WCCHC Core and Graduated Competencies

	WAIANAE COAST COMPREHENSIVE HEALTH CENTER

Medical Receptionist Core Competencies 

	LEVEL
	COMPETENCY OBJECTIVE
	METHOD OF VERIFICATION
	Verified Through

	I


	Health/Safety & Organizational Compliance

1.   Completion of HIPAA Privacy & Security classes 

2.   Completion of Center’s Corporate Compliance Class

3.   Completion of OSHA and Blood Born Pathogen Classes 

4.   Participates in OSHA Safety inspection for their site

5.  Working knowledge of what an ICD-9, CPT and HCPCS codes are. (optional)

Computer Skills

1. Basic keyboarding skill 

2. Able to log on to all 

3. applications (applicable to position) used at WCCHC and change password 

4. Demonstrate knowledge in the retrieval of EAS memorized reports (Clinic & Provider schedules).

5. Display basic knowledge in the navigation and use of the EAS workflow.
6. Display adequate knowledge in the basic use of the EMR system (retrieving, entering patient telephone call, lab order information)
7. Possess knowledge of internal procedures pertaining to Electronic Medical Record / Electronic Appointment Scheduling access.
Computer Skills

1. Windows End User

2. Outlook 2003 Core Skills

3. Demonstrate knowledge of all toolbar functions in the Electronic Appointment Scheduling application. (i.e. Search, Preferences, Chart) – Booking, double booking, cut & paste

4.  Demonstrate ability to coach team members in the use of all toolbar functions.

5. Demonstrate knowledge in the use of EAS basic alerts and note functions.
6. Demonstrate knowledge of EMR Workflow and associated template use (telephone call, referral, lab orders, document generator).

Computer Skills

1. Intermediate keyboarding skill

2. Word 2000 Core Skill

3. Demonstrate advanced coaching skills by training new support team members in all aspects of the EAS & EMR workflow, as it relates to Medical Receptionist EMR access.

4. Demonstrate expertise in EAS Provider Scheduling Template creation and modification.
	Health/Safety & Organizational Compliance 1-3.  Pass the Post Tests  for the related Competency Objective

4.  Turns in site OSHA Safety Inspection form as set by the Health and Safety Committee

5.  Able to use either electronic or paper base reference book for respective codes as needed. Pass an observation test using these references.

Computer Skills

1. 35 wpm, 10 keys 100 kpm

2. Demonstrate logon

3. Simulation – Demonstrates/performs skill based on a mock situation

 4-5   Combination –  demonstrates &               verbalizes skill to evaluator

6.  Test – complete proficiency exam  with a minimum score of 70% 
Computer Skills

1. Through on-line training, pass post test at minimum 70%.

2. Test – complete proficiency exam with a minimum score of 70%.
3. Combination – demonstrates & verbalizes skill to evaluator.

4-6.  Simulation – Demonstrates/performs skill based on a mock situation

Computer Skills

1-2.  Through on-line training, pass post test at minimum 70%

3.Combination – demonstrates & verbalizes

skill to evaluator

4.  Simulation – Demonstrates/performs 

skill based on a mock situation.
	Director of Compliance and Clinical Operations

Director of Information Technology

Director of Information Technology

Director of Information Technology



	II


	Health/Safety & Organizational Compliance

1.  Completion of HIPAA Privacy & Security  classes; Completion of Center’s Corporate Compliance Class;   Completion of OSHA and Blood Borne  Pathogen Classes; Completion of Basic Privacy Classes

2.  Completes Introductory course on ICD-9 coding and E&M coding (optional)

Customer Service/Marketing

1. Able to record Patient Complaint and Incident Report

2.  Completion of Level 1 Cultural   

      Responsibility

3.  Completion of 3 Customer Service Training

     Modules 

Customer Service

1. Triage telephone calls with proper MA & Provider diversion

2. Discern Patient Concerns for Lab Results or Medication Refills

3.  Completion of Level 2 Cultural Responsibility

4.  Completion of 3 Customer Service Training Modules

Customer Service

1.  Participate in at least 2 community marketing activities over the most recent one year period.
2.  Develop at least 5 role play situations for Level 1 and Level 2 Customer Service Trainings
	Health/Safety & Organizational Compliance 1. Pass the Post Tests  for the related Competency Objective

2.  Passes written test.

Customer Service/Marketing

1.  Role play a patient complaint and report of an incident to document ability to record accurately and respond appropriately.

2-3.  Pass post test

Customer Service

1.  Role play and observation

2.

