Component 16 Unit 1 Application Activities
Unit 1 Exercises

Exercise 1: Vignette and Guided Discussion Question on Customer Service.

Instructor Guidelines:

While one may assume that the medical records director is the appropriate choice to head a leadership team since the task is electronic medical records (EMR).  However the leadership team needs to be led by a person of high visibility and significant organizational power.  The correct choice as mentioned in the narration is either a physician or office manager. 

Vignette:

Suzanne is the IT manager for a 17 physician clinic.  She is tasked with installing the electronic medical records (EMR) project.  She selects the medical records manger to head the EMR project leadership team.  

1. Who should she have chosen?
Exercise 2:   Vignette and Guided Discussion Questions on Customer Service 

Instructor Guidelines:

One must never forget who the customer is.  The major customer in this vignette is the laboratory department.  Tony has chosen not to involve the department at all in creating process flow documentation.   He has not even met the department.   Further, while he may think he knows all about the process flow until he actually meets with the department, and works with them, his end product is likely to be in error.  The end result is a probable failure and resentment from the department that was not involved.

Vignette:

Tony has been hired as the laboratory information systems (LIS) contact for all things related to LIS and information technology.  A new system has been purchased.  After a week on the project he is questioned by his supervisor about the project.  Tony shares that he is almost done with the process flow documentation.  His supervisor asks, “who from the laboratory is working with you?” He replies, “I have done this implementation twice in the last 10 years, I know how it works.” His supervisor shakes his head and walks away too mad to speak.

1. What did Tony do wrong?
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