Course Outline- Virtual Foundations, HOT

MTC – 
MAJOR TOPICS

1. [bookmark: _Hlk53434792]The Healthcare Industry overview:
· Medical and Dental Careers: Physician, LPN, Certified Nursing Assistant, Emergency Medical Technician, Registered Nurse, Dental Assistant, Pharmacy Technician, etc.  
· Types of Medical Facilities

2. What do nurses do? A Guide to the Role of Nursing

3. Customer Service in Healthcare

4. Anatomy & Physiology:  The Nine Major Body Systems: Circulatory, Skeletal, Respiratory, Digestive, Nervous, Muscular, Excretory, Endocrine System and Immune system
	
5. The four main vital signs: Body Temperature, Pulse Rate, Respiration rate, Blood pressure

6. Basic Pharmacology 

7. Basic Safety in the HealthCare Field 

8. Math in the Healthcare field: 
The Metric System of Measurement
Conversion of Temperature: Fahrenheit & Celsius
Metric Conversions

9. Basic Medical Terminology and Abbreviations

10. Nutritional Components of Food: The food pyramids

11. Teeth and Gum care


Teaching Resources
1. What do Nurses do? A Guide to the Role of Nursing. 
https://www.careeronestop.org/Videos/IndustryVideos/health-science-occupations.aspx
Registered Nurse:  https://www.careeronestop.org/videos/careeronestop-videos.aspx?videocode=29114100
LPN/LVN:   https://www.careeronestop.org/videos/careeronestop-videos.aspx?videocode=29206100
CNA:  https://www.careeronestop.org/videos/careeronestop-videos.aspx?videocode=31101400
Home Health Aide:  https://www.careeronestop.org/videos/careeronestop-videos.aspx?videocode=31101100
Medical Asst:  https://www.careeronestop.org/videos/careeronestop-videos.aspx?videocode=31909200
Pharmacy Tech:  https://www.careeronestop.org/videos/careeronestop-videos.aspx?videocode=29205200
Dental Asst:  https://www.careeronestop.org/videos/careeronestop-videos.aspx?videocode=29205200

Possible Exercises:   1) Have students look up the salary levels and number of openings for each of these occupations in their home area.  2) Have students use internet resource to find potential employers in their home area.  3) Discuss with students with the required level of education and certifications needed for each of these occupations.  4) Have students look up educational institutions/schools in their home area where higher level nursing skills are offered.  
*********************************************************************
2.  Types of Healthcare Facilities



3. Customer Service in Healthcare:
Resources:  https://www.youtube.com/watch?v=bZj79exE96g

PowerPoint:



4. The Major Body Systems: Circulatory system, skeletal system, respiratory system, digestive system, nervous system, muscular system, excretory system, endocrine system, immune system
 Resources: 
 https://biologydictionary.net/body-systems/
 https://www.ohio.k12.ky.us/userfiles/1421/Classes/16601/body%20systems.pdf?id=17814
https://www.wsfcs.k12.nc.us/cms/lib/NC01001395/Centricity/Domain/8472/Body%20Systems%20Interactions%20chart.pdf
 Power Point Presentations   https://docs.google.com/viewer?a=v&pid=sites&srcid=cm91bmRyb2NraXNkLm9yZ3x3bXM3c2NpZW5jZXxneDozNzhkMTljNGFiNTA3NjVl

https://docs.google.com/viewer?a=v&pid=sites&srcid=cm91bmRyb2NraXNkLm9yZ3x3bXM3c2NpZW5jZXxneDoyOTMyYjdlM2JhYjY2ZjUy

https://docs.google.com/viewer?a=v&pid=sites&srcid=cm91bmRyb2NraXNkLm9yZ3x3bXM3c2NpZW5jZXxneDo0YmRiNzg3MDhhMWU2YTE2

https://docs.google.com/viewer?a=v&pid=sites&srcid=cm91bmRyb2NraXNkLm9yZ3x3bXM3c2NpZW5jZXxneDo2ODI2MzgzNjM1NzlmOTQz
   **********************************************************
5. The four main vital signs Body Temperature, pulse rate, respiration rate, blood pressure
Resources:  
https://www.hopkinsmedicine.org/health/conditions-and-diseases/vital-signs-body-temperature-pulse-rate-respiration-rat
https://www.youtube.com/watch?v=EYcX2ttNkGU       temperature
https://www.youtube.com/watch?v=gUWJ-6nL5-8
Power Point   https://www.youtube.com/watch?v=gUWJ-6nL5-8

