
‭ABC Adult School‬
‭12254 Cuesta Drive, Cerritos, CA 90703‬

‭(562) 229-7960‬
‭Medical Front Office Advisory‬

‭April 4, 2025‬
‭11:00 a.m. to 12:30 p.m.‬
‭Cuesta Drive, Room H7‬

‭Committee Members Present:‬
‭Karen Dennis - Long Beach Health Department‬
‭Darron Durgins - Orange County Health Care Agency‬
‭David Haynes - United Medical Imaging‬
‭Renee Fakfouri - SELACO‬
‭Betty McPeak - Long Beach Health Department‬
‭Gene Pineda - Orange County Health Care Agency Serrifs Dept‬
‭Russell Shieh - Genesis Medical College‬

‭Absent Committee Members:‬
‭Anthony Sykes - Anthony Sykes and Company‬

‭In Attendance:‬
‭Nancy Amara,‬‭Principal‬‭; Jeff Heilig,‬‭Assistant Principal‬‭,‬‭Ty Holloway,‬‭Job Developer‬‭; Georgia Grissom,‬‭TOSA‬‭;‬‭Jessica Arias,‬
‭Secretary II‬

‭Teachers:‬‭Rosalba Barbosa, Esther Nguyen, Ramona Quick‬

‭Minute Items‬

‭Welcome‬
‭Jeff Heilig:‬‭Jeff thanked everyone for attending today’s‬‭Medical Front  Office Advisory. Jeff asked the panel to fill out the‬
‭paperwork. Extremely important for accreditation purposes. We get our accreditation from the Council on Occupational‬
‭Education, and we have to submit paperwork and other qualifying documents that we met. Jeff asks the panel to write on‬
‭advisory notes. Jeff asks the panel to introduce themselves.‬‭When we get to the input section we need your advice.‬

‭Nancy Amara‬‭:  We need to run our advisories for each‬‭of our pathways programs. We have nine at ABC Adult School. This is‬
‭our satellite campus. Our main campus is three miles north of here, and we are one of the only comprehensive adult schools in‬
‭the area that has multiple programs. We have a very strong CTE program, a very strong academic program, ESL and a very‬
‭robust community education program, which is housed primarily on this campus. Then we also have an Adults with Disabilities‬
‭Program and a Mommy & Me or parent participation preschool program as well. We are accredited by two organizations. The‬
‭first one is WASC, which is the Western Association of Schools and Colleges, we also have our COE accreditation, and that is‬
‭the Council on Occupational Education that allows us to offer Pell grants or federal financial aid. We do not offer loans, because‬
‭we are providing entry level training, and we do not want anyone to walk away with a loan. So we only offer Pell Grants, but in‬
‭order to have offer that, we do have to be accredited by a body recognized by the Department of Education. One of our‬
‭requirements is that we hold advisories for each of our programs. We also are in a steady year, meaning we will have a visit for‬
‭our reaffirmation visit for both COE and WASC August, 25 through the 28th. I want to thank you so much, because we cannot‬
‭run our programs without your input. I do want to say we are on what's called a moratorium right now. We cannot change‬
‭anything in our program that is very substantial. So we could add a book, we can change the price of something, but we can't‬
‭change anything that would change 25% of the class. If you have a suggestion that requires a substantial change, we will have‬
‭to wait until after our visit to implement that. I don't want you to feel that you're giving a suggestion to us, and we don't really‬
‭listen to that, because you may not see a change for almost two years, until you come back. We're hoping you serve on our‬
‭advisory panel for the next couple of years, but I just want to let you know that we have made changes in the other programs, but‬
‭right now, because of our moratorium, we will not be able to make any changes.‬
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‭Introduction and Meeting Overview‬
‭Review of Mission Statement‬
‭Outcomes‬
‭WASC and COE Accreditation Update‬
‭By Jeff Heilig ‬
‭The purpose of the advisory is to ensure that our programs are adequately preparing students to enter the industry. We need‬
‭the input of the professional community to verify that our students are prepared and to make changes to curriculum if‬
‭necessary to meet the industry needs. ‬

‭●‬ ‭Panel introduces themselves to the room. ‬
‭●‬ ‭Jeff Heilig goes through the documents in the folders to the panel. ‬

