Component 10/Unit 9
Quiz with Answer Key
1.  Pick the best explanation for the meaning of the following statement.  “…show me and I may remember; involve me and I will understand.”
a.  Written procedures should be provided for each job task.
b.  Each employee should be involved in decisions.
c. Most people learn best by performing a task.

d. Most people comprehend best what they are engaged in.
Answer:  d. Most people comprehend best what they are engaged in.
Objective/Reference:  Unit 9, Objective 1, unit 9 slide 2.

2. In a meeting to discuss the new practice management system, it becomes clear that the front desk receptionist hasn’t heard anything about the implementation planned for the next day. Application of which of the following key change concepts could have improved this situation?

a. Human and organizational complexity

b. Organizations are biological systems

c. Transparency

d. Individual choice 
Answer:  c. Transparency
Objective/Reference:  Unit 9, Objective 2, unit 9 slide 19.

3. A physician leader in a small practice has chosen and purchased an EMR without telling anyone in the practice. He has arranged for the vendor to install the system and explain it to the staff in two weeks.

Application of which of the following key change concepts could have improved this situation?

a. Human and organizational complexity

b. Maintaining creative tension

c. Individual choice 

d. Engagement gap
Answer:  d. Engagement gap 

Objective/Reference:  Unit 9, Objective 2, unit 9 slide 18.

Read the scenario and answer the following questions.

Support Specialist Sam is called in to help a large practice with 50 providers and 100 employees. The providers, nurses and medical office assistants have been very upset with the new system because it required them to enter several extra pieces of information in structured form about asthma, hypertension and diabetes patients. They tell Support Specialist Sam that it is unfair that they enter this extra information.


Support Specialist Sam asks the practice manager why the extra fields were added, and he explains that the fields are for decision support and disease management for those conditions. Later, Support Specialist Sam explains this to the staff with whom he met.  Immediately they tell him that it is not their problem.  Having received training in health IT, Support Specialist Sam realizes that the purpose of the extra fields are to increase the quality of care for patients with those conditions. He explains about evidence-based medicine and practice guidelines, and closes his explanation saying, “it’s about taking better care of patients.”  The providers, nurses and medical office assistants thank him for the explanation, and say that they are ok with entering the data now.

4. Which of the following best matches the most likely reason for the providers, nurses and medical office assistants reaction to the new system in the scenario?

a. They didn’t understand the purpose for the extra work
c. They didn’t understand why those conditions were prioritized

b. They preferred to enter the data in text fields

d. They felt that the user interface was not user friendly

Answer: a. They didn’t understand the purpose for the extra work

Objective/Reference:  Unit 9, Objective 1, unit 9 slides 17, 20.

5. For the situation in the scenario, application of which of the following change concepts may have alleviated the concerns?

a. Engagement gap 

b. Maintaining creative tension

c. Individual choice 

d. Transparency
Answer:  a. Engagement gap 

Objective/Reference:  Unit 9, Objective 4 unit 9 slide 18.

6. In the scenario, what did Support Specialist Sam do that helped the situation?
a. Maintained creative tension

b. Pointed out opportunities for individual choice 

c. Pointed out the reason for the extra fields

d. Provided an opportunity to voice concern
Answer:  c. Pointed out the reason for the extra fields

Objective/Reference:  Unit 9, Objective 2, unit 9 slide 17.

7. A analyst is preparing for the initial meeting with practice leadership and staff which of the following should the analyst have ready for the meeting?

a. A list of EMRs that have recently been selected by similar practices

b. A facilitation plan for process redesign
c. An agenda for the meeting

d. A set of slides to train the staff on practice management system functionality

Answer:  c. An agenda for the meeting

Objective/Reference:  Unit 9, Objective 3, unit 9 slide 22.

8. It is just as important to engage leadership as it is to engage practice staff.

a. True

b. False

Answer:  a. True

Objective/Reference:  Unit 9, Objective 3, unit 9 slides 24, 30.

9. Special meetings should be held to engage people not directly involved with the design.

a. True

b. False

Answer:  a. True

Objective/Reference:  Unit 9, Objective 3, unit 9 slides 24, 29.

10. In a practice that uses paper medical records, to capture information for performance measures, providers and nurses have to record data on a special data collection form in addition to regular documentation in the chart.  In moving to an EMR, application of which change concept would improve completeness of data collected?

a. Hire medical office assistants to collect the data

b. Use different performance measures

c. Performance measurement is not needed with an EMR

d. Design the system to run down-hill

Answer:  d. Design the system to run down-hill

Objective/Reference:  Unit 9, Objective 2 and 4 unit 9 slides 14, 15.
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