you are performing
beneficial to the patient?

I How can this task be accomplished efficiently?

I' Are you observing patient interactions, and are
you aware if there is patient involvement
or problems?

I What is the desired outcome for the patient?

I' Have the patient’s expectations been met?

I Have you seized every opportunity to educate
the patient?

Educating patients is part of the service performed
by a medical assistant. He or she is in a prime position
to orient the patient to office policies so that informa-
tion is gathered, schedules are kept, and treatment is
uninterrupted. The medical assistant also relays infor-
mation to patients about treatment and medications,
test results, pre- and postoperative care, personal and
physical safety, and community services. He or she
may help the physician educate patients to take bet-
ter care of themselves with respect to smoking ces-
sation, eating a balanced diet, maintaining optimal

© Cengage Learning 2013

weight, increasing exercise, hygiene, body mechanics,
and learning methods for stress management. Patient
education is ongoing and takes many forms. In some
medical practices, the medical assistant may teach the
patient using health-related educational materials,
such as brochures, videotapes, or other visual aids. It
can also be as simple as answering a question, explain-
ing a procedure, assisting with paperwork, or dem-
onstrating as you give instruction. No matter which
method is used, the goal is to inform and teach patients
on their level so they can understand how to take an ac-
tive part in their medical care (Figure 1-2).

Patient Education

You will see Patient Education boxes
with this icon throughout this text.
These boxes can be used to gain insight
regarding a variety of ways to instruct
patients.

CAREER ADVANTAGES

Medical assisting, both clinical and administrative, at-
tracts individuals with an interest in people and medi-
cine. The skills and knowledge required for this career
will last a lifetime, and work is available anywhere in
the world that medicine is practiced. A training pro-
gram prepares the individual for a variety of employ-
ment opportunities. It may be combined with further
education and can result in both certification or reg-
istration and a college degree. The work is rewarding
and challenging because of its variety and ever-changing
nature. Part-time, flextime, and full-time employment

© Cengage Learning 2013

FIGURE 1-2 Patient education requires skill in
communicating instructions to patients in language
appropriate to their needs
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6 UNIT 1 PROFESSIONAL AND CAREER RESPONSIBILITIES

are available in a variety of medical settings, as de-
scribed in Chapter 2.

Flextime offers the employee a range of hours (in-
stead of fixed hours), which may include a split shift,
coming in early, leaving late, or working different
times on different days to maximize the efficient run-
ning of the office.

EMPLOYMENT
OPPORTUNITIES

According to experts in career outlook, even during
our economic downturn a variety of positions in the
health care field are estimated to grow much faster
than the average. The health care industry will con-
tinue to expand because of technological advances
in medicine and the growth and aging of the popula-
tion. Among those are clerical or administrative jobs in
medical assisting and specialty career options such as
anesthesiologist assistant; cardiovascular technologist;
cytotechnologist; dental assistant; electrocardiogra-
phy (ECQ) technician; insurance and coding special-
ist; exercise physiology assistant; kinesiology therapist
assistant; medication assistant; patient care technician;
pharmacy technician; physical therapist aid or assis-
tant; occupational therapist assistant; ophthalmic med-
ical technician, technologist, or assistant; orthotist or
prosthetist assistant; pathologist assistant; and pediat-
ric medical assistant. Some of these career options offer
specialized certifications. Although the terms medical
assistant and administrative medical assistant are used
primarily in this text, many of the job functions are
similar to the clerical duties performed by other allied
health professionals specializing in these areas.

Administrative Medical Assistant

A career as an administrative medical assistant offers
the satisfaction of helping others as well as the oppor-
tunity to serve on a health care team. As the population
continues to grow, so will the need for health care and
the demand for workers in this field. Employment op-
portunities for those with clerical skills are available
in physicians’ offices (both solo and group practices),
clinics, hospitals, dental offices, foundations, research
institutes, public school health service departments,
prisons, the armed services, insurance companies,
public health departments, medical departments of
large companies, Medicare agencies, managed care or-
ganizations, offices of nurse practitioners, outpatient

facility centers, laboratories, pharmaceutical compa-
nies, and medical instrument and supply firms. Em-
ployment opportunities are also available in the fields
of manufacturing, publishing, and teaching; and in
freelancing, for example, as a self-employed insur-
ance biller or medical transcriptionist, now known as a

medical language specialist (MLS) or speech recognition
technician (SRT).

Clinical Medical Assistant

The DMJONBBMBBENM JTUB O U performs back-office

or clinical duties, such as assisting during physical ex-
aminations, maintaining treatment rooms, sterilizing
instruments, assisting with minor surgery, giving in-
jections, performing electrocardiograms (ECGs), ob-
taining vital signs, performing phlebotomy, and doing
laboratory procedures. Some states allow medical
assistants to take x-rays without licensure; others
require that the assistant be licensed.

Those who want active involvement and a great
variety of duties can become medical assistants per-
forming both administrative and clinical duties.
(Online Chapter 20 has information on finding a job.)

The clinical duties mentioned, however, are beyond
the scope of this book.

ADMINISTRATIVE
MEDICAL ASSISTANT
JOB RESPONSIBILITIES

The position of BENJOJT UNBRIDBBAM JTUBOU

requires medical knowledge, organizational and
business skills, and the ability to meet accepted per-
formance standards of health care workers. Managed
care has had an impact on the way in which medical
assistants perform their jobs, and additional paper-
work must be completed for preauthorization of tests
or surgeries. Patients must be greeted, either on the
telephone or on their arrival at the office. Appoint-
ments must be carefully scheduled for efficient use
of every working moment. Written correspondence
involves composing or transcribing dictated letters,
and a medical assistant should have a good command
of the English language—and sometimes additional
languages. Insurance forms need to be completed and
submitted either electronically or manually. The mail
must be screened for security, opened, sorted, and
acted on. Patients’ chart notes must be typed or keyed
into an electronic medical record system to record

Copyright 2012 Cengage Learning. All Rights Reserved. May not be copied, scanned, or duplicated, in whole or in part. Due to electronic rights, some third party content may be suppressed from the eBook and/or eChapter(s).
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CHAPTER 1 A CAREER AS AN ADMINISTRATIVE MEDICAL ASSISTANT 7

the progress of the patient. Medical records must
be filed, photocopied for recordkeeping, or faxed to
other facilities. Medical and office supplies have to be
ordered and an inventory kept. The medical assistant
oversees the reception room, making certain that fur-
niture and magazines are in order and plants are fed
and watered.

The administrative medical assistant is also in
charge of collecting fees, billing patients, maintaining
records on accounts receivable, and collecting over-
due accounts, so basic mathematic skills are necessary.
When invoices arrive, there are checks to be written
for payment and records to be maintained on accounts
payable. Banking and payroll may be two more of the
medical assistant’s functions.

Computer technology is now routinely found
in the medical office, and medical assistants need to
know computer programs to maintain electronic med-
ical records and patient accounts, transmit insurance
claims electronically, obtain information from the
Internet, and communicate via electronic mail with
patients and other businesses. A fluency in medical
terminology is imperative so communication can take
place between the medical assistant and the physician,
office manager, coworkers, patients, and outside pro-
fessionals. Medicolegal knowledge is vital in avoiding
medical professional liability suits.

When the physician attends a convention or de-
livers a lecture, the assistant may be responsible for
preparing the manuscript and setting up travel ar-
rangements. Hospital admissions need to be arranged
as well as surgeries scheduled. Telephone calls come
in from patients, laboratories, physicians, representa-
tives of pharmaceutical companies, equipment man-
ufacturers, and the physician’s family, and all require
expertise and tact. The administrative medical assis-
tant performs a multitude of job skills and is respon-
sible for the smooth functioning of the medical office.