‭Review of Advisory Goals:‬
‭●‬ ‭Meet requirements of the Council on Occupational Education (COE) for accreditation purposes.‬
‭●‬ ‭Connect with professionals to learn, grow, and ensure the Medical Front Office Program meets industry expectations‬

‭and standards.‬
‭●‬ ‭Create community relationships increasing support for our program and students.‬

‭Mission Statement:‬
‭Jeff Heilig‬‭:‬‭The mission of the ABC Adult School is‬‭to provide quality education to our diverse community with meaningful‬
‭opportunities for success in career, academic, and personal goals.‬
‭Any questions we can address..‬

‭Vision Statement:‬
‭Jeff Heilig‬‭:‬‭Students will develop confidence and‬‭self-reliance as they aspire to reach their full potential in life-long learning. We‬
‭will cultivate our students’ desire for learning, and encourage them to try new and exciting challenges by giving them a solid‬
‭foundation to build on.‬

‭Student Learning Outcomes:‬
‭Jeff Heilig‬‭:‬‭ABC Adult School prepares student to‬‭be Self Directed Learners who:‬
‭Acquire knowledge and skills appropriate to their goals in life.‬
‭Set and achieve career, educational and/or personal goals.‬
‭Seek continuing career education training and/or educational opportunities.‬
‭Effective Communicators who:‬
‭Demonstrate appropriate language, digital literacy, computation skills and/or technical skills.‬
‭Apply communication skills to professional, technical, creative, and other real-life situations.‬
‭Enhance and improve their ability to understand and be understood by others.‬
‭Critical Thinkers and Problem-Solvers who:‬
‭Exercise their power of judgement, perception, and inference.‬
‭Assess and fulfill their own needs by finding appropriate resources.‬
‭Apply knowledge to professional, technical and other real-life situations.‬
‭Jeff Heilig‬‭:‬‭Shows folder with documents to panel.‬‭Pink dab, advisory notes will need to be returned.‬
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‭Approval of Minutes‬
‭Jeff Heilig‬‭: Motion to approve the‬‭Information and‬‭Technology Advisory Meeting from 5/10/2024?‬
‭David Haynes:‬‭Motioned the minutes‬
‭Dorian Durgins:‬‭Seconded the motion‬

‭Accreditation:‬
‭●‬ ‭Council on Occupational Education (COE) - accreditation.‬‭We have to turn in yearly reports.‬
‭●‬ ‭60% of students must complete the program.‬
‭●‬ ‭70% placement rate.‬‭In the medical Field‬
‭●‬ ‭70% licensure rate (if applicable) - Pharmacy 100 - Cosmo 95‬
‭●‬ ‭We are writing our COE Accreditation Report this Year - COE Visitation is Next Year‬
‭●‬ ‭Western Association of Schools and Colleges (WASC)  - accreditation. AcademicsOnly‬
‭●‬ ‭Report Year for COE and WASC - visitation date: Aug 25 - 28, 2025 -  CTE Programs.‬

‭Completion, Placement, and Licensure Data (2023)‬
‭❖‬ ‭73% - Completion Rate‬
‭❖‬ ‭71% - Placement Rate‬
‭❖‬ ‭No Licensure Required (NA)‬

‭David Haynes‬‭: The 71% placement out of the 73% or‬‭is it 71% of 100%?‬
‭Ty‬‭Holloway‬‭: So the 60% that complete, 70%...‬
‭David Haynes:‬‭Saying 73% completed, correct? 71% of‬‭the 70 percent of the 73%. Okay, so there's still 30% of the people that‬
‭completed didn't get jobs?‬
‭Nancy‬‭Amara:‬‭Some students roll over to the next school‬‭year because they are not done, they roll over because they are‬
‭continuing students. But of those that graduate and complete, placement rate also includes higher education. So if someone‬
‭doesn’t get a job in the field but they decide to get an Associates Degree then that will count.‬
‭Jeff Heilig:‬‭They want to know who dropped out of‬‭the program, who could not continue. They want 60% to complete the‬
‭program. Again we are going to have a visit from COE and WASC on August 25th - 28th. They don’t work together, they’ll be‬
‭here together for what we call dual accreditation. Next year we will be next in March of 2026. We'll be reporting 2024 data, and‬
‭we do a calendar year, not a school year, with our data reported. We are working internally next year to strengthen our‬
‭onboarding, our monitoring and our exiting of students so we get better data up front, because it was hard to get in touch with‬
‭students immediately.‬

