[image: ]
Component 16: 
Professionalism/Customer Service in the Health Care Environment
Component Guide
Health IT Workforce Curriculum
Version 4.0/Spring 2016
This material (Comp 16) was developed by The University of Alabama at Birmingham, funded by the Department of Health and Human Services, Office of the National Coordinator for Health Information Technology under Award Number 1U24OC000023. This material was updated in 2016 by Bellevue College under Award Number 90WT0002.
This work is licensed under the Creative Commons Attribution-NonCommercial-ShareAlike 4.0 International License. To view a copy of this license, visit 
http://creativecommons.org/licenses/by-nc-sa/4.0/ 
Component Number:  16
Component Title:  
Professionalism/Customer Service in the Health Care Environment
Component Description:
This component develops the skills necessary to communicate effectively across the full range of roles that will be encountered in healthcare and public health settings.
Component Objectives:	
At the completion of this component, the student will be able to:
Explain key elements of effective customer service in health IT
Identify common ways to measure customer service in health IT
Identify key elements of professional behavior in health IT customer service
Demonstrate effective written and oral communication approaches to common workplace communications
Identify core elements of effective communication and techniques to resolve conflicts
Describe ethical and diversity dimensions in a health care work environment
Component Files
Each unit within the component includes the following files:
Lectures (voiceover PowerPoint in .mp4 format); PowerPoint slides (Microsoft PowerPoint format), lecture transcripts (Microsoft Word format); and audio files (.mp3 format) for each lecture.
Application activities (discussion questions, assignments, or projects) with answer keys.
Self-assessment questions with answer keys based on identified learning objectives.
Some units may also include additional materials as noted in this document.

Component Units 
with Objectives and Topics
Unit 1:  Customer Service in Health Care IT
Description: 
This unit describes customer service in health care IT.
Objectives:
1. Describe the different facets of health IT customer service.
2. Identify health IT customers and stakeholders.
3. Identify health IT customer and stakeholder needs based on roles and context.
4. Discuss different metrics used to measure health IT customer service.
5. Discuss effective strategies for health IT implementations.
6. Discuss different Go-Live approaches and their implications.
Lectures:
Lecture a (22:51)
1. Introduction to customer service in health care IT
Who are health care IT customers?
What do health care IT customers want and need?
Lecture b (19:05)
1. Metrics used to measure customer service
1. EHR customer service implementation success factors
1. Different types of GoLive strategies for health IT implementations and implications for health IT customer service
Suggested Readings:
Merlino, J. & Raman, A. (2013). Health care’s service fanatics: How the Cleveland Clinic leaped to the top of patient satisfaction surveys. Harvard Business Review. May p. 108-116.  Retrieved from: https://hbr.org/2013/05/health-cares-service-fanatics 
Carrus, B., Cordina, J., Gretz, W., & Neher, K. (2015). Measuring the patient experience: Lessons from other industries.  Retrieved from: http://healthcare.mckinsey.com/sites/default/files/Measuring-the-patient-experience-final.pdf
Unit 2:  Professional Behavior in the Health Care Environment 
Description:
This unit describes professional behavior in the health care environment.
Objectives:
1. Define contextual norms expected in health care organizations 
Discuss the importance of professional behavior, appearance, and demeanor
Lectures:
1. Lecture a (08:51)
1. Contextual norms: what they mean for health care IT professionals
Key elements and importance of professionalism 
Key elements and importance of a professional appearance
Fitting in to the health care environment
Information technology staff responsibilities
Suggested Readings:
Reid, D. R., Makinde, K. A., Wilson, M. P., PausJenssen, A. M., Barton, J. B., & Wilson, T. W. (2014). Dress and deportment of medical residents: Formal or informal? Clinical & Investigative Medicine, 37(4), 258-261. Retrieved from: http://cimonline.ca/index.php/cim/article/view/21732
PSNet. (2014). Disruptive and unprofessional behavior. Retrieved from: https://psnet.ahrq.gov/primers/primer/15/disruptive-and-unprofessional-behavior
Unit 3: Overview of Communication Relevant to Health IT
Description:
This unit provides an overview of communication relevant to a health IT environment.
Objectives: 
1. Explain the purpose and goal of professional communication
Describe what is meant by effective communication
Discuss characteristics of ineffective communication
Identify communication needs of common roles in health care
Lectures:
1. Lecture a (12:26)
1. Overview of communication relevant to health IT 
Professional communication: purpose and goal 
Effective and ineffective communication 
Communication and health care roles
Description of different professional roles in health care
Communication guidelines: face-to-face, electronic, phone
Suggested Readings:
Insight Media. (2012). Professional behavior in healthcare professions: Effective communication with patients [Video file] Retrieved from: https://www.youtube.com/watch?v=iyivrUPbo3Q 
Singer, A. & Fernandez, D. (2015).  The effect of electronic medical record system use on communication between pharmacist and prescribers.  BMC Family Practice October 16(1):155  Retrieved from http://www.biomedcentral.com/1471-2296/16/155
Hyldmo, I., Fjerstad, E., Bragason, Á., Husby, A., Lang, N., Ranhoff, A. H., Ødegård, S., & Finset, A. (2014). Communication as a tool in clinical practice. Tidsskrift For Den Norske Laegeforen  Oct 134(20) 1925-26.  Retrieved from: http://tidsskriftet.no/article/3248373/en_GB
Hill-Hinrichs, F. (2012). Health Information Management professionals role in patient safety.  HNews Sept 5.  Retrieved from: http://hospitalnews.com/health-information-management-professionals-role-in-patient-safety/
Unit 4: Key Elements of Effective Communication
Description:
This unit describes key elements of effective communication.