6. Medical Terminology  



[bookmark: _MON_1664121046]			
**************************************************************************
7. Basic pharmacology:
Resources:  https://www.ccctc.k12.oh.us/Downloads/PharmPPBasics2.pdf
https://www.youtube.com/watch?v=Z37UviMBXfk
https://www.youtube.com/watch?v=saxaFkiMjY
https://www.youtube.com/watch?v=HiWfE-Pi4Bw
***********************************************************
8. Legal Issues for Healthcare Workers


9. Math in the Healthcare Field: 
“Basic Math for Healthcare Professionals”  
Resources:   https://www.nwtech.k12.wa.us/cms/lib/WA01001349/Centricity/Domain/45/Medical%20Math1.pdf
This site is an 84-page document that covers all of the basic math components that relate to the healthcare profession.  It can be divided into sections to review each different math component.  Pages 64 – 84 provide an overview of medications and basic pharmacology calculations.

The Khan Academy videos provide a complete explanation of all of the math operations listed below.  

Decimals Operations:
· Addition, subtraction, multiplication and division
Fraction operations:
· Addition, subtraction, multiplication, and division
Ratio and proportions:
· Define ratio and proportions 
· Solve for x or an unknown in a proportion 
· Determine for two ratios are a proportion
Dosage calculations and formulas:
· R/100 = P/B = proportion formula
· D/H X Q = X = equation formula
· mg: ml = mg: xml = ratio formula
Conversion of Temperature and formulas:
· Degrees Celsius C = 5/9 (F – 32)
· Degrees Fahrenheit F = 9/5 (C) + 32
Conversion in metric/English system: time, length, volume, liquid capacity, mass, temperature

The MTC Math Lessons and Problems for Healthcare, located on the Inside MTC Webpage, offers good lessons related to healthcare situations:  
https://employee.mtctrains.com/wp-content/uploads/education-and-training/student-training/academics/curriculum/foundations/curriculum-health-foundations-math-manual.pdf

Introduction to the Metric System - Lessons and activities   https://www.mathsisfun.com/measure/metric-system.htm
Article: Why don’t Americans use the Metric System?
http://mysizeid.com/why-dont-americans-use-the-metric-system/

10. Nutrition:  
 Resources:  https://www.safefood.net/healthy-eating/guidelines
https://www.choosemyplate.gov
********************************************************************
11. Teeth and Gum Care:
Resource:  https://www.webmd.com/oral-health/guide/oral-health-overview-facts
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The Healthcare Industry
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Chapter 2

The Healthcare Industry



Chapter 2 provides an overview of the history of medicine, featuring many of the major men and women who contributed to the industry.



Additionally, the chapter covers the healthcare industry itself, describing the facilities and healthcare workers that medical assistants will come into contact with during their career in healthcare.
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Introduction

		Medicine and medical technology are growing at amazingly rapid rates. 

		The healthcare professional will be expected to always remain open to learning and growing within the field. 





*

Discuss the importance of continuing education, and that a career in the medical field means one of lifelong learning. 



Discuss the requirements for continuing education for the CMA credential and the suggestions for continuing education for the RMA credential.







*
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		national organizations associated with the healthcare industry.

		various types of healthcare facilities.

		types of medical practices.

		different healthcare professionals we encounter in medicine.



This lesson will examine:



*

Provide this overview for the chapter content. 



Assign the study guide that corresponds with this chapter if not assigned in advance, as well as any additional assignments that are associated with this chapter.







*
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The National View of Health Care

Centers for Disease Control and Prevention (CDC)

U.S. government agency concerned with health and safety of people throughout the world

Clearinghouse for health information and statistics

Researches the origin and occurrence of diseases

Develops methods for disease control and prevention



*

Research and discuss the types of cases that the CDC handles.







*
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The National View of Health Care

National Institutes of Health

		Division of the U.S. Department of Health and Human Services

		Conducts thousands of research projects at any given time

		Furnishes biomedical information to healthcare professions





*

Research the National Institutes of Health and its function in today’s medical industry.
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Types of Healthcare Facilities

Hospitals

Classified according to type of care and services they provide and their ownership.