In addition, within the field of administrative
medical assisting, it is possible to specialize in medical
transcribing, insurance billing, insurance coding, book-
keeping, or some other discipline. Figure 1-3 presents
a generic job description for an entry-level administra-
tive medical assistant. Although this is not a complete
list of job responsibilities or performance standards,
it provides an overview of what an individual does on
the job when working in this career. It may also serve
as a guideline for an employer who is developing a
job description. Subsequent chapters and job skills in
the Workbook that accompanies this text will help you
achieve the many skills outlined in this job description.

INTERPERSONAL SKILLS

Being a medical assistant is more than a job—it is a
career. The career of medical assisting requires many

office and JOUF S QF E I PNDNB Moften referred to as

“soft skills.” These are positive behavior traits and
exemplary personality characteristics. They include
business etiquette, commitment, consideration and
respect for others, creativity, critical thinking, dedi-
cation, drive, enthusiasm, friendliness, genuineness,
initiative, integrity, negotiation skills, openness, oral
communication skills, social grace, team spirit, a
sense of warmth and sensitivity, a positive attitude,
and a willingness to learn and take on responsibility.
However, the most important personality traits are
liking people and being able to get along with other
individuals.

The ability to keep information confidential hon-
ors patients’ rights and instills trust. Patients need to
know they can count on health care workers to be dis-
creet. Everything a medical assistant sees, hears, or
reads in the office is privileged information.

Listen and Observe

Listening and observing are important tools to use
when trying to understand a viewpoint or evaluating a
patient’s behavior. They allow you to decide what re-
sponse 1s best (see Chapter 4).

Interest and Concern

Patients expect the assistant to act toward them with
a sincere desire to help. To show interest and concern
for their welfare acknowledges patients as individuals
with special needs. Tone of voice can convey this con-
cern in person or over the telephone.

Respect

Respect is something we each desire. Following are some
ways to gain and give respect, but we must first love and
respect ourselves. Always keep an open mind and try
to understand another’s viewpoint. Listen without in-
terrupting and take others’ feelings into consideration.
Do not pressure others into agreeing with you; instead
agree to disagree. Be a friend and build your coworkers
up instead of tearing them down. Be honest, commu-
nicate directly, and build trust by fulfilling obligations
and completing work projects in a timely manner. Re-
spect is holding a special regard for someone and it can
be obtained and shown by following the Golden Rule:
Do to others as you would have them do to you.
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Knowledge, skills, and abilities

1. Minimum education level consists of high school
graduation or equivalent and (a) a certificate
from a 1- or 2-year medical assisting program
emphasizing administrative procedures, (b) an
associate degree, or (c) the equivalent in work
experience and continuing education.

2. Knowledge of basic medical terminology,

math skills, and insurance claims completion;

anatomy and physiology, diseases, surgeries,

medical specialties, and various administrative
procedures as required in areas of responsibility.

Ability to operate computer, scanner, photocopy, facsimile, and calculator equipment.

Understand commercial medical software programs, electronic medical record management, and telemedicine.

Written and oral communication skills, including grammar, punctuation, and style.

Knowledge of and the ability to use procedure and diagnostic codebooks as well as an understanding

of computerized coding programs.

Ability to key or type a minimum of 45 wpm.

8. Ability to follow directions, participate as part of a team, as well as work independently.

© AISPIX/Shutterstock
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Working conditions
Medical office setting. Sufficient lighting and work space, adjustable chair, and adequate office supplies.

Physical demands

Prolonged sitting, standing, and walking, using computer equipment. Some stooping, reaching, climbing, and
bending. Occasional lifting of several pounds to a height of 5 feet. Hearing and speech capabilities necessary
to communicate with patients and staff in person and on telephone. Vision capable of viewing computer
monitors, calculators, charts, forms, text, and numbers for prolonged periods.

Salary
Employer would list range of remuneration for the position.
Job responsibilities Performance standards
1. Exhibits an understanding of ethical and 1.1 Observes policies and procedures related to
medicolegal responsibilities related to confidentiality, medical records, and all professional
protecting the patient, physician, and liability matters in a physician’s office practice.
business. 1.2 Meets standards of professional etiquette and

ethical conduct.
1.3 Recognizes and reports potential medicolegal
problems to appropriate individuals.

2. Receives incoming telephone calls, places 2.1 Screens incoming telephone calls properly.
calls, and documents certain types of calls. 2.2 Logs telephone calls and documents certain types
of phone calls in patients’ medical records.
3. Schedules and reschedules appointments. 3.1 Maintains appointments accurately.

3.2 Obtains precertification, predetermination, and/or
preauthorization for services and procedures when
necessary.

© Cengage Learning 2013

FIGURE 1-3 A generic job description for an entry-level administrative medical assistant. This is a practical,
useful compilation of the basic job responsibilities. It is not a complete list of duties and responsibilities but may
be used as a guideline when developing a job description.
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10.

11.

12.

13.

14.

15.

16.

Job responsibilities
Greets and receives patients and visitors.

Registers new patients and updates
existing records.

. Screens for security, opens, sorts, and

distributes mail, electronic mail, and
faxed communications.

Maintains reception room and business
office.
Maintains inventory and orders supplies.

Documents prescription refills.
Prepares charts.

Files and refiles patient charts and
documents.
Operates computer and calculator
equipment.

Keys correspondence and/or
transcribes patients’ chart notes.
Prepares and posts transactions in
computer or on daysheets.

Posts transactions in computer or on
ledgers (accounts).

Executes banking responsibilities.

(continued)

4.1
4.2

5.1

5.2

5.3
6.1

6.2
6.3
7.1
8.1
9.1
10.1
11.1

12.1
12.2

13.1

14.1

15.1

16.1
16.2
16.3

16.4

© Cengage Learning 2013

Performance standards

Receives each patient in a professional manner.

Makes eye contact with patients to acknowledge them
when otherwise occupied by various duties.

Issues proper forms to new and established patient files
for good recordkeeping.

Reviews documents for accurate and complete
information.

Collects, photocopies, and returns insurance cards to patients.
Handles daily mail using proper screening

techniques, carefully sorting and distributing it.

Faxes using legal guidelines to maintain confidentiality.
Communicates by e-mail using proper format and etiquette.
Keeps reception room and business office clean and
organized so it presents a professional image at all times.
Reviews inventory and orders office and medical
supplies at proper time intervals.

Logs prescription refills made via telephone, fax, or
electronic mail.

Obtains patient information data and assembles into a
chart using required labels.

Organizes and maintains files efficiently using
appropriate filing systems for ease in retrieval.
Operates equipment skillfully and efficiently.

Evaluates condition of equipment and reports need for
repair or replacement.

Formats and keys correspondence and medical records
according to employer’s guidelines.

Posts entries into computer or daysheet with
appropriate bookkeeping expertise, bringing totals forward.
Posts charges, payments, and adjustments in computer
or by hand, calculating a running balance, to patient
accounts/ledgers with appropriate accounting expertise
as professional services are rendered.

Writes and posts checks correctly.

Makes timely bank deposits.

Reconciles bank statements using proper bookkeeping
procedures.

Maintains petty cash fund daily. (continues)
continues

FIGURE 1-3 (continued)
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17.

18.

19.

20.

21.

22.

23.

24.

25.

Job responsibilities

Collects payments from patients and/or
bills patients.