3-4 Completion of post tests

Customer Service

1.  Documentation of participation in community marketing activities

2.  Observation of role play


	Director of Compliance and Clinical Operations

Director of Compliance and Clinical Operations

Employee and Public Relations Specialist

Director of Compliance and Clinical Operations/TOM

Employee/Public Relations Specialist



	III


	Health/Safety & Organizational Compliance 1. Completion of Train the Trainer Class in all areas:  HIPAA Privacy, Security, Compliance, OSHA  or Basic Privacy

2.  Presents the new formatted material to their staff or if computer based programs used serve as a entry level resource person for staff on these topics

3.  Completes one Coding Course In-service per year and provides clinic staff update on information gained at the In-service

Business and Finance

1. Batch encounter forms accurately and on a timely basis.

2. Track all outstanding encounter forms older than 30 days.

3. Have a basic understanding and working knowledge of the practice management system.

4. Register a patient following standard procedures.
5. Check online eligibility for all available payors.
6. Schedule an appointment with the appropriate appointment type.
Business and Finance

1. Ability to do referrals and prior authorizations

2. Ability to understand complex insurance scenario and enter information correctly in PAMM.

3. Understand the practice management system posting edits and how to submit the encounter forms correctly the first time.

4. Ability to assist billing in resolving insurance denial issues.

5. Forms Management - TDI

6.  Efficiency analysis

Business and Finance

1. Fully understand the Accounts Receivable Revenue Cycle and the unique challenges for WCCHC, such as the FQHC and PPS

2. Ability to analyze and trend own clinic’s patient population, utilization, payor mix, accounts receivable, and revenue; use data to project for future of the clinic; recommend changes that will improve the Accounts Receivable Cycle.


	Health/Safety & Organizational Compliance

1.  Pass the Post Tests for the related Competency Objective; Present one class on each topic to their staff with the Compliance and Privacy Officer in attendance to provide written and verbal evaluation of the presentations.

2.  Staff evaluation of informational feedback.

3.  Post test and presentation agenda

Business and Finance

1.  The mean of “Service Date to Batch Date” in the Encounter Form Submission Statistics should be 5 days or less in a 3 month period.

2.  

3.  Standardized test 

4. Demonstration/performance based on mock situation.

5. Observation

6.  Observation
Business and Finance

1-2.  Able to train new staff

3. Turnaround documents should be less than 2% of encounter forms in a 3 month period.

4. Respond to denial email within 10 days.

5.

6.

Business and Finance

1.  Complete a one day in-house Accounts Receivable Revenue Cycle Training and pass a post test.

2.  Create a document in Excel and Word, and present the study to leadership with a PowerPoint presentation.


	Director of Compliance and Clinical Operations

Asst. Comptroller

TOM

Director of Business Services

Director of Business Services




medical assistant

	WAIANAE COAST COMPREHENSIVE HEALTH CENTER

Medical Assistant Core Competencies 

	LEVEL
	COMPETENCY OBJECTIVE
	METHOD OF VERIFICATION
	Verified Through

	I


	Health/Safety & Organizational Compliance

1.   Completion of HIPAA Privacy & Security classes 

2.   Completion of Center’s Corporate Compliance Class

3.   Completion of OSHA and Blood Borne Pathogen Classes 

4.   Participates in OSHA Safety inspection for their site

5.  Working knowledge of what an ICD-9, CPT and HCPCS codes are.

Computer Skills

1.  Basic keyboarding skill

2. Able to log on to all applications (applicable to position) used at WCCHC and change password 
3. Demonstrate knowledge in the retrieval of EAS memorized reports (Clinic & Provider schedules).
4. Display basic knowledge in the navigation and use of the EAS workflow.
5. Display adequate knowledge in the basic use of the EMR system (retrieving, entering patient visit information)
6. Possess knowledge of internal procedures pertaining to Electronic Medical Record / Electronic Appointment Scheduling access. 

Computer Skills

1. Windows End User

2. Outlook 2003 Core Skills

3. Demonstrate knowledge of all toolbar functions in the Electronic Appointment Scheduling application. (i.e. Search, Preferences, Chart)   

4. Demonstrate ability to coach team members in the use of all toolbar functions.

5. Expected to attend ongoing training sessions for updates in the use of Electronic Medical Record and passing a proficiency test for each session. 

6. Able to demonstrate new EMR skills learned using the “each one teach one” philosophy in their clinic area.

Computer Skills

1. Intermediate keyboarding skill

2. Word 2000 Core Skill

3. Demonstrate knowledge in adding and updating allergies, medications, problem lists, and patient histories in the Electronic Medical Record system.