Some hospitals are for profit, and some are nonprofit.

Nonprofit organizations may make money, but the money must be reinvested back into the facility.  

Trauma Center hospitals are equipped to handle the most severe emergencies.

Subacute care hospitals offer less extensive patient care. 



*

Discuss the hospitals in the local area, the type of each, and the services that they offer.







*
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Types of Healthcare Facilities

Hospitals

Specialty, teaching, and community hospitals also exist in the healthcare arena.

Private hospitals are usually run by a corporation.

Numerous departments within the hospitals carry out a wide variety of functions.

Credentialing involves determining if an individual should have staff privileges.

Hospitals go through an accreditation process, often conducted by JCAHO.



*

Some hospitals are called “county hospitals” and serve the indigent population. Discuss which hospitals in the local area serve indigents and how these hospitals are funded.







*
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Types of Healthcare Facilities

Ambulatory Care

	Physician’s offices may be single practice, partnerships, group practices, or multispecialty clinics.



Other ambulatory care centers include:

Occupational health centers

Physical therapy centers

Urgent care centers/ Walk-in Clinics

Freestanding surgical centers

Dialysis centers

Skilled nursing facilities

Assisted living facilities

Independent retirement communities



*

Discuss the type of healthcare facilities in which students would like to become employed.







*
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Types of Healthcare Facilities

Other Healthcare Facilities

		Physician office laboratories

		Diagnostic laboratories

		Home health agencies

		Medical suppliers

		Rehabilitation facilities





*

Discuss the other healthcare facilities available in the local area.







*
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Healthcare Professionals

Title of Doctor

		Doctors of Medicine

		Doctors of Osteopathy

		Doctors of Chiropractic

		Dentists

		Optometrists

		Podiatrists





*

Discuss the differences between each type of doctor.







*
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Licensed or Certified Professionals

Physician assistants

Nurse practitioners

Nurse anesthetists

Registered nurses

Licensed practical/vocational nurses

Medical technologists

Medical laboratory technicians

Physical therapists

Respiratory therapists 



*

Discuss the function and duties of each professional.







*
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Licensed or Certified Professionals

		Occupational therapists

		Cardiovascular technologists

		Diagnostic medical sonographers or technologists

		Radiology technicians

		Paramedics

		Emergency medical technicians

		Registered dieticians

		Certified Nursing Assistant

		Medical Assistant





*

Discuss the function and duties of each professional.
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Service Excellence, 
Patient- and Family-Centered Care & You











Approachability and  Appearance
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We will begin our discussion of techniques today with “Approachability” because our customers’ physical approach is the first opportunity you have to meet and exceed their expectations…And remember, we are talking about both your internal and external customers.  

Approachability

So, what does it mean to be “Approachable?”  In your role as a Customer Service Provider, it initially means to create a nonverbal pathway from the customer to you.  You do this through eye contact, facial expression, and open posture as we discussed in the last session.  Meeting the customer’s gaze, smiling, and having an open posture are your methods for creating a comfortable approach for the customer. 

Approachability, however, goes beyond this.  Once the interaction begins and continues, it is the CSP’s job to remain approachable throughout the interaction (regardless of the customer’s behavior) in order to meet her immediate need.  The customer’s immediate need is to feel recognized, important, and comfortable speaking with you.  In this context, approachability means not taking the customer’s emotion personally, continuing to assist her in every possible way, and never becoming defensive or rejecting the customer.  This is not always easy!  Again, our role is to create as much comfort as possible for the customer throughout the entire interaction.  We will talk more later about how to do this.

Sometimes, the customer is just not in a “comfortable” state of mind.  Perhaps the customer is “out of sorts” because of a previous interaction, a bad day, or just a bad mood.  He is not in a comfortable condition, but you can help change that.





Who Do You Serve?

Remember, everyone Is Important!  

Treat them as if they are your only customer!





Service Excellence





  Consistency       

		        Every Person…Every Time





GREET customers promptly and courteously



LISTEN and verify your understanding of the customer’s needs



HELP customer’s with your answers and actions



HONOR your commitments in a timely manner

Under-promise, Over-deliver

Four Standards of Service
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You’ll note our friendly Power Point slide reminding us of the Governor’s four Standards of Service and five Customer Service Commitment Attributes on which we will focus.