Follows up on delinquent accounts and
insurance claims.
Reconciles daily receipts received.

Processes managed-care forms and
paperwork.

Follows employer’s policies and
procedures.

Enhances knowledge and skills to keep
up-to-date.

Employs interpersonal expertise to
provide good working relationships
with patients, employer, employees,
and individuals contacting the medical
office.

Optional: Makes travel arrangements for
physician’s medical conferences.
Optional: Prepares employee payroll.

(continued)

17.1

17.2

18.1

19.1

20.1

21.1
21.2

22.1
22.2
23.1
23.2
23.3
23.4
24.1

25.1

25.2

Performance standards

Communicates effectively with patients to collect
payments.

Sends statements at proper intervals using appropriate
reminder (dun) messages.

Telephones patients for payment of monies owed and
and traces insurance claims in a timely manner.
Reconciles daily monies with appropriate financial
expertise.

Completes appropriate managed-care paperwork

with accuracy according to each plan’s guidelines.
Arrives punctually for work and is dependable.
Answers routine inquiries related to the medical
practice, insurance, and so forth.

Attends continuing education activities on an ongoing
basis.

Obtains current knowledge applicable to all
administrative medical assisting duties.

Works with employer and employees cooperatively

as a team.

Communicates effectively with patients and individuals
who come in contact with the medical practice.
Executes job assignments with diligence and skill.
Assists other employees when needed.

Telephones travel agent to arrange for physician’s
business trips in a timely manner.

Calculates payroll deductions, writes checks, and
maintains financial business records accurately.
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UNDERSTANDING WORK-
RELATED EMOTIONAL
AND PSYCHOLOGICAL
PROBLEMS

Even though there is a spirit of interdependence and
teamwork among medical office staff, some frictions
and irritations may arise. The medical assistant who
is aware of types of behavior and conditions that may
cause negative reactions, stress, and burnout, and who
understands those reactions can attempt to head off
problems before they become a matter of concern and
affect productivity.

Work Relationships

Coworkers come in many shapes with a variety of
personalities. As you strive to build good working
relationships you will discover that some behaviors
require action and some do not. For instance, the of-
fice gossip may distract you while conveying personal
secrets or talking about others. The rule is to never tell
anything that you do not want repeated. The disruptor
may interrupt you with something trivial. Try to tell
them politely but directly that you are busy and need
to get your work done. The credit hog wants to take all
the glory and usually does so in front of the supervi-
sor. Most likely you will not have to do or say a thing
because the credit hog’s behavior will become trans-
parent. The worker with the one-track mind may be
annoying because he or she will not stop to do a priori-
tized task but instead will work diligently to complete
what was started. It is usually best to let this worker
finish the task. Perhaps the most bothersome person-
ality trait is the know-1t-all. You cannot tell them any-
thing, correct them, or train them—they know it all! It
may be necessary to speak to the office manager if you
encounter such a person. It is wise to examine yourself
to see if you display any of the above traits—and if so,
once you recognize it you will be more successful at
discarding that behavior.

Aggressive versus
Assertive Behavior

Sometimes there is a fine line between being aggressive

and assertive. "HH SF T T JW F people are forward, pus

and overbearing. They may not intend to behave this
way as they try to convince or manipulate others, but
they often depict a righteous attitude that can lead to
confrontation. They come across as if they think they
are superior and often make derogative remarks. They
may have underlying resentment or anger, which leads

to a defensive attitude and behavior. They are usually
more concerned with their own agenda than another
person’s needs.

Being BTTFSUJWF reflects professional confidence.

The assertive health care worker shows respect for
others and does not feel threatened. To be assertive
you need to trust your instincts, feelings, and opinions
when you are communicating with coworkers and pa-
tients. An example of acting assertively based on your
instincts (instead of being passive and doing nothing)
1s when you see a coworker or patient that looks fa-
tigued, speaking up and saying something like, “You
look tired. Are you getting enough rest or is something
bothering you that I can help you with?” Being asser-
tive takes practice but will help you develop leadership
ability and resolve conflicts peacefully.

Grieving or Distressed Patients

Unstable health, a poor diagnosis, or a terminal illness
will cause a variety of emotions in patients and fami-
lies. It is important to understand emotional behavior
such as being subdued or quiet, talkative or inquisi-
tive, loud or volatile, and distraught. The patient may
go into emotional shock from being told bad news.
People in shock react differently and may cry loudly,
sit quietly, or talk incessantly. They may feel like they
want to leave the office abruptly or have a sense that
they are outside their bodies hearing and watching all
of the events. Physically, the patient may start crying
uncontrollably (hysteria), have increased breathing,
begin trembling, experience a change in skin color, or
sit with a blank stare. These are all normal and under-
standable reactions to upsetting news.

When patients receive unfortunate news about
themselves or loved ones it is important to demonstrate
empathy, offer assistance, and provide follow-up sup-
port. Patients may be so upset or shocked that they are
unable to remember anything said during such times.
Written instructions, health care pamphlets, or other
materials about the patient’s particular diagnosis should
be offered. These should include cause of illness, treat-
ment options, prognosis, and contact sources in the
community or on the Internet where additional informa-
tion may be found. Follow-up appointments should be
alganged to further discuss the situation after the patient
ang’family have time to digest the news. When dealing
with a distressed patient, follow these guidelines:

Be open and honest by asking what they would
like to know about the situation.

Treat every problem with concern no matter how
small it may seem.
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Offer support through words, actions, and
resources.

Do not give false reassurances.

Death and Dying

The rights of patients who are terminally ill and their
families must be considered and honored when mak-
ing decisions regarding family issues, quality of life,
and quantity of life. The assistant should become fa-
miliar with living will and durable power of attorney
documents and help the patient complete these, es-
pecially in regard to decisions about life support,
resuscitation, and artificial feeding. These advance di-
rectives are further discussed and shown in Chapter 3
Medicolegal and Ethical Responsibilities.

The way people face death may include extreme
responses, and the health care worker needs to be
aware of and respect each patient’s reactions. Each
person should be allowed the freedom and dignity to
have an active part in the choices made. The dying
patient should retain some control over financial deci-
sions as well as his or her treatment.

If survivors of the deceased come to your office,
you may want to give them a list of support groups
that offer grief counseling. The listing should con-
tain both religious and secular groups. Demon-
strate kindness by sending a sympathy card—your
thoughtfulness will be appreciated. Reassure survi-
vors that they do not need to worry about the medical
bill right now, and that the billing department will
work with them.

Elisabeth Kubler-Ross introduced several stages
typical of someone diagnosed with a terminal illness in
her book Death: The Final Stage of Growth. Each stage
takes varying amounts of time and may or may not oc-
cur in the order shown. The medical assistant needs to
accept the various emotions expressed by patients and
their families. Experiencing a loss is painful, and each
person must be allowed to grieve. There is no standard
as to how long grief, the readjustment period, or the
recovery time lasts. Demonstrating sincere concern
with a warm smile and an expression of sympathy will
provide comfort to grieving family members.

Stages of Dying

Denial—In the first stage, denial appears to be a de-
fense mechanism and may recur at other times during
the dying process. The patient refuses to believe that
life is coming to an end and may continue to go about
daily activities as if nothing were wrong.

Anger—During the second stage, anger may be di-
rected at anyone and everyone. A common question
the patient asks is, “Why me?” This is a difficult time
for family, friends, and the health care worker.

Bargaining—While experiencing the third stage, the
patient may keep information private, so others may or
may not be aware of any problem. The patient pleads
and tries to negotiate his or her life for a period of time.
There may be an upcoming event that the patient may
want to experience, expressing, “If I can only last
until . . . .” The bargaining may be with God, with
fate, or with other people.

