
Assessment Information Sheet

Cluster Area:  Health Science
	Career Pathway:
Health Informatics/Health Information Management – Medical Office
	Students must successfully pass the following three courses in order to sit for the End-of-Pathway Assessment:
· 25.52100  Introduction to Healthcare Science
· 25.44000  Essentials of Healthcare
· 25.49700  Health Information Management – Medical    Office

	Credentialing Exam:
	Certified Healthcare Hospitality Specialist (CHHS) - Student Version

	Testing Agency:
	HomeTown Health University (HTHU) (an IACET authorized provider)
www.hthu.net

	Exam Blueprint:
	To view the skills that will be tested on this exam, see recently updated blueprint (August 2017) on pages 3-4 of this document.  
https://lms.hthu.net/oltpublish/site/program.do?dispatch=showProgramSession&id=1ec6ff62-0351-11e7-807c-0cc47a352510


	Exam Cost:
	$108.00

	Duration of Exam:
	Certification Course:  3-5 hours
Final Exam:  Allow up to 90 minutes

	Number of Questions:
	Final Exam:  20 questions

	Exam Cut-Score:
	End of Module Exams:  80%
Final Exam:  80%

	Test Ordering Information:
	This certification course is online and will take 2-4 hours.  This course consists of eight modules: 
1. Customer Service and You
2. Telephone Etiquette
3. Advanced Customer Service
4. Dealing with the Difficult
5. HIPAA Privacy
6. HIPAA Security
7. Spiritual Care
8. What is HCAHPS?
After each of the above modules, students will be required to take an end of module quiz/exam.  Students much successfully score 80% on each end of module and complete an application evaluation at the end of all modules in order to become a Certified Healthcare Hospitality Specialist.
To enroll students in the course, go to the following link, and click on “buy” in the box on the upper right side of web page:

https://lms.hthu.net/oltpublish/site/program.do?dispatch=showProgramSession&id=1ec6ff62-0351-11e7-807c-0cc47a352510
Click “Buy” button.  An individual account will need to be created for each student.  Students will need a valid email address. 

Once accounts are established, the online course can be purchased.  

	Proctoring Guidelines:
	This exam should be given in a structured proctored environment in a high school lab.

	Testing Format:
	Online

	Required Computer Software Specifications:
	Go to the following link to see the technical requirements for dispensing the on-line course and exam:  
http://hthu.net/technical-requirements/

	Test Availability:
	Year round availability

	Testing Agency Contact:
	Jennie Price, Director of Business Development, HTHU.net
Phone:  (404)673-2412
jennie.price@hometownhealthonline.com 

	GaDOE Contact for Credentialing:
	Name: Mamie Hanson
Telephone Number:  (404) 657-6279
Email:  mhanson@doe.k12.ga.us

	GaDOE Contact for Curriculum Area:
	Name:  Dr. Tiffany Barney

Telephone Number: (404) 651-7275

Email:  tbarney@doe.k12.ga.us





EXAM BLUEPRINT: SKILLS TESTING
1) Customer Service and You
· Recognize the importance of good customer service in the healthcare setting.

· Identify ways of leaving a good impression with customers.

· Describe methods of dealing the challenges of customer service.

· Appraise your own approach to customers and how it may be improved.

2) Telephone Etiquette
· List basic telephone procedures and ways to sound professional.

· Identify strategies that reduce customer complaints regarding phone interaction.

· Employ methods for developing good habits for automation and voicemail.

· Employ methods for making successful phone calls.

3) Advanced Customer Service
· Define Internal vs. External Customers.

· Recognize where Customer Service begins.

· Restate the difference between burn out and stress.

· Discuss ideas for relieving employee burnout.

4) Dealing with the Difficult
· Define difficult coworkers and put into action strategies that will change the bad situation into to a good one.

· Recognize health issues that cause patients to be difficult to deal with.

· Implement Do's & Don'ts in our everyday relationships with the difficult patients that will result in positive outcomes for both facility staff and patient.

· Whether with coworker or patient, demonstrate conflict-resolution skills that transform negative behaviors into positive ones.

· Identify negative procedures in the workplace that result in negative attitudes.

· Discuss 10 positive workplace behaviors and evaluate the positive impact that those behaviors have on staff.

5) HIPAA Privacy
· Apply privacy standards brought about by the Health Insurance Portability and Accountability Act (HIPAA) Privacy Rule.

· Identify the medical record as protected and confidential information.

· Apply the hospital's policy on patient confidentiality.

· Reorganize examples and repercussions of patient-confidentiality breaches.

· Identify what information can be released without prior approval from the patient.

6) HIPAA Security
· Recognize what the HIPAA Security Rule requires at your facility.

· Identify where to go for questions and answers.

· Define the basic security concepts at your facility.

· Apply security ʺbest practicesʺ to safeguard electronic protected health information (ePHI).

· Apply security policies related to your job.

· Recognize that all staff play a role in protecting ePHI.

7) Spiritual Care
· Listen actively for clues to patients' spiritual preferences, being sensitive to their background and affiliation.

· Notify the physician of anxiety or depression that may require pharmacologic or psychiatric intervention.

· Recognize the value spiritual leaders can contribute to the needs of patients or fellow team members.

· Provide referrals (with patient's permission) to an appropriate spiritual leader.

· Recognize that a spiritual leader is part of the interdisciplinary team who can support the patient's family in times of grief or despair.

8) What is HCAHPS?
· Define HCAHPS,

· Explain the goals of HCAHPS, composite questions, how scores are obtained, and the effects HCAHPS has on a facility’s quality metrics.

· Discuss the concept of individualized patient care.

· Recognize the utilization of Key Words At Key Times and how it can impact scoring.

· Discuss how Hourly Rounding and Bedside Shift Reporting involve a patient in their care and impacts their perceptions about their hospital experience.

· Explain the concept of Post Visit Phone Calls and how this practice increases patient perception while reducing the occurrence of readmissions.
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