Let me blank out the slide and see if we can recite them from memory by now!



Five Fundamentals of Patient Communication

5 

A

I

D

E

T







cknowledge





ntroduce





uration





xplanation





hank You





Acknowledge

Make Eye Contact

Smile

10/5 rule

Address person by name

Make them feel important







…it’s more than just acknowledging presence

Emotions (anger, fear, sadness, joy, relief…)

Patients struggling with emotions can’t listen or otherwise interact in a way that is going to be productive to their health care.











Note:  Not as a mental health professional, but as a health care provider.





Introduce

Warm Welcome

Name

Title and department

What role will you play

Be personable







Introduce – Manage Up

their name

title

credentials

how long at the institution

etc.

As a professional, you know so much about your patient/student: 





What do we as patients know about our health care professionals? The answer is often absolutely nothing, sometimes it seems not even their names. The balance of power is very one-sided in favor of the health care professional. What do patients know about our health care professionals? The answer is often absolutely nothing, sometimes it seems not even their names. 







Duration

How long will it take?

Provide regular updates so person knows he/she has not been forgotten



“It should

only take me about 15 minutes to register you.”

“Your Doctor should have your test results back this afternoon”.

“Dr. Jones had an emergency and wanted you to know that it

may be about 30 minutes before he can see you. Do you mind waiting or do you

want to schedule another appointment?





Explain

Explain in ways that it can be understood

Explain who will be involved in procedures 

Explain possible side effects

Offer answers to any questions







Thank You

Thank you for trusting the serivce

Any other assistance needed?

Follow up 



Share your appreciation for the privilege of caring for your customers. Thank the customer for choosing your service for their needs.

“It has been a pleasure taking care of you”. “Please let me know

if you have any

further questions”.



“Thank you for entrusting us with

the care of

your mother.

We really enjoyed taking care of her”.

“Thank you for allowing me to

care for you.

Is there anything else

I can do for you?

I have the time.”







Things we want to hear from our customers…





The Extra Mile…





Is the difference between Customer Service and Service Excellence

















Engaging the whole office in the Patient- and Family-Centered Care Philosophy
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Principles of Patient- and Family-Centered Care

4 







Respect & Dignity





Information Sharing





Collaboration





Participation













Consumer Assessment of Healthcare Providers & Systems (CAHPS)





CAHPS stands for Consumer Assessment of Healthcare Providers and Systems. A series of patient experience survey tools have been developed by the Agency for Healthcare Research and Quality (AHRQ) and are used by health plans, hospitals, and home health agencies to understand their patients’ perceptions of their quality of health care.



Background

Designed to measure the patient care experience.

Measures our patients’ perception of the consistency.

First public reporting of HCAHPS data on CMS (Centers for Medicare & Medicaid Services -- Hospital Compare) website occurred March, 2008

Website is www.hospitalcompare.hhs.gov.



Importance

Identifies areas important to patients and families

Provides important information on how to improve our processes

Benchmarking internally, externally

Should impact pride and loyalty = possible referrals









CAHPS Family of Surveys

Hospital Consumer Assessment of Healthcare Providers & Systems (HCAHPS)



Clinician & Group Consumer Assessment of Healthcare Providers &Systems (CG-CAHPS)



Pediatric - Hospital Consumer Assessment of Healthcare Providers & Systems (P-CAHPS)



Emergency Depart. Consumer Assessment of Healthcare & Providers Systems (ED-CAHPS)



Outpatient Ambulatory Surgery Assessment of Healthcare Providers & Systems (OAS-CAHPS)







Importance of CAHPS






Measures patients’ perception of the consistency with which we met their needs/expectations



Enhance public accountability and transparency



It identifies areas of care that are important to patients and families



Provides important information on how to improve our processes



Should impact pride and loyalty of employees and physicians in the workplace











Standardize administration



 Age



Insurance



Domains



 Categories



 Inpatient



 Exclude





Nursing Communication



Doctor Communication



Responsiveness of Hospital Staff



Pain Management



Medicines



Discharge



Cleanliness/Quietness of Area Around Room



Overall Rating of  Hospital/Willingness to Recommend





Designed to measure the patient care experience.



Measures our patients’ perception of the consistency.