‭Requirement for Admission:‬
‭●‬ ‭We require a high school diploma or equivalent (GED—General Equivalency Diploma—or HISET—High School‬

‭Equivalency Test) and a minimum age of 18 for the vocational diploma.‬
‭●‬ ‭The only requirement for those not wishing to pursue the vocational diploma is 18.‬

‭➔‬ ‭Are the admission requirements appropriate for this program?‬
‭➔‬ ‭Do you have any suggestions for adjusting or changing our admission requirements?‬

‭Karen Dennis‬‭: If somebody is graduating early,  before‬‭the age of 18 can they come into this class?‬
‭Nancy Amara:‬‭: Per Ed Code, technically it’s 18 years‬‭of age. There’s a  bill that they are working on to change that so it will be‬
‭17 years of age or with a high school diploma.. We will accept a 17 ½ with a high school diploma. By law they must be 18.‬
‭Karen Dennis:‬‭Some graduate‬
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‭Betty McPeak‬‭: Why don’t you require a diploma if all jobs require one?‬
‭Nancy Amara‬‭: If they want to complete the program‬‭they must have a HSD or HSE.‬

‭Program Objectives‬
‭The Medical Front Office program is designed to equip students with the foundational knowledge and practical skills in the‬
‭following areas:‬
‭Acquire medical terminology related to healthcare to communicate successfully within and outside of the medical industry.‬
‭Increase knowledge of body systems, anatomy and physiology and diseases.‬
‭Strengthen skills to work successfully in a medical facility and industry.‬
‭Identify personal interests, aptitudes, and skills to make informed career decision-making.‬
‭Understand how to create positive outcomes in a complex work environment.‬
‭Increase ability to enact policies, procedures, and regulations to improve safety, health, and professionalism in the workplace.‬

‭1.‬ ‭Are the objectives relevant and sufficient for students to be successful in the professional setting?‬
‭2.‬ ‭Should any objectives, additions, revisions, or upgrades be adjusted? Should any objectives be removed, revised, or‬

‭modified?‬
‭Jeff Heilig‬‭: Rosalba would you like to jump in?‬
‭Rosalba Barbosa‬‭: Just hands on practice in the classroom.‬

‭Program Length & Class Content‬

‭Total: 692 Hours‬
‭●‬ ‭Keyboarding/Data Entry - 84 hours‬
‭●‬ ‭Computer Essentials - 84 hours‬
‭●‬ ‭Accounting 1: Financial - 84 hours‬
‭●‬ ‭Medical Terminology and Anatomy - 168 hours‬
‭●‬ ‭Medical Billing and Coding - 168 hours‬
‭●‬ ‭Electronic Health Records - 84 hours‬
‭●‬ ‭Job Prep - 20 hours‬

‭Total Cost: $1,061 (12 months)‬

‭1.‬ ‭Is the program amount of time sufficient for a Medical Front Office position?‬
‭2.‬ ‭Are the topics/classes appropriate for this program?‬
‭3.‬ ‭Do you have any suggestions for improvements or upgrades?‬