Depression—At the fourth stage as the illness pro-
gresses, so do the pain, weakness, and other symptoms.
The patient has trouble denying what is happening. Bar-
gaining is futile and anger begins to give way to sorrow.
The patient may slip into a depression over the impend-
ing loss and separation that are about to be experienced.

Acceptance—During the last stage it is hoped that the
patient has had enough time and has been able to work
through the other stages. Being able to accept what is
inevitable will help the patient be at peace while await-
ing what 1s about to happen.

Death with Dignity Act

The Death with Dignity Act became law in the state of
Oregon in 1997. A similar act went into effect in the
state of Washington on March 5, 2009. This act allows

PATIENT EDUCATION
The Dying Process

An administrative assistant trained in patient
education can help motivate patients and

extend the physician’s reach and effectiveness.
The medical assistant may need to help family
members of a patient who is dying by educating
them about the stages Kubler-Ross describes in
the dying process, that is, denial, anger, bargain-
ing, and depression, before being able to accept
the situation. Being open, answering questions,
and rendering support will show care and
concern. Supplying information about community
services and contacting a hospice agency makes
evident your regard for their situation.
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licensed physicians (MDs or DOs) to prescribe lethal
medications for voluntary self-administration by state
residents. In Oregon the Department of Human Ser-
vices collects information on patients and physicians
who participate in death with dignity. A patient must
meet the following criteria to be eligible:

Eighteen years of age or older

Resident of the state of Oregon

Able to make and communicate health care deci-
sions for him- or herself

Diagnosed with a terminal illness that will lead to
the patient’s demise within 6 months

This act does not cover euthanasia, in which a
doctor injects a patient with a lethal dose of medica-
tion. Euthanasia is illegal in every state, including
Oregon and Washington. Health care workers should
take a neutral position when dealing with patients that
request “death with dignity.” They should respect in-
dividual patient decisions and not offer opinions or re-
flect personal judgment.

Hospice

PATIENT EDUCATION
Hospice

Hospice, a term used in the Middle Ages to
signify a place where weary pilgrims could stop,
rest, and refresh themselves before continuing
on with their journey, has become a worldwide
movement symbolizing a new kind of care for
the terminally ill. In 1967, a British physician,
Cicely Saunders, founded St. Christopher’s Hos-
pice in a London suburb and now, in the United
States alone, there are over 1,500 hospice pro-
grams serving over 100,000 patients a year af-
filiated with the National Hospice Organization.
Hospice information pamphlets are available for
educational purposes, and the professional staff
promotes comfort, safety, meaningful living, and
closure for patients and families.

The )P T QJDF Foundation of America is a national

program that offers medical care and support to
patients and family members dealing with a termi-
nal illness and the loss of a loved one. The hospice
staff consists of an interdisciplinary team comprising
physicians, nurses, social workers, home health aids,
counselors, therapists, chaplains, and trained volun-
teers on call 24 hours a day, 7 days a week.

The earlier the hospice team enters a terminal
case, the more help they can provide. All members of
the team are trained in dealing with the various aspects
a patient and the family face during a life-threatening
illness and the dying process. They provide medical
equipment, medicine, and pain management; answer
questions; acknowledge emotional and psychological
needs; promote independence at home; assist with fu-
neral arrangements; and help with the transition that
both patients and family members are faced with.
Their primary focus is on quality of life and the dig-
nity of the dying patient.

Stress and the Health
Care Worker

daily basis can cause stress for the health care worker.
A fast-paced office, demands of the physician, emer-
gency situations, lack of private time or space, and in-
teractions with coworkers and other professionals can
all add to the pressure and tension that are felt by the
medical assistant. Also, personal circumstances such
as financial obligations, relationship problems, or the
illness or death of a loved one contribute to the emo-
tional overload that sometimes occurs. Even positive
events such as marriage, pregnancy, moving, or a pro-
motion can add stress to the mix.

Ongoing stress can be overwhelming and a barrier
to communication. As mentioned, events and situa-
tions, both positive and negative, can cause physical
and psychological tension. The less control you have
over the event or situation, the more you feel stress.
Both physical and mental changes occur when stress
levels increase. Symptoms such as aching muscles,
difficulty concentrating, forgetfulness, loss of appe-
tite, restless sleep, stomach pain, shortness of breath,
a nervous tic, or a complete sense of exhaustion can
appear. It is considered a contributing factor to many
disorders society experiences today such as depres-

4USFTT is a condition comprising physical, psychosion, headaches, hormonal changes, hypertension,

logical, and emotional reactions to time constraints
and frightening, exciting, confusing, endangering,
or irritating circumstances. Coping with illness, life
and death issues, and emotionally upset patients on a

and lowered resistance to disease. Some emotional
components are crying, shouting, drinking alcohol,
taking drugs, sleeping more than necessary, and be-
coming angry.
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Coping with Stress

Occasionally people say, “a little bit of stress is good
for you” or “there is good stress and bad stress.”
However, stress is often confused with challenges. A
challenge will energize you, both physically and psy-
chologically, as it motivates and pushes you to per-
form at a high level. A relaxed and satisfied feeling is
realized once the challenge is met. Stress, on the other
hand, can cause tension and create negative physical
and emotional responses. Different people can cope
with different amounts of stress.

To deal with stress you first need to be aware of
what causes it. When the requirements of a job do
not match the capabilities, resources, or needs of
the worker, stress occurs. The multiple duties of the
health care worker and changes in the work environ-
ment or home situation are common causes. Frustra-
tion may build, anger sets in, and before you know it,
you are stressed out. After you identify its root, eval-
uate the situation to see if you can eliminate some of
the sources that are the cause. Confront the problem
directly and work toward a solution so you feel as if
you have some control over the situation. Cultivate
healthy relationships, take regular breaks at work, and
schedule fun outings to help take your mind off the
more serious side of life. Another way to cope with
stress is to adapt (change) your behavior in response to
stress. Use the following guidelines to adapt and help
manage stress in the workplace:

I' Go to bed and get up early to allow yourself
plenty of sleep and more time before going to
work.

I' Notice what kind of day it is. Enjoy the environ-
ment, whether it is a bird singing, rain cleansing
the earth, or a beautiful flower in the garden.

I' Take your full lunch break and avoid discuss-

ing business. Eat slowly and enjoy your food by

dining with an enthusiastic, good-natured staff
member.

Prepare to handle the responsibilities of your job

by practicing skills. Accept your limitations and

do not be afraid to acknowledge when you do not
know how to do something. Instead, ask for help,
get adequate instruction, and accept advice.

-

-

Learn organizational skills, plan ahead, and
prioritize tasks.

-

Set realistic goals and remember there are
always choices even when you feel otherwise.

-

Practice relaxation techniques, such as deep
breathing or focusing on something entirely
different.

I' Exercise your sense of humor; laughter is the
best cure for tension.

I' Do not overreact to problematic situations, in-
stead be creative in exercising problem-solving
skills and talk over difficult work situations with
your supervisor. Always be open to share ideas
and receive suggestions.

I' Create and rely on a good support system.
Whether it be family, friends, or coworkers,
share your feelings and talk over your problems
without complaining.

I' Think positive and strive for a wholesome bal-
ance in your life. Monitor your own health by
getting regular checkups, eating a balanced diet,
resting adequately, exercising consistently, and
relaxing regularly. Take quiet time to be alone,
reflect, and reenergize your batteries.