4. Demonstrate advanced coaching skills by training new support team members in all aspects of the EAS & EMR workflow 
	Health/Safety & Organizational Compliance 1-3.  Pass the Post Tests  for the related Competency Objective.
4.  Turns in site OSHA Safety Inspection form as set by the Health and Safety Committee

5.  Able to use either electronic or paper base reference book for respective codes as needed. Pass an observation test using these references.

Computer Skills

1. 35 wpm, 10 keys 100 kpm

2. Demonstrate logon

3. Simulation – Demonstrates/performs skill based on a mock situation
4-5  Combination – demonstrates &  verbalizes skill to evaluator

6.  Test – complete proficiency exam  with a minimum score of 70%
Computer Skills

1. Through on-line training, pass post test at minimum 70%

2. Test – complete proficiency exam with a minimum score of 70%
3-4 Combination – demonstrates & verbalizes skill to evaluator
5. Attendance sheet; proficiency test.

6. Combination – demonstrates & verbalizes skill to evaluator
Computer Skills

1. 50 wpm, 10 keys 150 kpm 
2. Through on-line training, pass post test at minimum 70%
3. Simulation – Demonstrates/performs skill based on a mock situation
	Director of Compliance and Clinical Operations

Director of Information Technology

Director of Information Technology

Director of Information Technology



	II


	Health/Safety & Organizational Compliance

1.  Review of Level 1:  Completion of HIPAA Privacy & Security  classes; Completion of Center’s Corporate Compliance Class;   Completion of OSHA and Blood Borne

 Pathogen Classes

2.  Completes Introductory course on ICD-9 coding and E&M coding

Clinical

1.   Certified Registered Assistant

2.   Medical Terminology

3.   Healthcare Provider Basic Life Support
Customer Service/Marketing

1. Able to complete Patient Complaint and Incident Report

2.  Completion of Level 1 Cultural Responsibility Training

3.  Completion of 2 Customer Service Training Modules 

4.  Participate in at least 1 community marketing activity within the past year

Customer Service

1. Completion of Level 2 Cultural Responsibility Training

2.  Completion of 2 Customer Service Training Modules

3.  Participate in at least 2 community marketing activities within the past year.

Customer Service

1.  Develop at least 5 role play situations for Level 1 and Level 2 Customer Service Trainings

2.  Participate in at least 2 community marketing activities within the past year.
	Health/Safety & Organizational Compliance 1. Pass the Post Tests  for the related Competency Objective

2.  Passes written test.

Clinical

1.   Documentation of certification/registration

2.   Documentation of course completion 

3.   AHA or ARC certification card

Customer Service/Marketing

1.  Role play a patient complaint and report of an incident to document ability to record accurately and respond appropriately.

2-3.  Pass post test

4.  Documentation of participation in community marketing activities

Customer Service

1-2 Pass post test

3.  Documentation of participation

Customer Service

1. Role play write up and demonstrations

2. Documentation of attendance at community marketing events.


	Director of Compliance and Clinical Operations

Asst. Director of Compliance and Clinical Operations

Employee/Public Relations Specialist

Employee/Public Relations Specialist

Employee/Public Relations Specialist



	III


	Health/Safety & Organizational Compliance 1.  Completion of Train the Trainer Class in  all of the following areas:  HIPAA Privacy, Security, Compliance, OSHA  or Basic Privacy

2.  Provides information to staff as needed when batching charge tags.

3.  Attends additional coding classes/in-services or takes an on-line or in person coding course leading to taking a coding certification exam

Clinical

1.Clinical Competency Test – Medication refills & update, immunization knowledge, EMR/Computer Readiness

2. Room Inventory

3. First aide

4. Assessment Skills for walk-in / same day 

Clinical

1.  Advanced clinical competencies

2.Whole person clinical skills 

3. First Aide or BLS Trainer

4.  Quality Management – DM, Immunizations

Business and Finance

1.  Batch encounter forms accurately and on a timely basis.

2.  Track all outstanding encounter forms older than 30 days.

3.  Have a basic understanding and working knowledge of the practice management system.

Business and Finance

1.  Ability to check online eligibility for all available payors

2.  Ability to do referrals and prior authorizations

3. Understand the practice management system posting edits and how to submit the encounter forms correctly the first time.

