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 Karen Zupko and her team provides 
office consultation for practices.

 Karen Zupko & Associates, Inc. makes 
hiring assessment tools available and 
background checks.
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31 Years of Service!

26 FT Staff and Consultants

8 Employees with 18+ Years of Service



KARENZUPKO.COM
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5 https://www.shrm.org/

Stick to the job!



Hire 
Smarter!
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Staff are either the 
largest overhead cost

or
the best investment 

in your success!
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Strengths
• Team delivers courteous consistent quality care.
• Clinical team have rivalries. Some tensions.
• Everyone has degree, license, certificate = 

qualified for position.
• Manager is liked and respected.

Weaknesses
• Front desk receptionist is 

weak at service delivery.
• Entire staff need enhanced 

computer skills.
• Review process is deemed 

sporadic.

Opportunities
• Hire an outside H.R. company to beef up results.
• Cross training would provide better service, 

reduce stress.
• Plan for tech development correlate 

improvement to raises. 

Threats
• Reps will steal great staff.
• Laser tech not covering lease 

and salary.

What type of team do you have?



1. Clear position description

2. Advertise/source candidate

3. Review resumes critically

4. Short phone screen

5. In-person interview process

6. Test/assess
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 Job Title

 Job Objective

 List of Duties or Tasks Performed

 Description of the Relationships and Roles

 Job Specifications, Standard and Requirements

 Typical Physical Demands

 Typical Working Conditions
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You know best what you do on a day to day basis.  That’s why we’re asking you to 
describe your job to us!  List all the jobs you do, in order of importance.  Quantify 
your responsibilities in the columns indicated as Daily, Weekly, or Monthly.  Details 
are important!  Please provide us as much information as possible.

Name:  __________________________________________________________

Position: _________________________________________________________
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Volume & Frequency Job Element Descriptors

D W M #



Often, when looking for a new employee, physicians look to promote 
their existing staff. The thinking goes something like “Well, Julie has 
been here for five years, so she can manage the staff.”

The problem is that Julie, the bookkeeper who has never supervised 
staff and has no training in supervision or made hire/fire decisions, is 
now responsible for seven employees and 2.5 million in revenues. It’s 
a recipe for disaster.

Before appointing a staff member to a new position, consider 
analyzing to identify gaps (shortages) in staffing and skill levels.
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I’ve been here for four  
years and I love doing 
the books and insurance. 
Working alone  at my 
pace in my own space is 
heavenly!

I HATE my job!!!
Listening to five complaining 
drama queens is not what I 
want to do.

THREE MONTHS LATER



1. Office Manager?

2. Practice Manager?

3. Administrator?

“Take care of things …”
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https://commons.wikimedia.org/wiki/File:LinkedIn_Logo_2013.svg
https://commons.wikimedia.org/wiki/File:Craigslist.svg
https://commons.wikimedia.org/wiki/File:CareerBuilder_Logo.svg
https://healthecareers.com/
http://careers.mgma.com/jobs
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Do Not Post 
This Ad



How to Write the Perfect Want Ad
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https://youtu.be/3tUIn1drcTc By: SimonSinek

https://youtu.be/3tUIn1drcTc
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"Sorry if I seem out of it. I’ve been going through some deeply personal
and private problems. You can read all about it on Facebook.”



 Resumes

 Candidate Online Presence

 Screening Interviews
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Image Source: https://commons.wikimedia.org/wiki/Cyndi_Lauper#/media/File:Cindy_Lauper.jpg
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29 http://www.nytimes.com/column/corner-office



“Give me the names of two 
peers who worked with you 
and two people you 
supervised.  What would 
they say about you?”
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Katie Couric with Sarah Palin

https://commons.wikimedia.org/wiki/File:Katie_Couric_VF_2012_Shankbone_2.JPG
https://upload.wikimedia.org/wikipedia/commons/e/ec/Sarah_Palin_by_Gage_Skidmore_2.jpg
https://en.wikipedia.org/wiki/File:New60minutes.jpg#/media/File:New60minutes.jpg
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APPLICANT’S CERTIFICATION AND AGREEMENT: 

I hereby certify that the facts set forth in the above employment application are true 
and complete to the best of my knowledge and authorize the practice to verify their 
accuracy and to obtain reference information on my work performance.  I hereby release 
the practice from any/all liability of whatever kind and nature which, at any time, could 
result from obtaining and having an employment decision based on such information.

I understand that, if employed, falsified statements of any kind or omission of facts called 
for on this application shall be considered sufficient basis for dismissal

I understand that, if employed, falsified 
statements of any kind or omission of facts called 
for on this application shall be considered 
sufficient basis for dismissal.

Signed: ___________________________________

33

This attestation is critically 
important according to attorneys 
specializing in labor law. Make 
sure you have all applicants sign.
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“Are they 
as good as 
they look?”
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We alert you if applicant 
has lived anywhere else 

in the last 7 years.

Provide the applicant a copy of 
their report at no charge.

Apply-Now Input link gives you 
access to the applicant release.
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Criminal History
You choose whether Criminal 
records are obtained from 
county, statewide, or multi-
state database searches.
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“We don’t need to 
check her background, 
she goes to my church.”



Bookkeeper at Doctor's Office 

Admits Embezzling $2.3 Million 

for Lottery Habit

By BRUCE LAMBERT and VALERIE COTSALASAUG. 24, 2006

RIVERHEAD, New York (AP) -- A former bookkeeper for a 

doctor's office pleaded guilty Wednesday to stealing more than $2.3 

million from her employer to buy lottery tickets.