Objectives: 
1. Define communication 
Identify assumptions about communication 
Identify general and health care–specific communication models
Identify communication variables
Define nonverbal communication
Describe how nonverbal communication functions in the human communication process
Describe specific dimensions and give examples of nonverbal communication
Lectures: 
1. Verbal Communication (19:17)
1. Key elements of effective communication—verbal communication
Communication defined
Commonly held assumptions about human communication
Communication models
Common health care–specific communication models
Health IT communication
Communication variables in health IT
Nonverbal Communication (11:30)
1. Key elements of effective communication—nonverbal communication
Nonverbal communication: dimensions, functions and importance
Components of kinesics, proxemics, and paralinguistics
Suggested Readings:
Northouse L. L., & Northouse, P. G. (1998). Health communication: Strategies for health professionals. Stamford, CT: Appleton and Lange.
Unit 5:  Regulatory Issues: HIPAA and Standard Precautions
Description: 
This unit describes standard precautions and HIPAA.
Objectives:
1. Characterize the importance of and guidelines associated with infection control
Describe ways of protecting yourself and others by employing standard precautions
Describe the implications of HIPAA on communication
Lectures:
1. Lecture a (15:19)
1. Infection control
Standard precautions
HIPAA
Important components of HIPAA
HIPAA and communication
Guidelines for communication in the context of HIPAA regulations
Suggested Readings:
Polin, R. A., Denson, S., & Brady, M. T. (2012). Strategies for prevention of health care-associated infections in the NICU. Pediatrics.  Apr;129(4):e1085-93. Retrieved from: http://www.ncbi.nlm.nih.gov/pubmed/22451712
Arya, S. C., Agarwal, N., & Agarwal, S. (2011).  Control of health care-associated infections. Journal of General Internal Medicine.  Mar;26(3):237; Retrieved from: http://www.ncbi.nlm.nih.gov/pubmed/21181289
Shay, D. and A. Gosfield. (2013) HIPAA again: confronting the updated privacy and security rules. Family Practice Management May-Jun;20(3):18-22. Retrieved from: http://www.aafp.org/fpm/2013/0500/p18.html
Kwon, J., & Johnson, M. E. (2013). Security practices and regulatory compliance in the healthcare industry. Journal of the American Medical Information Association. Jan 1;20(1):44-51. Retrieved from: http://www.ncbi.nlm.nih.gov/pubmed/22955497
Unit 6:  Conflict Resolution 
Description:
This unit describes handling conflict.
Objectives:
1. Define conflict
Describe historical views of conflict
Identify ways in which conflict can be both a positive and negative force for group performance.
Describe various styles for handling conflict
Identify ways to minimize dysfunctional conflict in a group
Lectures:
1. Definitions of Conflict (10:54)
1. Definitions of conflict
Conflict in the context of the delivery of health care services
Evolution of perspectives on conflict
Positive conflict vs. negative conflict
Types of conflict
Managing Conflict (16:08)
1. Conflict resolution
Managing conflict
Different conflict management styles
Individual preferences in conflict situations
Conflict intensity continuum
Results of conflict
Minimizing dysfunctional conflict
Suggested Readings:
Hetzler, D. C., Messina, D. R., & Smith, K. J. (n.d.). Conflict management in hospital systems: Not just for leadership.  American Journal of Mediation.5:65-70  Retrieved from: http://www.americanjournalofmediation.com/docs/Conflict%20Management%20in%20Hospital%20Systems.pdf 
Hake, S. & Shah, T. (2011). Negotiation skills for clinical research professionals Perspectives in clinical research. Jul;2(3):105-8 Retrieved from: http://www.ncbi.nlm.nih.gov/pubmed/21897886 
Unit 7: Ethical and Cultural Issues Related to Communication and Customer Service
Description:
This unit describes ethical and diversity issues related to communication and customer service.