‭Betty McPeak‬‭: What is being taught in Terminology‬‭besides Terminology? They can go to college and get credit unites for‬
‭Medical Terminology.‬
‭Jeff Heilig‬‭: It’s foundational.The major body parts‬‭, the major functions.‬
‭Betty McPeak‬‭: I know what they teach.‬
‭Georgia Grissom‬‭: Betty, They go overall the systems‬‭of the body so that it’s relevant if they go to a specialist. They go over the‬
‭nervous system or how it’s broken down.‬
‭Betty McPeak‬‭: I understand medical terminology. I’m‬‭just saying it’s a lot of hours. I read somewhere they have to have 98%,‬
‭they have to type 30 wpm. The typing is too high. They are mostly going to be typing into a program.Don’t you use a computer?‬
‭Can you type 35-40 wpm in a form? Does it have to be at 98%? Or is that too high?‬
‭Nancy Amara‬‭: Karen, you were here when we decreased‬‭it already.‬
‭Karen Dennis‬‭: I was the one that got this speed down‬‭because it used to be 45 wpm.‬
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‭Nancy Amara:‬‭That’s why we have the advisories. This is where we need your suggestions. If everyone feels that it’s too high,‬
‭that it could be lowered, that’s something we could look at, in here, write down the suggestions.‬
‭Betty McPeak‬‭: How are they tested? Are they typing‬‭a letter?‬
‭Nancy Amara:‬
‭Rosalba Barbosa‬‭: It’s a paragraph on a computer. They‬‭have to type it within 5 minutes.‬
‭Betty McPeak‬‭: Is there any way you can add a form‬‭to the testing software?‬
‭Georgia Grissom‬‭: There’s 2 separate tests. Data Entry‬‭is form.‬
‭Betty McPeak‬‭: Is there typing speed on the forms?‬
‭Rosalba Barbosa:‬ ‭Yes, it’s 8000 strokes.‬
‭Nancy Amara‬‭: Question, I'm just going to pose this‬‭to the advisory panel. Instead of Keyboarding will Data Entry be more‬
‭relevant in this case to have to take instead of Keyboarding?‬
‭David Haynes‬‭: We have a training school class everyone‬‭goes through and I asked my teacher to give me your notes. It was‬
‭interesting because she said they may want to strengthen their typing skills. The lack of more than basic typing skills holds more‬
‭people back than anything else. The ability to do more than tying because so much of it now is free form‬
‭Nancy Amara:‬‭Thank you for that. I really appreciate‬‭that.‬
‭David Haynes‬‭: Hands over notes to Nancy.‬
‭Jeff Heilig‬‭: One of the things that comes up in the‬‭advisories is the importance of keyboarding. As a school developing skills,‬
‭this has come up as well like for instance, in our accounting program - quickbooks. But In tax prep programs, especially in‬
‭government agencies, we learned every segment of government they use a different segment of programs fully unrelated. What‬
‭we do is foundational. Typing, Keyboarding and Data Entry  is developing the basic skill set.‬
‭Georgia Grissom‬‭: And one point is a lot of employment‬‭agencies do typing test‬
‭David Haynes‬‭: Where would orders vs authorizations‬‭and things like that be? Or talking about IPA’s vs medical groups?‬
‭Georgia Grissom:‬‭He’s talking about Insurance.‬
‭Rosalba Barbosa‬‭: It’s #5 down; Medical Billing and‬‭Coding.‬
‭David Haynes‬‭: So that's where they learn that an order‬‭does this and authorization has this. You have to cross reference the 2‬
‭against each other. You can't perform a study without an order. Learn how to do verifications. If you do not know how to read‬
‭MediCARE, if you are comfortable, know how to read orders, authorizations, and learn how to do verification, particularly‬
‭medicare verification when they've waved into a HMO plan. You don't know how to read the Medicare thing and you misinterpret‬
‭what their insurance is. You build Medicare, you don't build the HMO. The HMO times out and you've given away services for‬
‭free. So that's the hardest thing to do. If you're comfortable with a computer, you'll probably do pretty well as a front desk person.‬
‭But the difference between being a front desk person and having a better job is knowing how to read authorization, how to read‬
‭orders. If you'rebilling EOBS, understanding it has its own, as you know, it has its own language. So what do you do in‬
‭accounting?‬
‭Rosalba Barbosa‬‭: I do not teach accounting. That’s‬‭another instructor. I teach Computer Essentials,  Medical Billing and‬
‭Coding, ElectronicHealth Records and Keyboarding.‬
‭Georgia Grissom‬‭: I ran an office for 14 years and‬‭accounting is a big part of the billing aspect.I know this is basic accounting‬
‭David Haynes‬‭: Do they learn how to do bank deposits,‬‭daily cash logs and cash, learning how to manage. That is a relevant skill‬
‭for front office. Knowing how to manage it and how to balance it.‬
‭Georgia Grissom:‬‭That's exactly what they're doing.‬‭This is basic accounting.‬
‭Renee Farfouri‬‭: I want to go back to the keyboarding.‬‭We do offer a free tying test at SELACO.‬
‭Betty McPeak:‬‭What speed to you do Renee?‬
‭Renee Farfouri‬‭: It's up to the speed that they're‬‭applying for, a job that's requiring maybe 50 words or just 35. Or they need to‬
‭just get their typing speed up. They can come there and practice, and then they can get a certificate.‬
‭Georgia Grissom:‬‭That right there tells you that it's‬‭relevant.‬