4. Forms management - TDI

5. Efficiency analysis

Business and Finance

1.Fully understands the Accounts Receivable Revenue Cycle and the unique challenges for WCCHC, such as the FQHC and PPS.

2. Ability to analyze and trend own clinic’s patient population, utilization, payor mix, accounts receivable, and revenue; use data to project for future of the clinic; recommend changes that will improve the Accounts Receivable Cycle.
	Health/Safety & Organizational Compliance

1.  Pass the Post Tests  for the related Competency Objective; Present one class on each topic to their staff with the Compliance and Privacy Officer in attendance to provide written and verbal evaluation of the presentations.

2.  Staff evaluation of informational feedback.

3.  Certificate for attending the coding classes/in-service or passing the national coding examination.

Clinical

1.  Observational skills check list; 

Annual skills validation both observed and written test for critical thinking skills R/T manual dexterity skills

2.

3.

4.

Clinical

1.  Observational skills check list; 

Annual skills validation both observed and written test for critical thinking skills R/T manual dexterity skills

2.

3. 

4.

Business and Finance

1.  The mean of “Service Date to Batch Date” in the Encounter Form Submission Statistics should be 5 days or less in a 3 month period.

2.  

3.  Standardized test 

Business and Finance

1 - 2.  Able to train new staff

3. Turnaround documents should be less than 2% of encounter forms in a 3 month period.

4.

5.

Business and Finance

1.  Complete a one day in-house Accounts Receivable Revenue Cycle Training and pass a post test.

2.  Create document in Excel and Word, and present the study to leadership with a PowerPoint presentation
	Director of Compliance and Clinical Operations

Asst. Director of Compliance and Clinical Operations

Asst. Director of Compliance and Clinical Operations

Director of Business Services

Asst. Comptroller

Director of Business Services




	WAIANAE COAST COMPREHENSIVE HEALTH CENTER

Team Office Manager Core Competencies 

	LEVEL
	COMPETENCY OBJECTIVE
	METHOD OF VERIFICATION
	Verified Through

	I

Job Knowledge & Skills Unique to WCCHC
	Quality & Performance  

1.    Read the Outcomes Report and identify objectives the clinic may have an impact on.

Clinical

1.   Medical Terminology

2.   Healthcare Provider Basic Life Support

Health/Safety & Organizational Compliance

1.   Completion of HIPAA Privacy & Security classes 

2.   Completion of Center’s Corporate Compliance Class

3.   Completion of OSHA and Blood Born Pathogen Classes 

4.   Participates in OSHA Safety inspection for their site

5.  Working knowledge of what an ICD-9, CPT and HCPCS codes are.

Organization/Supervisory

1.   Employee Orientation/History

2.   Basic Supervision

3.  Personnel Policies/Labor Laws

Customer Service/Marketing

1. Completion of Cultural Responsibility Training I and II

2.  Completion of 4 Customer Service Training Modules

3.  Participate in at least 1 community marketing activity in the past year.

Computer Skills

1.  Windows End User and Outlook 2003 core skills.  

2.  Demonstrate knowledge in the creation and modification of Electronic Appointment Scheduling Provider appointment templates and memorized reports.

3.  Display adequate knowledge in coaching new hires in all areas of EAS appointment workflow.

4.  Display adequate knowledge in coaching new hires in the basic use of Electronic Medical Record.

5.  Possess knowledge of internal procedures pertaining to Electronic Medical Record / Electronic Appointment Scheduling.

Business and Finance

1.  Batch encounter forms accurately and on a timely basis.

2.  Track all outstanding encounter forms older than 30 days.

3.  Have a basic understanding and working knowledge of the practice management system.

4.  Complete orientation to budgeting process.
	Quality & Performance  

1.   Completion of outcomes report         identifying 2 objectives.

Clinical

1.   Documentation of course completion 

2.   AHA or ARC certification card

Health/Safety & Organizational Compliance 

1-3.  Pass the Post Tests  for the related Competency Objective

4.  Turns in site OSHA Safety Inspection form as set by the Health and Safety Committee

5.  Able to use either electronic or paper base reference book for respective codes as needed. Pass an observation test using these references.

Organization/Supervisory

1.  Refresher training/post test

2.  Supervisory workshop/post test

3.  In-service training/post test

Customer Service/Marketing

1-2.  Documentation of course completion/1 page description on how will use information in monitoring/training staff

3.  Documentation of attendance at event

Computer Skills

1. Through on-line training, pass post test at minimum 70%.
2. Simulation –  Demonstrates/performs skill based on a mock situation
3. Combination – demonstrates & verbalizes skill to evaluator
4. Combination – demonstrates & verbalizes skill to evaluator
5. Test – complete proficiency exam with a minimum score of 70% 

Business and Finance

1.  The mean of “Service Date to Batch Date” in the Encounter Form Submission Statistics should be 5 days or less in a 3 month period.