Objectives: 
1. Characterize the dimensions of ethics
Identify different dimensions of diversity
Discuss the value of diversity
Describe ways to promote an inclusive work environment
Identify common cross-cultural differences
Describe ways to communicate effectively with individuals with disabilities
Discuss key elements of cultural competency in health care
Lectures:
1. Ethical Issues (12:26)
1. Ethical Issues
Ethics considerations in health care
Approaches to ethical decision making
Medical ethics committees
Culture Issues (18:35)
1. Ethics and cultural issues related to communication
Diversity in health care
Benefits of workforce diversity
Dimensions of diversity
Diversity and cultural differences
Cultural differences that may affect communication
Effective communication with individuals with disabilities
Implications of diversity for health care delivery
Cultural competency
Suggested Readings:
Taylor, S. P., Nicolle, C., & Maguire, M. (2013). Cross-cultural communication barriers in health care. Nursing Standard. 27, 31, 35-43. Retrieved from: http://journals.rcni.com/doi/pdfplus/10.7748/ns2013.04.27.31.35.e7040
Kagawa-Singer, M. (2011). Impact of culture on health outcomes.  Journal of Pediatric Hematology/Oncology. 33(9):S90-S95
Chin, M. H., Clarke, A. R., Nocon, R. S., Casey, A. A., Goddu, A. P., Keesecker, N. M., & Cook, S. C. (2012). A road map and best practices for organizations to reduce ethnic and racial disparities in healthcare. Journal of General Internal Medicine.  27(8):992-1000. Retrieved from: http://link.springer.com/article/10.1007/s11606-012-2082-9
Unit 8: Communications and Professionalism
Description:
This unit describes additional elements of professional communication in the workplace.
Objectives: 
1. Identify key elements of effective business communication
Describe strategies for conducting effective meetings
Discuss appropriate use of personal communication devices in the health care workplace
Discuss common bring-your-own-device (BYOD) policies and practices in health care organizations and their implications
Lectures: 
1. Lecture a (15:17)
1. Key elements of effective written communication
Strategies for managing meetings effectively
Lecture b (11:41)
1. Appropriate workplace communication
Bring Your Own Device (BYOD) policies and practices in healthcare organizations and their implications 
Suggested Readings:
Mortazavi, S., Gholampour, M., Haghani, M., Mortazavi, G., & Mortazavi, A. (2014). Electromagnetic radiofrequency radiation emitted from GSM mobile phones decreases the accuracy of home blood glucose monitors. Journal of Biomedical Physics and Engineering. Sep 1;4(3):111-6. Retrieved from: http://www.ncbi.nlm.nih.gov/pubmed/25505778
[bookmark: _GoBack]Vesely, V. (2013). Caregiver distractions from mobile devices becoming an issue.  IHealthbeat January 8.  Retrieved from: http://www.ihealthbeat.org/insight/2013/caregiver-distractions-from-mobile-devices-becoming-an-issue (link no longer active)
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[bookmark: _Toc444017308][bookmark: _Toc444004002]DETAILS of the CC-BY NC SA 4.0 International license:
You are free to:
Share — to copy and redistribute the material in any medium or format
Adapt — remix, transform, and build upon the material
Under the following conditions:
Attribution — you must give appropriate credit, provide a link to the license, and indicate if changes were made. You may do so in any reasonable maker, but not in any way that suggests the licensor endorses you or your use:  
Courtesy of (name of university that created the work) and the ONC Health IT program.
NonCommercial – You may not use the material for commercial purposes.
Note: Use of these materials is considered “non-commercial” for all educational institutions, for educational purposes, including tuition-based courses, continuing educations courses, and fee-based courses. The selling of these materials is not permitted. Charging tuition f a course shall not be considered commercial use.
ShareAlike – If you remix, transform, or build upon the material, you must distribute your contributions under the same license as the original.
No additional restrictions – You may not apply legal terms or technological measures that legally restrict others from doing anything the license permits.
Notices:
You do not have to comply with the license for elements of the material in the public domain or where your use is permitted by an applicable exception or limitation. 
No warranties are given. The license may not give you all of the permissions necessary for your intended use. For example, other rights such as publicity, privacy, or moral rights may limit how you use the material
To view the Legal Code of the full license, go to the CC BY NonCommercial ShareAlike 4.0 International web page (https://creativecommons.org/licenses/by-nc-sa/4.0/legalcode).


Disclaimer
These materials were prepared under the sponsorship of an agency of the United States Government. Neither the United States Government nor any agency thereof, nor any of their employees, makes any warranty, express or implied, or assumes any legal liability or responsibility for the accuracy, completeness, or usefulness of any information, apparatus, product, or process disclosed, or represents that its use would not infringe privately owned rights. Reference herein to any specific commercial product, process, or service by trade name, trademark, manufacturer, or otherwise does not necessarily constitute or imply its endorsement, recommendation, or favoring by the United States Government or any agency thereof. The views and opinions of authors expressed herein do not necessarily state or reflect those of the United States Government or any agency thereof.
Likewise, the above also applies to the Curriculum Development Centers (including Columbia University, Duke University, Johns Hopkins University, Oregon Health & Science University, University of Alabama at Birmingham, and their affiliated entities) and Workforce Training Programs (including Bellevue College, Columbia University, Johns Hopkins University, Normandale Community College, Oregon Health & Science University, University of Alabama at Birmingham, University of Texas Health Science Center at Houston, and their affiliated entities).
The information contained in the Health IT Workforce Curriculum materials is intended to be accessible to all. To help make this possible, the materials are provided in a variety of file formats. For more information, please visit the website of the ONC Workforce Development Programs at https://www.healthit.gov/providers-professionals/workforce-development-programs to view the full accessibility statement.
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