Component 16/Unit 1 
Self-Assessment Questions Answer Key
1.  The customer service of healthcare professionals can be measured by

a) how quickly they respond to customer emails.

b) the number of customer help calls they answered.

c) how polite they are to their customers.

d) the results of customer satisfaction surveys.

Answer: d) the results of customer satisfaction surveys.

Objective/Reference:  Lecture Unit1-B, Objectives: Identify customer needs based on context, Slide 8,9 

2.  What two departments share a similar customer base in the healthcare setting?
a) Administration and Security
b) Physician’s offices and hospitals

c) Food services vendors and Hospital Administration
d) Maintenance and Housekeeping
Answer: b) Physician’s offices and hospitals

Objective/Reference: Lecture Unit 1-A, Objectives: Identify healthcare customers, Slide 7

3.  The culture of healthcare IT can be described primarily as __________ 

a) reactionary.

b) retrospective.

c) service. 
d) tangible.

Answer: c) service.

Objective/Reference: Lecture Unit1-A, Objectives: Define customer service, Slide 5

4. Customer service-driven EHR implementation success factors differ by customer role and include

a) for physicians, less time writing in charts. 

b) for nurses, more time at the bedside with patients.

c) for administration, a return on their investment.

d) for patients, shorter hospital stays.

Answer: c) for administration, a return on their investment.

Objective/Reference: Lecture 1B, Objectives: Identify customer needs based on context, Slide 12

5. The definition of customer service, in terms of the assistance and courtesy granted to those who patronize a business, includes the word 

a) degree.

b) appearance.

c) expectation.

d) process.

Answer:  a) degree

Objective/Reference: Lecture Unit1-A, Objectives: Define customer service, Slide 3,4
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