2.  

3.  Standardized test 

4.  Post-test
	Director of Quality and Performance

Asst. Director of Compliance and Clinical Operations

Director
 of Compliance and Clinical Operations

Director of Human Resources

Employee/

Public Relations Spec

Director of Compliance and Clinical Operations

Director of Information Technology

Director of Business Services

Asst. Comptroller

	II

Personal/

Professional Development
	Quality & Performance  

1.   Identify an issue and conduct one QA study.

Clinical

1.   Minimal Clinical Competency Test

Health/Safety & Organizational Compliance

1.  Completion of a Train the Trainer class in HIPAA Privacy and Corporate Compliance

Provide at least one Center New Employee Orientation HIPAA Privacy and Corporate Compliance Class

2.  Completes Introductory course on ICD-9 coding and E&M coding

Organization/Supervisory

1.  Completion of Level I 

2.  Management Fundamentals

3.  Business Writing/Grammar

4.  Communication

Customer Service/Marketing

1.  Completion of Level 1 Cultural Responsibility Trainings I and II and 4 Customer Service Trainings

2.  Development of monthly staff meeting agenda item focused on role play and/or review of customer service situations

3.  Participate in at least 2 community marketing activities in the past year.

Computer Skills

1. Word 2000 Core Skills and Excel 2000 Core Skills
2. Demonstrate knowledge in the use of basic alerts, note functions, and toolbar functions in the EAS system. 

3. Demonstrate ability to coach support staff in the use of all EAS basic alerts, note functions, and toolbar functions. 
4. Expected to attend ongoing training sessions for updates in the use of Electronic Medical Record and passing a proficiency test for each session. 
5. Able to demonstrate new skills learned using the “each one teach one” philosophy in their clinic area.

Business and Finance

1.  Ability to check online eligibility for all available payors

2.  Ability to do referrals for major payors of the clinic

3.  Understand procurement process
	Quality & Performance

1.   Design and findings of QA study.

Clinical

1.  Observational skills check list; 

Annual skills validation both observed and written test for critical thinking skills R/T manual dexterity skills

Health/Safety & Organizational Compliance 1.  Pass the post tests for the related Competency Objective; Provide this class with the Compliance and Privacy Officer in attendance to provide written and verbal evaluation of the presentations.

2.  Passes written test.

Organization/Supervisory

2-4.  On-line training/post test or WHA classes

Customer Service/Marketing

2.  Staff meeting agenda with description of customer service topic to be discussed

3.  Documentation of attendance at event

Computer Skills

1. Through on-line training, pass post test at minimum 70%

2. Test – complete proficiency exam with a minimum score of 70%

3. Combination – demonstrates & verbalizes skill to evaluator

4. Attendance sheet; proficiency test.

5. Combination – demonstrates & verbalizes skill to evaluator

Business and Finance

1 - 2.  Able to train new staff

3.  Post test
	Director of Quality and Performance

Asst. Director of Compliance and Clinical Operations

Director of Compliance and Clinical Operations

Director of Human Resources

Employee/

Public Relations Specialist

Director of Compliance and Clinical Operations

Director of Information Technology

Director of Business Services

Asst. Comptroller

	III

Development of Subordinate Staff
	Quality & Performance

1.  Conduct 2 QA audits, one with another staff member.

Clinical

1.  MA or CHW

Health/Safety & Organizational Compliance 1.  Completion of Train the Trainer Class for the annual HIPAA Privacy, Security, Compliance and OSHA updates

2.  Provides information to staff as needed when batching charge tags.

Organization/Supervisory

1.  Completion of Level I

2.  Improving Team Productivity

3.  Improving Employee Performance

Customer Service

1.  Completion of Level 1 Cultural Responsibility I and II and 4 Customer Service Trainings

2.  Continuation of monthly staff meeting agenda item focused on role play and/or review of customer service situations

3.   Develop or reaffirm a team mission, vision, values statement with all team members.

4.  Participate in at least 2 community marketing activities in the past year.

Computer Skills

1. Outlook 2003 Expert Skills, Introduction to Computer Terminology and Hardware

2. Demonstrate knowledge in adding and updating allergies, medications, problem lists, and procedures in the Electronic Medical Record system.