I' If you are not able to adapt, seek help from
professionals or support groups.

By recognizing stress, understanding its common
causes, and learning to apply techniques to reduce it,
you can learn to cope with it, reduce its effects on your
life, and live a healthier, happier life. You can also help
educate patients about stress management.

Burnout

#V SOP VU is a condition that results from too much

or too little stress. It may occur suddenly or develop
slowly over months. Burnout occurs most often in
the “helping” professions where there may be erratic
hours and emergencies involving critically ill people
and death. In attempting to cope, a person withdraws
from interaction with others and experiences fear,
anxiety, and depression, with resulting decreased en-
ergy and productivity.

The medical assistant who has a voice in the
decision-making process in an office is less likely to
experience burnout. Routines might be rearranged to
relieve boredom or slowed down to limit physical and
mental pressure. Assignments could be varied to ensure
skillful backup when an employee is absent. Remem-
ber the preceding suggestions and follow the guidelines
to help relieve stress from your life and avoid burnout.

PROFESSIONALISM

It is important for a medical assistant to develop and
maintain a professional image and attitude while
performing assigned tasks. The ability to make in-
dependent decisions, to take initiative, to respect con-
fidentiality, and to carefully follow the physician’s
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advice will project QSPGFTTJIJPOBMJTN and mstaltlishian’s office, prefers the staff to wear colors

the assistant as an efficient administrator. Profession-
als have a positive work ethic and demonstrate confi-
dence because they are well trained and have mastered
the skills of a given profession. All the personal attri-
butes previously discussed are connected to profes-
sionalism. Other important attributes are punctuality,
having the ability to adapt to new situations, being de-
pendable and responsible in the workplace, and be-
ing emotionally stable. A professional aspires to be a
better person, to reach a higher standard, to demon-
strate personal integrity, and to behave according to
the ethical standards of the profession. A professional
uses diplomacy in dealing with difficult patients and
situations and is honest and trustworthy—always re-
specting the patient’s dignity. The term professionalism
projects an image in the minds of all those who inter-
act with the health care worker. This image includes
both how the people present themselves and how they
conduct themselves.

Personal Image

A well-groomed medical assistant conveys a profes-
sional image and creates the impression that the of-
fice procedures and medical care are of good quality,
whereas a disheveled appearance suggests the office
may be run carelessly. Basically, the image should be
that of a professional business executive, conserva-
tive and stylish but not trendy. The dress code is usu-
ally set by the physician-employer. Medical assistants
should observe other health care professionals at the
top of their career ladders, and then upgrade their im-
age to that level.

Female Grooming

The 1deal standard dress for the medical assistant is to
dress as the equivalent of physicians, that is, a busi-
ness suit with the jacket removed and a white labora-
tory coat substituted.

One study found that when the physician’s staff
dressed professionally, like the physician, there was
less discrepancy in salaries. The same was true about
how physicians and staff addressed one another. For in-
stance, if the staff called the physician “Doctor” instead
of “Doctor Practon” and the physician called the staff
by first names, there was a greater discrepancy in salary.
Keep this in mind when going for a job interview.

The next most professional look is a uniform.
In some office settings, it is all right to wear surgi-
cal scrub suits (scrubs). If a medical facility, such as

other than white, choose jewel-tone colors or deeper
muted colors (Figure 1-4).

Female medical assistants’ hair should be clean
and neatly styled. Makeup should be subdued for the
day. Fingernails should be carefully manicured. Do
not wear long artificial nails, and do not paint on de-
signs or have rhinestones glued to fingernails. It has
been found that long nails not only interfere with vari-
ous job tasks but also become a hiding place for dan-
gerous bacteria. Nail polish may be considered as part
of a professional image if a clear or light color polish
is selected.

Jewelry also is considered part of the professional
image for women, but it must be kept simple; earrings
should not be the dangling type. A professional em-
blem, certification pin, or identification pin worn on
the laboratory coat or uniform further identifies the
medical assistant as a staff member. A certification pin
should also be worn at professional functions. Consult
the employer for office policy regarding body piercing
and tattoos. Although perfume can be worn, use it in
small amounts because it can be offensive and cause
allergic reactions in some patients.

Male Grooming

Male medical assistants’ hair should be clean, styled,
and off the collar. Beards, mustaches, or sideburns
should be neatly trimmed. A uniform may consist of
white or colored slacks with a white or light-colored
shirt worn with optional tie. Over this, a lab coat may
be worn. If preferred, a medium-length or classic-
long laboratory coat may be worn over street clothes,
and in some offices scrubs may be worn (Figure 1-4).

>

FIGURE 1-4 Male and female medical assistants
projecting a clean, fresh, and professional image with
hairstyling in good taste
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Shoes should be unsoiled and polished, with clean
shoelaces. Limit jewelry to a ring or wedding band,
professional pin, and identification badge. Personal
cleanliness is of utmost importance, including daily
bathing, use of deodorant, and good oral hygiene.

Health and Physical Fithess

The medical assistant should exemplify health and
physical fitness (Figure 1-5). Some employers avoid hir-
ing smokers and those who are extremely overweight
because this would appear as a contradiction to what the
physician advocates. A certain amount of physical exer-
cise (walking, jogging, biking, swimming) is necessary to
diminish stress and keep physically fit for those who have
sedentary jobs. Chapter 5 Receptionist and the Medical
Office Environment discusses this subject further.

LICENSURE,
ACCREDITATION,
CERTIFICATION,
AND REGISTRATION

-JDF O TV S Fiscredentialing sanctioned by a state’s l¢

islature (the government), which passes laws making
it 1llegal for an individual who is not licensed to en-
gage 1n activities of a licensed occupation. For exam-
ple, Registered Nurses take state boards to become
licensed in the state in which they would like to prac-
tice nursing. There are no states that require a license
to work as a medical assistant, although limited per-
mits are issued in some states for invasive procedures
such as injections and venipuncture or limited radiol-
ogy services.

In South Dakota, a law was passed that requires a
medical assistant to be a graduate from an accredited
medical assisting program and register with the state
board of medical and osteopathic examiners. Check
with your local Department of Health or the State
Medical Examiner’s Office to determine if there is a
current law or pending legislation in your state regard-
ing your profession.

© Cengage Learning 2013

FIGURE 1-5 Medical assistant arriving at work

states, usually the minimum education requirement
for the position of medical assistant is high school
graduate.

Most physicians prefer to hire a person with some
education in medical terminology. Vocational and com-
mercial schools offer 6 to 18 months of training in
medical assisting. Many community colleges offer an
assoclate-degree program that provides a broad founda-
tion of clinical and administrative skills either separately
or combined. Medical assisting courses usually cover
medical terminology, medicolegal topics, medical tran-
scription, computer training, business English, business
correspondence, accounting, business math, psychol-

"DDSFEJUBUJP O can mean either meetinggystsitdogic sciences, laboratory techniques, and a vari-

standard or being evaluated and recognized by a na-
tional organization. In Arizona, a medical assistant
must have either graduated from a school accred-
ited by the Commission on Accreditation of Allied
Health Education Programs (CAAHEP) or be en-
rolled in an internal program at the work site that of-
fers similar CAAHEP-accredited training. In other

ety of clinical skills such as venipuncture, injections, and
the autoclaving and selection of instruments using asep-
tic technique to assist in minor surgeries.