‭5‬



‭ABC Adult School‬
‭12254 Cuesta Drive, Cerritos, CA 90703‬

‭(562) 229-7960‬
‭Medical Front Office Advisory‬

‭April 4, 2025‬
‭11:00 a.m. to 12:30 p.m.‬
‭Cuesta Drive, Room H7‬

‭Russell Shieh‬‭: Accuracy is a lot more important than speed. If you can be efficient that’s best. A lot of things are going into‬
‭tablets, touch screens, and while that has a keyboard on there the traditional where your hands are placed, depending on your‬
‭situation, and what equipment to use is not as relevant. So then, typing speed at that point is a different indicator as opposed to‬
‭accuracy.‬
‭Jeff Heilig‬‭: What kind of tablets are typically used‬‭in the medical profession?‬
‭Karen Dennis‬‭: PIH is given a tablet The actual patient‬‭is given the tablet then the reception takes the tablet and continues with‬
‭the information.‬
‭David Haynes‬‭: Probably aren't apple because Apple‬‭doesn't tend to have medical applications. It really depends on your‬
‭software and how your interface. What’s the distribution with the age of the students?‬
‭Rosalba Barbosa‬‭: The age of my students…. they can‬‭be in their 20’s…‬
‭David Haynes‬‭: Do you ever find a correlation between‬‭ease of typing and age? We actually have better luck with‬
‭the people coming back to work than the young ones.‬
‭Jeff Heilig‬‭: Age, we have a little of everything,‬‭20’s, 30, 40, 50‬
‭Betty McPeak‬‭: Do you teach the real basics like how‬‭to save a document? I’ve had to teach high schoolers and young adults‬
‭how to save a document.‬
‭Rosalba Barbosa‬‭: Computer Essentials, I start with‬‭basics. Some students have never used a computer before, we teach‬
‭basics, how to turn it on and off properly, basic operating systems like file management, how to save, where to save, on the‬
‭computer or if the file is on Google, on the cloud. How to store onto devices, how to search for files and folders, how to search by‬
‭name. Those are some examples..‬
‭ReneeFakfouri‬‭: Are the youth coming out of high school‬‭without keyboarding skills?‬
‭Rosalba Barbosa‬‭: Some skills they may not have like‬‭keyboarding. They’re using tablets a lot of the time and phones.‬

‭Instructional Materials and Equipment Used by Instructors and Students‬
‭Textbooks/Workbooks:‬

‭●‬ ‭Century 21 Computer Skills and Applications‬
‭●‬ ‭Learning by Doing Google Apps 4th Ed.‬
‭●‬ ‭Medical Insurance - A Revenue Cycle Process Approach 8th Ed.‬
‭●‬ ‭Medical Coding Workbook for Physician Practices and Facilities 8th Ed.‬
‭●‬ ‭CPT 2025 and ICD-10-CM 2025‬
‭●‬ ‭HCPS Level II Expert 2025‬
‭1.‬ ‭Are the instructional materials and equipment aligned with current industry expectations and needs?‬
‭2.‬ ‭Are there any other materials or equipment recommended or needed to better prepare students for the workforce?‬

‭Rosalba Barbosa‬‭: We replace spring charts with the‬‭Cirrus platform. It’s the same for EHR. They make appointments, enter‬
‭patient information, enter insurance information, editing, and claim forms. It has a lot of tutorials, after the tutorials they get to‬
‭practice as if they were in the office.‬
‭David Haynes‬‭: Is there HIPPA training there?‬
‭Rosalba Barbosa‬‭: Yes there’s 2 chapters on HIPPA.‬
‭Jeff Heilig‬‭: Anything else?‬
‭Karen Dennis‬‭: Where are the soft skills taught in‬‭the classes?‬
‭Jeff Heilig‬‭: Can we hold off on that question, sure‬‭we will get there.‬
‭Karen Dennis‬‭: ok‬
‭Rosalba Barbosa‬‭: For communication I remind students‬‭to be courteous as if they were their family member, someone they‬
‭care about that way they can treat people with respect, to look at them when they speak, respond in a polite way, also do not eat‬
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‭while they are talking to an individual. And of course hygiene. customer service, if they have a bad experience they may not‬
‭come back and they won't return.‬
‭David Haynes‬‭: As far as materials, is there something‬‭that adds like POB’s, authorizations without PHI on it? Can you learn to‬
‭read that as part of materials?‬
‭Rosalba Barbosa‬‭: A lot of practice is on CIrrus, they‬‭practice on authorization & claim forms.‬
‭David Haynes‬‭: You don’t have PHI so they can see what‬‭they look like. It would be nice to see real ELB’s. Actually see the‬
‭terminology that people in the industry are using.‬
‭Betty McPeak‬‭: You can get AI to create a patient.‬