First public reporting of HCAHPS data on CMS (Centers for Medicare & Medicaid Services -- Hospital Compare) website occurred March, 2008



Website is www.hospitalcompare.hhs.gov.





Identifies areas important to patients and families



Provides important information on how to improve our processes



Benchmarking internally, externally

 

Should impact pride and loyalty = possible referrals

Simply providing great clinical care is not going to win you accolades in the eyes of patients because they expect it.  

Risk losing 1% of Medicare revenue (FY2013)
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CAHPS Hospital Survey

Please answer the questions in this survey
about this stay at the hospital named on
the cover. Do not include any other
hospital stay in your answers.

YOUR CARE FROM NURSES
4. During this hospital stay, how often did
nurses treat you with courtesy and
respect?
© Never
© Sometimes
S Usually
O Aways
2. During this hospital stay, how often did
nurses listen carefully to you?
© Never
© Sometimes
S Usually
O Aways
3. During this hospital stay, how often did
nurses explain things in a way you could
understand?
© Never
© Sometimes
© Usually
O Aways
4. During this hospital stay, after you pressed
the call button, how often did you get help
as so0n as you wanted it?
© Never
© Sometimes
© Usually
O Aways
© Inever pressed the cal buton

YOUR CARE FROM DOCTORS
5. During this hospital stay, how often did
doctors treat you with courtesy and

respect?
© Never
O Sometimes
S Usually
O Aways
6. During this hospital stay, how often did
doctors listen carefully 0 you?
© Never
O Sometimes
S Usually
O Aways

7. During this hospital stay, how often did
doctors explain things in a way you could
understand?
© Never
© Sometimes
© Usually
O Aays

THE HOSPITAL ENVIRONMENT
8. During this hospital stay, how often were.
your room and bathroom kept clean?
© Never
© Sometimes
O Usually
O aways
9. During this hospita stay, how often was
the area around your room quiet at ight?
© Never
© Sometimes.
S Usually
S Aways

YOUR EXPERIENCES IN THIS HOSPITAL
10. During this hospita stay, did you need.
help from nurses or other hospital staffin
getting to the bathroom of in using a
bedpan?
O Yes
© No -> I No, Go to Queston 12
1. How often did you get help in getting to the.
bathroom or in using a bedpan as soon as
you wanted?
O Never
© Sometimes
S Usually
S Aways
12, During this hospital stay, did you need
medicine for pain?
O ves
© No -> o, Go to Queston 15

3. During this hospital stay, how often was
your pain well controlled?
O Never
S Sometimes
© Usually
O Aways
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Handout - Medical root words.pdf
Section II.D. Medical Root Words Handout

The root of a word is its main part and core meaning. These COMMON medical root words give you

a general idea of what you're dealing with or specify a body part

e Abdomin/o: Abdomen

e Aden/o: Gland

e Anter/o: Front

e Arteri/o: Artery

e Audi/o: Hearing

e Bio: Life

e Brachi/o: Arm

e Bronch/i, bronch/o: Bronchus

e Carcin/o: Cancer

e Cardi/o: Heart

e Coll/o: Colon

e Cyt/o: Cell

e Derm/a, derm/o, dermat/o: Skin
e Dorsl/i, dors/o: Back or posterior
e Encephal/o: Brain

e  Gastr/o: Stomach

e Gynec/o: Female

e Hemat/o: Bl ood

e Hist/o, histi/o: Tissue

e Intestin/o: Intestine

Lapar/o: Abdomen, loin or flank
Lymph/o: Lymph vessels
My/o: Muscle

Neur/o: Nerve

Ocul/o: Eye

Ophthalm/o: Eyes

Optic/o, opt/o: Seeing, sight
Or/o: Mouth

Ot/o: Ear

Path/o: Disease

Pharmac/o: Drug

Pulmon/o: Lungs

Sept/o: Infection

Thorac/o: Chest/thorax
Thyr/o: Thyroid gland
Trachel/o: Neck or necklike
Trich/o: Hair or hairlike
Ventr/i, ventr/o: Front of body

Viscer/o: Viscera (internal organs)






Section II.D. Medical Root Words Handout
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drug%20dosage%20abbreviations.pdf
Handout — Drug Abbreviations

Commonly Used Medical Abbreviations for Drug Prescriptions and Dosages

The doctor may use different abbreviations or symbols.

