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The Development of This Book
As someone who has spent over 25 years in medical office management, I have seen 
many changes to the way medicine is practiced and the way medical offices are managed. 
While developing this book it has been my goal to present it in an easy-to-understand 
format, which will be beneficial for both the new medical office manager or the student 
who intends to pursue medical office management and to the established manager who 
may be looking for tips and insights to make his or her job easier.

This book contains information that addresses the specific needs of the medical 
office manager, from hiring and retaining the right personnel to researching, developing, 
and marketing new product lines. A thorough review of the competing titles showed 
numerous areas where they were lacking. With information included on the development 
of staffing models, proper coding techniques, and tips for coaching and mentoring of 
staff, this book is robust in all areas of the medical office manager’s job.

New to This Edition
■ Updated material regarding the Patient Protection and Affordable Care Act.

■ Tips on continuing education for medical office managers and efficient use of social 
media.

■ The importance of maintaining high staff satisfaction levels.

■ Expanded information on performing employee evaluations.

■ The use of kiosks for patient check-in.

■ Updated material on healthcare reform in the United States.

■ Reimbursement to healthcare providers based on patient outcomes.

■ Accountable Care Organizations and reimbursement.

■ The importance of healthcare risk management.

Organization of the Book
This book is presented in a way that provides the reader with a natural flow of infor-
mation, ranging from why a person might choose to work in the field of medical office 
management to how to actually perform the job. The book presents a unique approach 
to teaching medical office management and includes specific procedures and techniques 
that have proven effective in the management of the medical office. The Registered Medi-
cal Assistant (RMA) Task List and the Occupational Analysis of the CMA (AAMA) (see 
Appendices E and F, respectively) make this book a useful tool for medical office man-
agement in medical assisting programs.

This book is divided into 17 chapters that include the latest information on the 
design and management of the medical office. From developing the skills needed to suc-
ceed as a medical office manager to attracting and keeping the best staff, this book can 
be used as a how-to guide by both a professional medical office manager or a student 
pursuing medical office management. At the same time, an experienced office manager 
might use it as a guide for perfecting the art of managing the medical office.

Preface

xvii
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Chapter 1 contains information on today’s healthcare environment. This chapter out-
lines the type of practice settings a manager may encounter and includes information on 
the traits of the medical office manager.

Chapter 2 contains information on the duties of the medical office manager, including 
conducting staff meetings, coaching, and motivating employees to higher performance, 
and dealing with suppliers and service contracts.

Chapter 3 addresses types of communication in the medical office, including both 
verbal and nonverbal communication. This chapter includes information on written 
 communication, including the components of writing a business letter.

Chapter 4 discusses the steps for managing the front office in a medical clinic. The 
use of telephones, including features of various telephone systems, and the greeting of 
patients in the front office are covered in this chapter.

Chapter 5 goes into detail of appointment scheduling and the process of triaging and 
screening callers to the medical office.

Chapter 6 includes information on the management of medical records in the medical 
office. This chapter contains current information on the use of electronic medical records, 
as well as the use of paper records, for those offices that are not yet using an electronic 
system for medical records management.

Chapter 7 contains in-depth information on the legal and ethical issues involved in man-
aging the medical office. This chapter outlines the process of maintaining professional files 
for physicians and the legal obligations associated with mandatory reporting in healthcare.

Chapter 8 describes the steps to successfully managing the personnel in the medical 
office. This chapter contains information on how to perform a staffing model profile as 
well as advertising for, interviewing, and hiring the right candidate for a particular job.

Chapter 9 contains important information on the regulatory requirements of the 
medical office manager, including recently passed legislation, such as the Red Flags Rule.

Chapter 10 details the use of computers in the medical office, including the design of 
training programs for new employees.

Chapter 11 outlines the use and creation of office policies and procedures in the 
medical office, including policies that apply to the administrative as well as clinical areas 
of the office. (Appendix B includes a sample policy and procedure manual.)

Chapter 12 addresses the function of accounting and payroll in the medical office. 
This chapter has great detail on the use of various IRS forms as well as details on manag-
ing accounts payable.

Chapter 13 describes the function of billing and collecting in the medical office. From 
creating a fee schedule to managing the accounts receivables, this chapter provides a lot 
of detail for the management of finances in the medical office.

Chapter 14 has current information on health insurance and the processing of medi-
cal claims.

Chapter 15 contains information on the use of procedural and diagnostic coding in 
the medical office.

Chapter 16 outlines the use of quality improvement and risk management programs 
in the medical office, an important area to concentrate on in order to reduce patient and 
employee injuries and increase patient satisfaction.

Chapter 17 describes the function of marketing in the medical office, including details 
on creating a robust website and the use of social media in advertising.

Unique Features of the Book
■ Learning Objectives: Specific learning objectives appear at the beginning of each 

chapter, stating what will be achieved upon successful completion of the chapter.

■ Key Terminology: Key term definitions appear in the margins where the terms are 
first introduced. Key terms are also defined in the comprehensive glossary.

■ Chapter Outline: A list of major chapter topics appears at the beginning of each 
chapter to highlight key areas of study.

xviii Preface
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■ Case Studies: A thought-provoking case study is presented at the beginning of each 
chapter, and case-specific questions appear at the end of each chapter. Answers to the 
case study questions are provided in Appendix D.

■ Introduction: The introduction presents the main concepts discussed in each chapter.

■ Critical Thinking Questions: Critical thinking questions are interspersed through-
out the chapter. Students must rely on the content in the chapter and their own criti-
cal thinking skills to answer the questions.

■ Photos and Illustrations: These support the textual material presented and reinforce 
key concepts.

■ Informational Tables: These tables appear throughout the book and summarize 
pertinent information for the reader. They provide students with visuals and com-
parisons to reinforce the lesson.

■ Chapter Summary: The chapter summary is a brief restatement of key points in the 
chapter.

■ Chapter Review Questions: End-of-chapter questions are provided in multiple-
choice, true/false, and matching format and are designed to help reinforce learning. 
The review questions measure the students’ understanding of the material presented 
in the chapter and are available for use by the student or by the instructor as an 
 outcomes assessment.

■ Chapter Resources: A list of related books and websites appears at the end of each 
chapter. In addition, Appendix A lists valuable Internet resources for healthcare pro-
fessionals.

■ Appendices: Many useful appendices appear at the end of the book, including Inter-
net websites for healthcare professionals, a sample medical office policy and proce-
dure manual, guidelines for documenting in the medical record to ensure proper 
coding, answers to chapter case study questions, the Registered Medical Assisting 
(RMA) Task List, the Occupational Analysis of the CMA (AAMA), and medical termi-
nology word parts.

The Learning Package
THE STUDENT PACKAGE
■ Textbook

■ Student Resources (www.pearsonhighered.com/healthprofessionsresources)

THE INSTRUCTIONAL PACKAGE
To access supplementary materials online, instructors need to request an instructor 
access code. Go to www.pearsonhighered.com/irc to register for an instructor access 
code. Within 48 hours of registering, you will receive a confirming e-mail including 
an instructor access code. Once you have received your code, locate your book in the 
online catalog and click on the instructor resources button on the left side of the catalog 
product page. Select a supplement, and a login page will appear. Once you have logged 
in, you can access instructor material for all Pearson textbooks. If you have any difficul-
ties accessing the site or downloading a supplement, please contact customer service at 
http://support.pearson.com/getsupport

This book has the following instructor’s resources.

■ Instructor’s manual with lesson plans

■ PowerPoint™ lecture slides

■ TestGen™
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