‭Equipment/Software‬
‭●‬ ‭Medisoft‬
‭●‬ ‭perscirrus.com (hands on training)‬
‭●‬ ‭Canvas Learning Platform‬
‭●‬ ‭Google Apps‬
‭●‬ ‭MicroType/Testing Opac‬
‭●‬ ‭Springcharts Software (Demo Single Version User)‬

‭Instructional Delivery Modes‬
‭Lecture: Instructor-led delivery of material and lessons.‬
‭Demonstration: Teacher led demonstrations - modeling.‬
‭Student “Hands On Work”/Real World Scenarios: Students completing tasks and assignments.‬
‭Peer/Student Collaboration: Students work together to troubleshoot and work through various tasks and projects.‬
‭Goal Oriented Instructional Model: Results based learning.‬
‭“I do - We do - You Do” Instructional Model: Instructor leads learning - Students work with instructor support and student works‬
‭independently.‬

‭1.‬ ‭Is there an instructional method you would like to see more of to prepare students better?‬
‭2.‬ ‭Do you have any suggestions for revising, adjusting, or modifying how the curriculum is provided to students?‬

‭David Haynes‬‭: Is the program remote or local?‬
‭Rosalba Barbosa‬‭: Everything is in person.‬
‭Betty McPeak‬‭: Do you teach them follow up? If they‬‭tell someone they will call them back, they have to call them back. Do you‬
‭interact with other classes on campus? Do you recruit another class & let your students interact with those students because‬
‭they don’t know them?‬
‭Jeff Heilig‬‭: That’s a good idea. We had our ESL classes‬‭come in and we did an open house with a couple of the classes and it‬
‭was really successful. But typically that is something that we're working on to definitely do across the board.‬
‭Betty McPeak‬‭: That would be a good idea to do with‬‭the Medical Assisting, accepting them as patients‬
‭Karen Dennis:‬‭We already do that.‬
‭Jeff Heilig‬‭: There is some of that already happening.‬
‭Rosalba Barbosa‬‭: That’s a good idea, taking vitals‬‭in other classrooms..‬
‭Georgia Grissom‬‭: You can do a little mock front office‬
‭Nancy Amara‬‭: You can do that with the advanced ESL‬‭students: Maybe intermediate too. That’s a great suggestion.‬

‭Student Evaluation and Competency Exams:‬
‭●‬ ‭Tests‬
‭●‬ ‭Online Assessments‬
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‭●‬ ‭Real World Scenarios‬
‭●‬ ‭“Hands on Practice”‬
‭●‬ ‭Project Based Learning‬
‭●‬ ‭Assignments‬
‭●‬ ‭Projects‬
‭1.‬ ‭Are the measurements of evaluation and exams sufficient to show competency and ability?‬
‭2.‬ ‭What type of work, exam completion, etc., should students have available to show potential employers? Is industry‬

‭certification needed or preferred?‬
‭3.‬ ‭Do you have any suggestions for revisions, modifications, or changes?‬
‭4.‬ ‭Are portfolios still relevant, wanted, or required by hiring professionals?‬

‭Data Entry‬
‭Ten-Key & Alpha Numeric Input Assessments - min. score of 8000 keystrokes per hour with 98% accuracy.‬
‭Keyboarding‬
‭35 - 45 words per minute with 98% accuracy‬
‭Jeff Heilig‬‭: We talked about tying being important,‬‭possibly reducing it, It can really limit you. Data entry accuracy is critical.‬
‭Rosalba Barbosa‬‭: Social Media For Business, they learn‬‭how to use their place of work, commercials, YouTube, Instagram,‬
‭FaceBook. I had them go to different classes, take photos and videos & interview other students in our different programs.‬
‭Jeff Heilig‬‭: Again it’s all about developing students.‬‭A lot of attention and eyes on social media.‬
‭Rosalba Barbosa‬‭: I do say over and over again, patient‬‭confidentiality . Don’t talk about your patience at home with your‬
‭significant others. Keep things to yourself.‬
‭David Haynes‬‭: Don’t post your day on Instagram and‬‭let them know the things you did at work or how much you hate your boss.‬