$FSUJGJIDBUJPO is not controlled by the g

ment. It implies that an individual has met either mini-
mum competency requirements or a level of excellence
in the area defined. It is based on voluntary action by
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a professional organization that develops a system to
grant recognition to those practitioners who meet a
stated level of training and experience. Once certifica-

tion is attained, most organizations require SFDFSUJGJD
U J P O through a continuing education process in which

the health care professional is awarded DP O UJORAEJ O H
VDBUVBOBEG6T .Onehour of continuing educa-

tion (1 CEU) equals 1 hour of activity (contact hour).

.FEJD'BIM J T UB.O UWertification examination
to any one of the following categories:

Sét_ldents who graduate from a medical assisting
program at a school accredited by either ABHES
or CAAHEP.

Individual with 5 years of verified work experience.
Students who graduate from a formal medical ser-

Because a medical assistant is a NV MU JT L JM M ¥ges training program of the U. S. Armed Forces.

| FBMQS BDUJU4a PO é&rdss-trained to provide

more than one function, often in more than one disci-
pline, it is possible to gain certification in more than one
area (e.g., phlebotomist, ECG technician, medical in-
surance billing specialist, or professional coder).

The "NFSJDBOTPDJBWVPIERBEJDBM

"TTJTUB O.U Toffers a national certification

examination to graduates of medical assisting pro-
grams trained in both administrative and clinical
areas that are accredited by CAAHEP or the Accred-
iting Bureau of Health Education Schools (ABHES).

By passing this examination, the examinee receives

the title $FSUJGHFEHDBMTJITUBOU
<"tot>

The /BUJPOBMOUFGPSSPNQFUFO

5FTUJBE 5 isanindependent certifying agency
that validates the competence of a person’s knowledge
in different areas of the medical profession through
examination. The NCCT assesses a candidate’s per-
formance against predetermined standards that are
created by a job analysis survey. Medical assistants
who pass the competency test receive the designation
/IBUIJPO®BMUJIGREEDBMIJTUBRU.

Students who focus on the administrative side of med-
ical assisting can sit for a specialized exam, and af-

ter passing it they receive the designation /BUJP OB M

$FSUJGREEDBRGJIJORJTUBRO" .
Following are some of the other areas of certification

offered:

I' National Certified ECG Technician
(NCET)

I National Certified Pharmacy Technician
(NCPHhT)

I' National Certified Phlebotomy Technician
(NCPT)

I National Certified Insurance and Coding
Specialist (NCICS)

I' National Certified Patient Care Technician
(NCPCT)

Students who have passed a general medical as-
sistant certification examination offered by an-
other agency, who have been working as medical
assistants for the past 3 out of 5 years, and who
have met all other AMT requirements.
Students who complete a medical assisting course
with a minimum of 720 clock-hours (includ-
ing 160 externship hours) in a post-secondary
school or college holding accreditation by a
regional accrediting commission or a national
accrediting organization approved by the

U. S. Department of Education.

The AMT also offers a national examination for
[Shf administrative assistant who, when passing the

exam, receives the credential of $F S U J GREED B M

"ENJOJTU BB DWBHM 4T U

A number of certifications are available on a na-
tional level, depending on specialty, for example,
medical transcription, diagnostic and procedural cod-
ing, office management, and so on. Table 1-1 provides
a list of certified and registered titles with abbrevia-
tions, a brief description of how to obtain the certifica-
tion or registration, and the mailing address, Web site,
and e-mail address to obtain more information.
Credentialing is another way to portray a profes-
sional image. When a health care worker receives such
accreditation, employers and the public can be assured
that an academic standard is met and that the person
holds a certain body of knowledge. It also advances
the profession, meets the requirements of government
regulators, and demonstrates an individual’s commit-
ment to a profession. The medical assistant receives a
sense of pride and professional accomplishment when
obtaining a credential.

Many of these organizations offer student mem-
bership and may have regional chapters.

KEEPING CURRENT

A job in a medical office is never static, always stimu-

3FHJTUSBUJP O is similar to certification adatingyand constantly challenging. You must be able to
be done on a state or national level. The "N F S J D B Gidapt to change. To succeed both professionally and per-
.FEJDBAW IOPMPHI3ITdfeksa 3F HJ T U F S kdnally, effective lifelong learning is the key. To keep up
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TABLE 1-1 Certification and Registration

Professional Association

Description to Obtain

Title and
Abbreviation

Certified
Bookkeeper (CB)

Certified Coding:
e Associate (CCA)
e Specialist (CCS)

Certification or
Registration

Self-study program
and employment
experience; pass
three tests

Self-study program;
pass certification
examination

Mailing Address and
Telephone Number

American Institute of
Professional Bookkeepers
6001 Montrose Rd., Ste. 500
Rockville, MD 20852
(800) 622-0121

American Health Information
Management Association
233 N. Michigan Ave., 21st Floor
Chicago, IL 60601-5809

Web Site and E-Mail

Addresses

http://www.aipb.org
info@aipb.org

http://www.ahima.org
info@ahima.org

* Specialist— (800) 335-5535
Physician
based (CCS-P)

Certified in Self-study program; American Health Information http://www.ahima.org
Healthcare pass certification Management Association info@ahima.org

Privacy (CHP)

Certified Health
Care Financial
Professional
(CHFP)

Certified Electronic

examination

60 hours college/university
and complete core
examination and one
specialty examination
within 2-year period

Self-study program;

233 N. Michigan Ave., 21st Floor
Chicago, IL 60601-5809
(800) 335-5535

Healthcare Financial Management
Association (HFMA)
2 Westbrook
Corporate Center, Ste. 700
Westchester, IL 60154-5700
(800) 252-4362

Alliance of Claims Assistance

http://www.hfma.org
webmaster@hfma.org

http://www.claims.org

Claims pass certification Professionals (ACAP) webmaster@claims.org
Professional examination 2785 Pacific Coast Hwy. 339
(CECP) Torrance, CA 90505

Certified Claims (310) 961-4732
Assistant
Professional
(CCAP)

Certified Complete comprehensive  Healthcare Billing and http://www.hbma.org
Healthcare program; pass Management Association info@hbma.com
Billing and proficiency test 1540 South Coast Hwy., Ste. 203
Management Laguna Beach, CA 92651
Executive (877) 640-4262 ext. 203
(CHBME)

Certified in Have work experience, Health Care Compliance Association http://www.hcca-info.org
Health Care continuing education, 6500 Barrie Rd., Ste. 250 service@hcca-info.org
Compliance and pass examination Minneapolis, MN 55435
(CHC) (888) 580-8373

Certified in Eligibility requirements American Health Information http://www.ahima.org
Healthcare and pass privacy (CHP) Management Association (AHIMA) info@ahima.org
Privacy and and security (CHS) 233 N. Michigan Ave., 21st Floor

Security (CHPS)

examinations

Chicago, IL 60601-5809
(800) 335-5535

(continues)
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TABLE 1-1 (Continued)

Title and
Abbreviation

Description to Obtain

Certification or
Registration

Professional Association
Mailing Address and
Telephone Number

Web Site and E-Mail
Addresses

Certified
Information
Systems Security
Professional
(CISSP)

Certified Medical
Assistant (CMA
[AAMA])

Certified
Medical
Biller (CMB)

Certified Medical
Billing
Specialist
(CMBS)

Certified Medical
Manager
(CMM)

Certified Medical
Practice
Executive
(CMPE)

Certified Medical
Reimbursement
Specialist
(CMRS)

Medical
Transcriptionist

Level 1:
Registered
Medical
Transcriptionist
(RMT)

Level 2: Certified
Medical
Transcriptionist
(CMT)

Level 3: AHDI
Fellow

20

Pass examination and
submit endorsement
form

Graduate from accredited
medical assisting
program; apply to take
national certifying
examination