Annie Donnelly spent as much 

as $6,000 a day on lottery 

tickets, prosecutors said.

39 http://www.nytimes.com/2006/08/24/nyregion/24theft.html
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Two medical office workers in south Florida have been indicted on HIPAA violations and 
related charges for their alleged roles in an identity theft ring that used stolen patient 
information to access to their bank and credit card accounts, federal prosecutors said.

According to the indictment, defendants Erica Hall, 27, and Sharelle Finnie, 22, worked as 
office assistants at two separate medical offices in Coral Springs and Fort Lauderdale, 
respectively. The pair allegedly swiped patient information, including names, dates of 
birth, social security numbers, and other medical information, and sold it to co-
conspirators. If convicted of the HIPAA violations, Hall and Finnie each face a maximum 
statutory term of 10 years in prison, federal prosecutors said.

Source: John Commins, for HealthLeaders Media, April 11, 2011
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Spy the Lie: 

Former CIA Officers 
Teach You How to 
Detect Deception

Philip Houston, Michael 
Floyd, Susan Carnicero, 
Don Tennant (Writer)



Q. “Why didn’t you list previous 
supervisors or employees?”
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A. “Everyone I’ve ever worked with is 
dead or has Alzheimer's and is 
beyond the point of remembering.”
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Do You Test 
Applicants?
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Computer Skills

Speed and Accuracy

Coding and Billing

Customer Service 

Reports



www.totaltesting.com46 www.totaltesting.com



www.totaltesting.com47 www.totaltesting.com



www.totaltesting.com48 www.totaltesting.com
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http://www.broderbund.com/c-33-mavis-beacon.aspx



51 www.typingweb.com



SELECT for Healthcare $25

Proception $95

Background Check

Skills Assessment
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Hiring Tools to Help You

Call Mary Corder: 312-642-5616 ext. 150



Positive Response Pattern - Use Scores Cautiously 

This person responded to the inventories in a positive manner, therefore, the 
results are questionable. This may indicate the candidate: 

1. has a very positive view of himself/herself, others, and life in general;

2. lacks self-insight or is unaware of personal limitations; or

3. was trying to look good and say the right things on the survey.

Some people who respond in this manner may have a tendency to be bluffers; they 
may create an initial impression that is more favorable than subsequent job 
performance. Others with this type of favorable response pattern may have a 
genuinely positive perspective regarding themselves, other people, and life in 
general. Special care should be taken to ensure that the candidate is as good as 
he/she appears to be. References should be checked carefully.
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Robin Example 
3/20/2012 
12:31:00 PM 



Random Response: 

A check for random responding. If 
Invalid, the candidate could not or did 
not read the test well enough to avoid 
responding randomly, and these results 
should not be used.

Integrity Index: 

A measure of the candidate's attitudes 
about personal integrity and work ethic. 

Performance Index: 

A measure of the traits associated with 
successful performance in this job.
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Robin Example 
3/20/2012 
12:31:00 PM 



Performance Sub-scale Analysis: 

The table presents the candidate's 
scores for each sub-scale of the 
Performance Index.  

Flagged areas should be probed in the 
interview. 
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Robin Example 
3/20/2012 
12:31:00 PM 
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Robin Example 3/20/2012 12:31:00 PM 
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Robin Example 
3/20/2012 
12:31:00 PM 



In this section, undesirable responses by the candidate to 
theft, job commitment, work ethic, resistance to direction, safety, etc. 
questions are presented. The total number of survey questions for each 
topic is given in parenthesis. The candidate selected an undesirable 
response to the following: 

JOB COMMITMENT (10 possible questions) 

 How many employers have you had in the last three years? . . Three

WORK ETHIC (6 possible questions) 

 It would bother you very much if you knew another employee 
was losing the company money by wasting time. . . Disagree
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Robin Example 
3/20/2012 
12:31:00 PM 



Preparation: Review the application form and test results

STEP 1: Open the Interview 

STEP 2: Review the Application and Investigate Potential Problem Areas 

STEP 3: Review Test Flags and Begin In-depth Questions 

STEP 4: Conclude the Interview 

STEP 5: Make the Hiring Decision 

STEP 6: On-boarding and Development (Optional for New Hires Only) 
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Robin Example 
3/20/2012 
12:31:00 PM 
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 Hire productive, 
dependable, 
trustworthy and 
service-minded 
people.

 Your interview 
intuition needs 
a litmus test.

 Reference checks.

 Pre-employment 
tests.
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SMART goals 
are KPIs
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Training Task Target Date for 
Completion

Date 
Completed

1. Read assigned materials in print and on the web.
Set aside time to discuss the procedure you perform most 
often. Ask questions to assess the coordinator’s understanding 
of the material. Be sure to point out any differences in the way 
you do things compared to what she’s read.

2. Review your curriculum vitae (CV).
The patient coordinator should understand the scope of your 
training. She should know what “double boarded” and FACS 
mean. Give her time to ask questions about your personal 
interests and strengths. 

3. Role-play consult process. Practice handling fee objections. 
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GOAL:
Happily

Hired
Ever After



Thank you and 
Good Luck!
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www.karenzupko.com



Karen Zupko
President

information@karenzupko.com

karenzupkoandassociates

@karenzupkoassoc

312.642.5616

www.karenzupko.com

karenzupko&associates