3. Demonstrate knowledge in accessing and completing an EMR nursing encounter.

Business and Finance

1.  Understand the practice management system posting edits and how to submit the encounter forms correctly the first time.

2.  Ability to assist billing in resolving insurance denial issues.

3.  Demonstrate ability to develop a budget
	Quality & Performance

1.   Design and findings of QA study and who was involved.

Clinical

1.  Graduation Certificate; National MA Certification Examination Certificate

Health/Safety & Organizational Compliance

1.  Pass the Post Tests for the related Competency Objective; Present one class on each topic to their staff with the Compliance and Privacy Officer in attendance to provide written and verbal evaluation of the presentations.

2.  Staff evaluation of informational feedback.

Organization/Supervisory

2-3.  On-line training/post test or WHA classes

Customer Service

2.  Staff meeting agenda with description of customer service topic to be discussed. 

3.  Posted mission, vision and values statement.
4.  Documentation of attendance at event

Computer Skills

1. Through on-line training, pass post test at minimum 70%

2-3. Simulation – Demonstrates/performs skill based on a mock situation

Business and Finance

1.  Turnaround documents should be less than 2% of encounter forms in a 3 month period

2.  Respond to denial email within 10 days

3.   Budget developed
	Director of Quality and Performance

Asst. Director of Compliance and Clinical Operations

Director of Compliance and Clinical Operations

Director of Human Resources

Director of Compliance and Clinical Operations

Director of Information Technology

Director of Business Services

Asst. Comptroller

	IV

Educator
	Quality & Performance

1.  Run an outcome report (ex: Immun) and develop a plan to change practice/process to impact outcome.

Clinical

1.  MA/CHW with advanced skills

Health/Safety & Organizational Compliance

1.  Participate in the design and format for both the annual updates and initial classes for HIPAA Privacy, Security, Compliance and OSHA.

2.  Presents the new formatted material to their staff or if computer based programs used serve as a entry level resource person for staff on these topics

3.  Completes one Coding Course In-service per year and provides clinic staff update on information gained at the In-service

Organization/Supervisory

1.  Completion of Level I

2.  Completion of Level II or III

3.  Train the Trainer Classes

Customer Service/Marketing

1.  Completion of Level 1 Cultural Responsibility I and II and 4 Customer Service Trainings

2.  Continuation of monthly staff meeting agenda item focused on role play and/or review of customer service situations

3.   Develop or reaffirm a team mission, vision, values statement with all team members.

4.  Participate in at least 2 community marketing activities in the past year.

Computer Skills

1. PowerPoint 2003 Core Skills, Word 2003 Expert Skills

2. Demonstrate advanced coaching skills by training new support team members in all aspects of the EAS workflow.

3. Demonstrate critical thinking skills in applying technological tools to tasks. This may include identifying barriers in the use of Electronic Medical Record by clinical staff and providing suggestions to improve performance. 

Business and Finance

1.  Fully understand the Accounts Receivable Revenue Cycle and the unique challenges for WCCHC, such as the FQHC and PPS

2.  Conduct a budget analysis

	Quality & Performance

1.  Request for outcome report and findings from implementing into practice.

Clinical
1.  First Aid Certificate; Healthcare Provider BLS instructor Certification

Health/Safety & Organizational Compliance

1.  Minutes of meetings where these activities take place; A copy of the material to be used will be submitted with the minutes.

2.  Present one class on each topic to their staff with the Compliance and Privacy Officer in attendance to provide written and verbal evaluation of the presentations.

3.  Certificate for attending a Coding In-Service or seminar; Topic outline of in-service presented to staff

Organization/Supervisory

3.  WHA Class

Customer Service/Marketing

2.  Staff meeting agenda with description of customer service topic to be discussed

3.  Posted mission, vision and values statement.

4.  Documentation of attendance at event

Computer Skills

1. Through on-line training, pass post test at minimum 70%

2-3. Combination – demonstrates & verbalizes skill to evaluator
Business and Finance

1.  Complete a one day in-house Accounts Receivable Revenue Cycle Training and pass a post test.

2.  Accounting to test analysis
	Director of Quality and Performance

Asst. Director of Compliance and Clinical Operations

Director of Compliance and Clinical Operations

Director of Human Resources

Director of Compliance and Clinical Operations

Director of Information Technology

Director of Business Services

Asst. Comptroller

	V

Expert
	Quality & Performance

1. Identify a minimum of 2 outcomes reports needed for your clinic, consistent with the performance/outcome measures set as priorities. Implement process changes based on these reports.