‭Inter/Intra Personal Skills Wanted and Needed‬
‭We are interested in your perspective on the most essential interpersonal and intrapersonal skills for a successful career as a‬
‭Medical Front Office Assistant. Your insights will help us better prepare our students for the workforce.‬

‭What are the most important inter/intrapersonal skills, “soft skills” that are needed when you are hiring (e.g., people skills,‬
‭communication, responsibility, task management and completion, discipline, and organization, among others); please list a few‬
‭that are priorities for you.‬
‭Jeff Heilig‬‭: The importance of engaging with people.‬‭How do you engage with people? Everything begins with “we like people”.‬
‭If you do not like people, get out of the industry, Any thoughts?‬
‭Renee Fakfouri‬‭: Patience with being with individuals‬‭that are sick, show kindness‬
‭David Haynes‬‭: Dealing with difficult people. Make‬‭sure you have that chasm between you and them.‬
‭Russell Shieh‬‭: It’s not personal, you cannot take‬‭things personal.‬
‭Karen Dennis‬‭: Attire, you are the first person they‬‭see, first impressions are important. Verbal non verbal communication is key.‬
‭Nails are my pet peeve.‬
‭Russel Shieh‬‭: I emphasize to my students, communicate‬‭with your peers, your coworkers, a certain way, and when you‬
‭communicate with your patients while we learn medical terminology not every patient has that background. Explain to the patient‬
‭in such a way that they can understand it.‬
‭David Haynes‬‭: The value of a smile. If you can’t handle‬‭something, pass it on. Don’t be afraid to pass it on to your‬
‭supervisor.Solve what can and then pass it up.‬
‭Rosalba Barbosa‬‭: I was thinking of attire, medical‬‭assistance they have scrubs, cosmetology has uniforms, maybe medical front‬
‭office can have scrubs?‬
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‭Karen Dennis‬‭: A lot of medical assistants have uniforms.‬
‭David Haynes‬‭: I give everyone uniforms. Hospitals‬‭have uniforms based on color depending on your department. It’s a nice way‬
‭to stand out to show camaraderie.‬
‭Nancy Amara‬‭: Rosalba also teaches in Huntington Beach.‬‭Do they wear scrubs in their programs?‬
‭Rosaba Barbosa‬‭: I only teach Spanish but most of the‬‭offices, yes.‬
‭Betty McPeak‬‭: Did you address how they evaluate the‬‭exams? What kind of exams are they given? I know they get a‬
‭certificate…‬
‭Jeff Heilig:‬‭We went over that.‬
‭Rosalba Barbosa‬‭: Yes, at the end of each chapter we‬‭have assessments. They have tutorials and at the end of the chapter they‬
‭have an assessment  test. It’s multiple choice. For example, in one chapter they have to fill out claim forms, or enter the patient‬
‭information into the system from beginning to end or edit patient information.‬
‭Karen Dennis‬‭: Long time ago we were trying to get‬‭externships for the medical front office administrators. I think it's so important‬
‭for them to get actual training in a doctor's office‬
‭Georgia Grissom‬‭: Karen, we tried. I visited 25 different‬‭offices and they wouldn't because they have to deal with money and it’s‬
‭a liability.‬
‭Karen Dennis‬‭: Most of PIH would take them.‬
‭Georgia Grissom:‬‭We tried and tried in Bellflower‬‭and then COVID hit.‬
‭David Hyanes‬‭: We do externship. If you don’t get hired‬‭after an externship you should be concerned about it.‬
‭Jeff Heilig‬‭: Anything else you can write it down.‬‭One of the most important things I’ve heard came from a very successful dentist‬
‭and said, it’s absolutely critical, more than just engaging people, is how to disarm them. How do nurses/providers disarm people?‬
‭Betty McPeak‬‭: You listen and let them and let them‬‭vent and then help. Offer if they want to come and come back, explain why‬
‭they are waiting so long. Tell me you're running behind. Don’t  leave me an hour and a half and not say anything, communication.‬
‭Karen Dennis‬‭: Let them know what’s going on. Let the‬‭students to keep the patients‬
‭David Haynes‬‭: With HIPPA you have to be careful how‬‭& what you say.‬