Pass 2-hour examination
written for physician’s
office billers and other
outpatient facilities

Pass 3-hour examination

Minimum of 3 years’
experience

Twelve college credit hours

200 multiple-choice
questions

Two years’ experience
managing a medical
practice

Self-study program;
successfully pass
18 sections of
examination

Level 1: Graduate of MT
program

Level 2: Two years’
transcription
experience

Level 3: Earn 50
fellowship points
in eight different
categories

International Information Systems
Security Certification
Consortium, Inc. (ISC)

1964 Gallows Rd., Ste. 210
Vienna, VA 22182
(866) 462-4777

American Association of
Medical Assistants
20 North Wacker Dr., Ste. 1575
Chicago, IL 60606
(800) 228-2262

American Association of
Medical Billers
PO Box 44614
Los Angeles, CA 90044-0614

Medical Association of Billers
2620 Regatta Dr., Ste. 102
Las Vegas, NV 89128
(702) 240-8519

Professional Association of Health
Care Office Managers
1576 Bella Cruz Dr., Ste. 368
Lady Lake, FL 32159-9712
(800) 451-9311

Medical Group Management
Association, American College
of Medical Practice
Executives (affiliate)

104 Inverness Terrace East
Englewood, CO 80112
(877) 275-6462

American Medical Billing
Association
2465 E. Main
Davis, OK 73030
(580) 369-2700

Association for Healthcare
Documentation Integrity (AHDI)
Formerly, American Association
for Medical Transcription
4230 Kiernan Ave.

Modesto, CA 95356
(800) 982-2182

http://www.isc2.org

http://www.aama-ntl.org
visit Web site for e-mail
address

http://www.billers.com/
aamb AAMB@aol.com

http://www.
physicianswebsites.com
mailroom@
physicianswebsites.com

http://www.pahcom.com
cmm@pahcom.com

http://www.mgma.com/
acmpe
support@mgma.com

http://www.ambanet.net/
cmrs.htm
larry@brightok.net

http://www.ahdionline.org
ahdi@ahdionline.org
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TABLE 1-1 (Continued)

Description to Obtain

Title and
Abbreviation

Certification or
Registration

Professional Association
Mailing Address and
Telephone Number

Web Site and E-Mail
Addresses

Certified Patient ~ Two-hour online proctored

Account exam for hospital-based
Technician employees
(CPAT)

Certified Clinic Two-hour online proctored
Account exam for clinical-based
Technician employees
(CCAT)

Certified One-hour online proctored
Compliance exam
Technician

Certified Clinic Four years’ health care
Account experience or 2 years'’
Manager (CCAM) health care experience

Certified Patient and 2-year college
Account degree and 8-hour online
Manager (CPAM) proctored exam

Certified Independent study

Professional
Coder (CPC)

program; examination
approximately 5 hours

Certified (CPC) and 8 hours
Professional (CPC-H) in length.
Coder— No practical experience
Apprentice for CPC-A. Two years’
(CPC-A) experience for CPC.

Certified

Professional
Coder—Hospital
(CPC-H)

Other Specialty
Certifications
Available

National Certified Graduate from an

Insurance insurance program;
and Coding sit for certification
Specialist examination given by
(NCICS) independent testing

agency at many school
sites across the nation

National Certified
Medical Assistant
(NCMA)

National Certified
Medical Office
Assistant
(NCMOA)

National Certified
Patient Care

Technician
(NCPCT)

American Association of Healthcare

Administrative Management
National Certification
Examination Program
11240 Waples Mill Rd.,
Ste. 200

Fairfax, VA 22030

(703) 281-4043

American Academy of Professional

Coders

2480 South 3850

West, Ste. B

Salt Lake City, UT 84120
(800) 626-CODE (2633)

National Center for

Competency Testing
7007 College Blvd.,

Ste. 750

Overland Park, KS 66211
(800) 875-4404

http://www.aaham.org
moayad@aaham.org

http://www.aapc.com info@
aapc.com

http://www.ncctinc.com

(continues)
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TABLE 1-1 (Continued)

Description to Obtain

Title and
Abbreviation

Certification or
Registration

Professional Association
Mailing Address and
Telephone Number

Web Site and E-Mail
Addresses

Registered Medical  Sit for certification exam

Assistant (RMA)

Certified Medical
Administrative
Specialist
(CMAS)

See “Licensure,
Accreditation,
Certification, and
Registration” section in
textbook for a complete
list of qualifying
categories

Registered Medical Yearly correspondence
Coder (RMC) program governed by

the National Coding

Standards Committee

and pass an examination

with technology and current practices, it is important for
the administrative medical assistant to read professional
publications, attend educational seminars, and research
information on the Internet. Some publications currently
of value to the administrative medical assistant are listed
in the Resources section at the end of this chapter.

Another way to keep up to date in medical matters
is through membership in a professional organization,
such as one of those listed in Table 1-1. State and local
membership is usually automatic with national mem-
bership; there are monthly meetings, bulletins and
newsletters, educational seminars and workshops, and
national and state conventions.

Networking with peers at workshops and con-
ventions is an additional way to keep in tune with the
medical environment outside your office. By build-
ing relationships with other office personnel, you can
share ideas, increase your knowledge, and receive sup-
port when implementing new laws and regulations
that are mandated by the government.

HEALTH CARE
REFORM’

The government has been try-
ing to reform our health care sys-
tem for decades. Health care reform
was listed as a priority in the Truman, Nixon, and
Carter administrations—but no reforms were passed.

American Medical
Technologists (AMT)
10700 W. Higgins, Ste. 150
Rosemont, IL 60018-5765
(800) 275-1268

Medical Management Institute
11660 Alpharetta Hwy., .com
Ste. 545A
Roswell, GA 30076
(866) 892-2765

http://www.amt1.com
rma@amtl.com
cmas@amtl.com
mail@amtl.com

http://www.mmiclasses

During the Clinton administration, legislation for the
Health Security Act of 1993 was introduced but also
failed to pass.

As this textbook is published, health care reform
continues to be debated in the news and in house-
holds across America. With health care spending in
the trillions of dollars per year and millions of Amer-
icans lacking insurance, health care reform became a
top priority for the Obama administration and the
111th Congress. Although it was passed into law in
2010, many areas may be challenged and appealed.
Implementation dates for various areas of the law are
staggered throughout the next several years. Each
time you see the above icon you will find a snippet
on health care reform directed at the chapter ma-
terial. A comprehensive timeline may be found in
Chapter 21.

The $940 billion plan is projected to extend insur-
ance coverage to 32 million additional Americans and
requires that most people have coverage by the year
2014. Besides helping moderate- or low-income citi-
zens gain insurance, it affects employers (especially
small businesses), taxes, private insurance companies,
Medicaid, Medicare, flexible spending accounts, health
savings accounts, illegal immigrants, doctors, hos-
pitals, and physician offices. The adoption of Health
Information Technology (Health IT), the electronic
health information exchange (HIE), is another focus of
the reform.

“Current information on Health Care Reform may be located on the following Web site managed by the U.S. Department of Health & Human

Services: http://www.whitehouse.gov/healthreform
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|1 W pROCEDURE 1-1

— Interpret and Accurately Spell Medical Terms
B and Abbreviations

OBJECTIVES: To enhance knowledge of medical 1. Read a patient’s medical record.
terminology, interpret abbreviations, and accurately 2. |dentify unfamiliar medical terms.

spell medical terms while reading patients’ chart 3. Use a medical dictionary to locate and learn
notes. the meanings of each medical term.
EQUIPMENT/SUPPLIES: One sheet of white 812" by 4. Break the term apart into word components
11" paper and pen or pencil. (i.e., root, prefix, suffix) and memorize the

spelling of each medical term.