2. Demonstrate the ability to comprehend, and interpret an  Electronic Appointment Scheduling Statistical Analysis Report (for their clinical area) to clearly identify issues or concerns related to the retrieved data. 

3. Assess the quality of healthcare provided and the ability to communicate suggestions for improvement to your team through a pre-designed Crystal report.

Clinical
1.  LPN

Health/Safety & Organizational Compliance 1.  Field Co-Investigator for HIPAA Privacy, Security or Corporate Compliance complaints involving their staff

2.  Attends additional coding classes/in-services or takes an on-line or in person coding course leading to taking a coding certification exam

Organization/Supervisory

1.  B.S. in management or related field; or equivalent of minimum 2 years’ supervisory experience and completion of Levels I – IV

Customer Service/Marketing

1.  Completion of Level 1 Cultural Responsibility I and II and 4 Customer Service Trainings

2.  Continuation of monthly staff meeting agenda item focused on role play and/or review of customer service situations

3.   Develop or reaffirm a team mission, vision, values statement with all team members.

4.  Participate in at least 2 community marketing activities in the past year.

Computer Skills

1. PowerPoint 2003 Expert Skills, Excel 2003 Expert Skills

2. Create an Electronic Appointment Scheduling Statistical Analysis Report for your clinical area. 

3. Demonstrate ability to query the Electronic Medical Record database using pre-designed Crystal reports. 

Business and Finance

1.  Ability to analyze and trend own clinic’s patient population, utilization, payor mix, accounts receivable, and revenue; use data to project for future of the clinic; recommend changes that will improve the Accounts Receivable Cycle.

2.  Develop a business plan.

3.  Project out growth/contraction 
	Quality & Performance

1. Request for outcome report and findings from implementing into practice.

2. Written test confirming comprehension of retrieved data.
3. Submit evidence suggestions presented to team.
Clinical

1.  LPN License

Health/Safety & Organizational Compliance

1.  Completion of internal or external seminar or class on how to conduct an internal investigation; Participates with the Compliance/Privacy Officer in HIPAA Privacy, Security or Corporate Compliance complaints involving their staff

2.  Certificate for attending the coding classes/in-service or passing the national coding examination.

Organization/Supervisory

Customer Service/Marketing

2.  Staff meeting agenda with description of customer service topic to be discussed

3.  Posted mission, vision and values statement.

4.  Documentation of attendance at event

Computer Skills

1. Through on-line training, pass post test at minimum 70%

2. Performs skill based on a mock situation. 
3. Demonstrates/ performs skill. 

Business and Finance

1.  Create document in Excel and Word, and present the study to leadership with a PowerPoint presentation

2.  

3.  
	Director of Quality and Performance

Asst. Director of Compliance and Clinical Operations

Director of Compliance and Clinical Operations

Director of Human Resources

Director of Compliance and Clinical Operations

Director of Information Technology

Director of Business Services

Asst. Comptroller


Skills Inventory Checklist

Medical Receptionist (Level I)
Name & Department:

	Appointment Scheduling
	Date/Initials

	1.  Telephone etiquette
	

	2.  Patient Communications
	

	     a. Greetings
	

	     b. Appointment interview
	

	3.  Behavior management / Modification assessment
	

	     a. Urgent situation assessment / complaints
	

	     b. Provider conference/consultation
	

	     c. Offering alternative options
	

	4.  Protocol/policies
	

	     a. Patient education/ responsibilities
	

	     b. Clinic/provider specific needs
	

	
	

	Computer Skills
	

	1.  Basic functions/knowledge of Microsoft Windows
	

	
	

	Insurance Knowledge
	

	1.  Benefits coverage
	

	     a. Medicaid/Quest
	

	     b. Medicare
	

	          i. TriCare
	

	          ii. Kaiser
	

	     d. Commercial 
	

	     e. MVA/ WC
	

	     f. Private
	

	     g. Uninsured
	

	2.  Eligibility confirmations
	

	     a. Online
	

	     b. Over the phone
	

	3.  Referral process
	

	     a. Diagnostics
	

	     b. Consults
	

	     c. Prior Authorization
	

	4.  Medical Records Correspondence
	

	     a. Tracking
	

	     b. Log invoices
	

	Program Proficiencies
	

	 EAS 
	

	1. Scheduling
	

	a. Provider/Clinic specialty needs
	

	b. Templates, times/types
	

	3.  Details, comments, cc
	

	4.  Scanning ID / Insurance cards
	

	
	

	EMR
	

	1.  Patient search
	

	2.  Visit creation
	

	3.  Follow-up service
	

	      a. Referral initiation
	

	      b. Specialist appointments
	

	      c. Patient notification
	

	     d. Send orders
	

	     e. Specialist notes
	

	     f. Document in patients Master Im.
	