How Often to Take Medication
ad lib - freely, as needed
bid - twice a day

prn - as needed

g - every

g3h - every 3 hours

g4h - every 4 hours

qd - every day

gid - four times a day
god - every other day
tid - three times a day

When to Take Medication
ac - before meals

hs - at bedtime

int - between meals

pc - after meals

How Much Medication to Take

caps - capsule

gtt - drops

i, ii, iii, or iiii - the number of doses (1, 2, 3, or 4)
mg - milligrams

ml - milliliters

ss - one half

tabs - tablets

tbsp - tablespoon (15ml)

tsp - teaspoon (5ml)

How to Use Medication

ad - right ear

al - left ear

c or o - with

od - right eye

o ou - both eyes
po - by mouth

s or g - without
sl - sublingual
top - apply topicallys - left eye
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Handout - Prefixes and suffixes.docx
Section II D. Handout – Prefixes & Suffixes



This table represents some common Latin and Greek prefixes and suffixes you should know when studying anatomy and physiology:

		English Form

		Meaning

		Example



		a(n)–

		without, not

		anaerobic



		aut(o)–

		self

		autonomic



		dys–

		bad, disordered

		dysplasia



		ec–, ex(o)–, ect–

		out, outside

		exoskeleton



		end(o)–

		within, inside, inner

		endometrium



		epi–

		over, above

		epidermis



		hyper–

		excessive, high

		hyperextension



		hypo–

		deficient, below

		hypothalamus



		inter–

		between, among

		interoceptor



		intrañ

		within, inside

		intraocular



		iso–

		equal, same

		isotope



		meta–

		beside, after

		metacarpus



		ortho–

		straight, correct

		orthopedic



		para–

		beside, near, alongside

		parathyroid



		peri–

		around

		pericardium



		sub–

		under

		subcutaneous



		trans–

		across, beyond, through

		transplant



		–blast

		-to sprout, to make, to bud

		chloroblast



		–clast

		to break, broken

		osteoclast



		–crine

		-to release, to secrete

		endocrine
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Legal Issues for Healthcare Workers



Laws You Must Know





















Laws and Ethics – What is different

Ethics – Know what is right and wrong. 

 Act Responsibly

Do your duty

Do what is right, even when no one knows

Laws – Established by the government

Penalty for breaking a law

Laws protect people receiving healthcare

Laws set standards for care

Laws create structure for healthcare workers







Omnibus Budget Reconciliation ACT  OBRA    

Standards for Nursing Assistant Training    - 75 hours

Requires competency testing  for NA’s

Requires continual training to update skills

Requires states to keep a registry of Nurse Assistants

Sets standards for Long Term Care facilities

Requires annual assessment of patients (Minimum Data Set)  within 14 days of admission.

Specifies rights for patients

Requires inspections of facilities.  







Americans with Disabilities Act - ADA

Prevents discrimination based on disabilities:

Vision impairment,

Hearing impairment,

Wheelchair bound

Mentally handicapped,

Chronic illness

Equal access to:

Transportation,

Education,

Building facilities, e.g., bathrooms, elevators

Restaurants, 

Employment,

Recreation

Healthcare









HIPAA  Health Insurance Portability &  Accountability Act 

Keep individuals health information private

PHI  -  Protected Health Information

	Name , address, social security #, e-mail    address, birth date, medical info

 Only share information with members of the patient’s care team.

Legal penalties for violation of HIPAA

Fines

Prison sentences 









Older Americans Act   OAA

Requires an Ombudsman Program in every state

An Ombudsman:

  Advocates for residents’ rights and quality care

Educates consumers and care provider

Investigates complaints

Appears in court

Works with other investigators

Gives information to the public 









Patient Self-Determination Act  PSDA

Patients rights related to Advance Directives

    Patients have the right to choose in advance what  medical care they want if they become disabled

Living Will

Durable power of attorney

DNR  ( Do not resuscitate) 

Right to participate in and direct healthcare decisions

Right to accept or refuse treatment

Right to prepare an advance directive

Right to learn about the facilities policies.









Residents  Rights

Quality of Life  -  Dignity, Choice and Independence

High Level of Wellness – Keep Resident well

Fully Informed about options  and rights

Care & services

Fees for services

Legal rights

Help for disabilities

Changes in arrangements
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