DIRECTIONS: Follow these step-by-step directions, . - .
5. Find abbreviations in each chart or progress

which include rationales, to learn this procedure.
Job Skill 1-1 and additional exercises entitled note that you do not understand or appear
“Abbreviation and Spelling Review” are presented unfamiliar to you.

at the beginning of each chapter of the Workbook 6. Decode and define each abbreviation (see
so that you can practice this skill. Part IV of the Workbook).

7 ’ﬁ STOP AND THINK CASE W'A\\ -

Listen and Observe

SCENARIO: A patient who
is usually cheerful comes CRITICAL THINKING: What would you think and say to her?

into the office and sits in

the corner not talking to
anyone. She looks grumpy
and her posture is one of
dejection.

/- \M3 STOP AND THINK CASE W'A\\ -

Positive Attitude

SCENARIO: A patient ar-

rives and you ask him how CRITICAL THINKING: Think about each statement and tell how you
he is. He responds, “Well, would respond, considering whether his statement(s) and your
| won’t know until | find out responses are positive, negative, or neutral.

my test results.” He also
says, “The numbers proba-
bly haven’t changed and I'll
have to continue taking all Y.
of these pills.”
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7 W0 STOP AND THINK CASE SCE

Patient Education

SCENARIO: Mary Lou is a

3-year-old whose mother CRITICAL THINKING:
has brought her in to see a. How can you tactfully educate Mary Lou’s mother about her
the doctor for an earache. daughter’s reactions?

She is crying softly and wig-
gling around in her mother’s
arms. Her mother tells her
to hold still and stop cry-
ing, that the doctor is going
to fix her, and that there is
nothing to cry about.

b. How would you inform the mother and Mary Lou about what the
physician will be doing?

7\ STOP AND THINK CASE SCENARIO m\\ -

'y o o
Aggressive versus Assertive Response

SCENARIO: You have been
given the assignment of di- CRITICAL THINKING: Try to reword what you would say to the patient

recting Mrs. Hartley, a very so that it is assertive instead of aggressive.
angry and upset patient, to
the laboratory to have a test
done and telling her that
the results will not be ready
until tomorrow afternoon.
You feel like saying, “You
need to go to ABC Labora-
tory to have this test done.
You will not be able to find J
out the results until tomor-

row afternoon; someone will

probably call you then.”
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FOCUS @ ON CERTIFICATION*

CMA Content Summary
I' Medical terminology
I' Death and dying
I' Defense mechanisms
I' Professionalism

I Empathy/sympathy
I Understanding emotional behavior
I' Internet services

I Time management

RMA Content Summary

I Medical terminology
I Abbreviations and symbols

I Licensure, certification, registration

I' Credentialing requirements

I' Professional development and conduct

I' Interpersonal skills and relations

I' Instructing patients

CMAS Content Summary
I Medical terminology

I Professionalism

I Continuing education

REVIEW @ EXAM-STYLE QUESTIONS

1. Among a medical assistant’s interpersonal skills,
the most important personality trait is:

a

b.
A
d

dedication

consideration and respect for others
displaying a sense of warmth and sensitivity
liking people and being able to get along with
other individuals

dedication to the profession of medical
assisting

2. Being able to put yourself in the patient’s
situation is commonly referred to as:

a.

b
c
d.
e

sympathy

empathy

having a positive attitude
identification
commiseration

3. The Medical Assistant’s Creed was adopted in:

a.

® a0 o

1954
1966
1996
1998
2000

4. Being assertive means to:

a.

® a0 o

respect others and reflect professional
confidence

be aggressive in your approach with people
convince and manipulate

concentrate on your own agenda

confront with a righteous attitude

5. Grieving or distressed patients tend to be:

a.

® a0 o

subdued or quiet
talkative or inquisitive
loud and volatile
distraught

all of the above

6. Although patients do not always go through the
stages of dying in the order presented, the fourth
stage is usually:

a.

® a0 o

anger
bargaining
depression
acceptance
denial

*This textbook and the accompanying Workbook meet the entry-level administrative and general competencies for the CMA outlined by
the AAMA Examination Content Outline and Occupational Analysis and for the RMA and CMAS outlined by the AMT Competencies,
Construction Parameters, and Examination Specifications (see Competency Grids in Appendix B).
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7. The first thing you need to do in order to deal
with stress is to:

a.

o a0 o

act out anger so it does not bottle up inside
you

be aware of what causes it

take time off work

not take your job so seriously

tell the office manager so he or she can lighten
your workload

8. Using diplomacy in dealing with difficult
patients is a/an:

a.

© a0 o

sign of professionalism
personal characteristic
personal attribute
interpersonal skill

sign of having a high intellect

9. Determine the correct statement regarding the
medical assistant’s personal image and grooming.

10.

a.

b.

The dress code in a medical office is usually
set by a consensus of the employees.

No jewelry should be worn by men or women
in the health care field.

There 1s no connection between the medical
assistant’s personal image and the way the
patient perceives how the office is run.
There is a connection between the medical
assistant’s personal image and the way the
patient perceives how the office is run.

No beards, mustaches, or sideburns should
be worn by men in the health care field.

Select the correct statement regarding licensure,
accreditation, certification, and registration.

a.

b.

Licensure, accreditation, certification, and
registration all mean the same thing.

Certification is controlled by the government.
Standardized testing is a way of portraying a
professional image.

Licensure is required of medical assistants in
all states.

Certification is typically obtained on the state
level.

To develop competency-based job skills, refer to the
Workbook and complete the:

I Abbreviations and Spelling Review

I' Review Questions

I Critical Thinking Exercises
I' Job Skill activities, which are listed at the
beginning of the chapter under Performance

Objectives in the Workbook
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MEDIA ASSIGNMENT

Workbook
Job Skill 1-2, 1-4, 1-5 in the Workbook.

StudyWARE™

Chapter 1, StudyWARE™ games and quiz. Answer review question in practice mode and
read the feedback, studying the questions you have missed. Take the chapter quiz until you
achieve a minimum score of 90 percent.

Critical Thinking Challenge

Successfully completing the Critical Thinking Challenge 2.0 by the end of this course will
help you think through scenarios and develop problem-solving skills.

B | RESOURCES

obtain answers to questions related to certification and American Medical Technologist

become a member of a professional organization, refer Practice Exams

to the data listed in Table 1-1. For additional informa- (800) 354-9706

tion on health careers and job opportunities, visit the Web site: http://www.amtl.com

Web sites listed in the Resources section at the end of Comprehensive Medical Assisting Exam Review:

the Online Chapter 20, Seeking a Position As an Ad- Preparation for the CMA, RMA, and CMAS Exams,

ministrative Medical Assistant. 3rd edition, 2011

J.P. Cody

Certification Review Books Delmar Cengage Learning

American Association of Medical Assistants CMA Practice (800) 354-9706

Exams: Web site: http://www.cengagelearning.com
Anatomy and Physiology and Medical Medical Assisting Exam Review Online, 1st edition
Terminology Delmar Cengage Learning
Web site: http://aama-ntl.org/ Web site: http://www.cengage.com/community/
Go to: CMA (AAMA) Exam, Prepare for the CMA maexamreview

(AAMA) Exam, select:

4UVBETPVSDF
&YBNRNVUMJIOF
1S BD &N¥MBMN
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