	5. Workflow documentation
	

	6.  Telephone template (i.e. refills)
	

	7.  “No Show” letters
	

	
	

	PAMM
	

	1.  Complete all necessary data entry 
	

	     a. Registration/ patient check-in
	

	     b. Updating demographics
	

	     c. Referral input / tracking
	

	     d. Remarks (i.e. documenting payment, outside PCP referral)
	

	2. Cashiering
	

	     a. Accepting payments 
	

	      b. Complete daily cash collection report
	

	     c. Close out Telecheck machine
	

	     d. Bank deposits
	


	Procedures
	Date/Initials

	Vital signs: T/P/R/BP
	

	a. Adults

b. Children
	

	c. 
	

	Prepare patient and room for exam
	

	a. OB/GYN

b. Physical Exam

c. Cryotherapy

d. Simple surgery
	

	e. 
	

	f. 
	

	g. 
	

	Graph Height and Weight for Infant
	

	Length/Weight/Head Circumference/ Infant
	

	Height and Weight 

a. Adult

             b.   Child
	

	
	

	Vision Screening
	

	Auditory Screening
	

	Perform Gross Urinalysis
	

	Perform Hemmocult
	

	Obtain cultures

a.   Throat

b.   Wound

c.   Urine

d.   Stool
	

	b. 
	

	c. 
	

	d. 
	

	Simple Dressing Change
	

	Stock Rooms
	

	Check in patients using appropriate stamps
	

	Set up sterile packs
	

	Equipment and supply inventory
	

	Suture removal
	

	EKG
	

	Pregnancy testing/charting/using stamp
	

	Set up and assist with complex procedures
	

	Assist with ordering supplies and meds
	

	Identification of need for immunization update
	

	Provider communication, (personal availability and schedule changes)
	

	Computers on and EMR running prior to first patient
	

	Maintain diabetic list on monthly basis. Schedule those in need of visit
	

	Review prior visits and prepare needed supplies for current visit, (labs, E.R. records, x-ray results, dressing supplies etc)
	

	Address tests associated with Chief complaint, i.e., if reporting hearing problems do an auditory assessment, if reporting SOB get pulse ox, etc)
	

	Finger stick blood sugars for all diabetics
	


Skills Inventory Checklist

Medical Assistant (Level I) 

Name and Department:

	Clerical Tasks
	

	Telephone Etiquette

a. Patient communications

b. Urgent situation assessment/complaints
	

	Complete lab requests in a timely manner
	

	Patient Authorization/Documentation
	

	Schedule Appointments
	

	Initiate outside referrals (include tests/surgery)
	

	Prescription refill after M.D. order
	

	Charge Tags

a. Coding: advanced ICD 9 and CPT coding

b. Batching
	

	Provide patient education and define responsibilities
	

	
	

	Computer Skills
	

	1.  Basic functions / knowledge of Microsoft Windows
	

	Program Proficiencies
	

	EAS
	

	1. Appointment Look Up
	

	
	

	EMR
	

	1.  Patient search
	

	2.  Visit creation / Data entry
	

	a. Master Im Template
	

	b. Vital Signs Template
	

	c. Nurse Documentation
	

	3. Retrieve scanned information
	

	4. Workflow / Inbox process
	

	5.  Telephone Call Template (i.e. refills)
	


	· Provide trainee with appropriate basic education and training

· Provide preceptors with course objectives and evaluation guidelines and materials

· Provide formal training opportunities to preceptors

· Provide Continuing Medical Education credit for preceptors.
	· Train and support the preceptor

· Validate that preceptor skills are demonstrated with competence
	· Help trainee begin to integrate theory and basic skills

· Provide independent skills as the trainee demonstrates competence

· Encourage trainee to work and learn from others (care providers, patients, staff, and community agencies

· Give feedback and evaluate
	· Perform office and clinical skills under supervision with increasing competency and individual responsibility

· Demonstrate professional behaviors including motivation, integrity and accurate assessment

· Utilize available resources for preceptor- and self-directed learning:  electronic tools, computer, and books

· Participate fully and enthusiastically in office, hospital, and community activities.