‭Role of A.I.‬

‭1.‬ ‭What is the importance of knowing A.I. in the Medical Front Office industry?‬

‭2.‬ ‭What essential A.I. knowledge, skills, or programs should our students learn for a successful career in the Medical‬
‭Front Office industry?‬

‭Jeff Heilig‬‭: Is there anything specific in your industry‬‭we should be aware of?‬
‭Russell Shieh‬‭: AI is newish tech that will continue‬‭to change, as educators, professionals, you need to be adaptable.‬
‭Betty McPeak‬‭: Doctors have been using it. Watson IBM‬‭was one of the 1st AI’s.  All they have to do is type in the symptoms. It’s‬
‭been around for longer than we know. It’s been in hospitals and we’ve been using grammarly and turn it in when in college. I‬
‭have an idea, have the front office class create patients for the EOB’s.‬
‭David Haynes‬‭: AI can be a teaching tool.‬
‭Betty McPeak‬‭: Have them create a doc in AI. Research‬‭each idea. Not everything on the internet is correct.‬
‭David Haynes‬‭: AI is going more towards the professional‬‭side.‬
‭Renee Fakfouri‬‭: How are employees keeping employers‬‭off their cellphones?‬
‭Betty McPeak‬‭: In hospitals they get penalized. They‬‭keep in their employee area.‬
‭Jeff Heilig‬‭: In all of our programs we have them put‬‭them away for safety and health issues.‬
‭Karen Dennis:‬‭At PIH if you get caught 3 times with‬‭your cell phone you are fired.‬
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‭Betty McPeak‬‭: In class it was put away in their backpacks, we gave them 5 minutes to use their cellphones.‬
‭Georgia Grissom‬‭: What we implemented sometime ago‬‭is the 90% attendance. They need to be on time.When you are not‬
‭there for a week you're not going to pass the class because now you don’t have 90% attendance.‬
‭Nancy Amara‬‭: You can’t be late everyday and you can’t‬‭be out obsessively.‬
‭David Haynes‬‭: Have childcare plans. It looks poorly‬‭if you call out 5 times a month.‬
‭Betty McPeak‬‭: Just to educate your students, nursing‬‭programs and other medical programs have hours they must complete. If‬
‭students have missing hours, they must complete them.‬
‭Georgia Grissom‬‭: they have to make up hours on the‬‭back end if hours are missing in order to get a certificate.‬

‭Ideas/Thoughts - Building the Program‬
‭Please share any ideas or thoughts to help us improve and enhance the Medical Front Office Assistant Program.‬

‭A.‬ ‭We are particularly interested in suggestions and input to increase enrollment in the program.‬

‭Nancy Amara‬‭: We have bus ads, Long Beach transit,‬‭downtown LB, We have 4 ads, earn ged, enrich your Mind & body and the‬
‭tagline is as easy as ABC.‬
‭David Haynes: I‬‭s this a place that people who go in‬‭the ESL program can transfer into afterwards?‬
‭Nancy Amara:‬‭Yes‬
‭Betty McPeak‬‭: I suggest visiting the high schools.‬‭Tell them about  the program.‬
‭Nancy Amara‬‭: One of the things we are struggling within‬‭our district, does anyone know about Whitney High School? Whitney is‬
‭a preparatory high school that you have to test to get into. It's a private within a public 100% go to college. A lot of people will‬
‭move to Cerrito specifically to go to Whitney High School. We have a lot of stigma within our district, everyone goes to college,‬
‭we don’t train for careers. We have to do strategic targeting when working with our continuation High School.‬
‭Jeff Heilig‬‭: We offer Pell grants. If you qualify‬‭for 8 out of 9 of our programs. All broken chromebooks from K-12 are sent through‬
‭our programs for initial repair. We repair over 50% of the student computers that come in as a form of learning.‬
‭Betty McPeak‬‭: Can you hold an information meeting‬‭and talk about all the programs with all the teachers?‬
‭Nancy Amara‬‭: Yes.‬

‭Adjournment 12:30pm‬
‭Jeff Heilig thanked everyone for coming and contributing to today’s Medical Front Office Advisor Meeting. ‬

‭Transcribed by: Jessica Arias‬
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