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CHL Self-Study Lesson Plan
Lesson No. CHL 366 (Supervisory Continuing Education - SCE)

LEARNING OBJECTIVE
1. Explain the importance of establishing  
 a departmental education, training and  
 competency program
2. Identify the necessary elements for   
 effective training
3. Identify methods to confirm return on  
 knowledge post-training

Supervisory Continuing Education (SCE) lessons 
provide members with ongoing education focusing 
on supervisory or management issues. These 
lessons are designed for CHL re-certification, but 
can be of value to any CRCST in a management or 
supervisory role. 

Earn Continuing Education Credits:

Online: Visit www.iahcsmm.org for online
grading at a nominal fee.

By mail: Mailed submissions to IAHCSMM will not 
be graded and will not be granted a point value
(paper/pencil grading of the SCE Lesson Plans is
not available through IAHCSMM or Purdue Univer-
sity; IAHCSMM accepts only online subscriptions).

Scoring: Each online quiz with a passing score 
of 70% or higher is worth two points (2 contact 
hours) toward your CHL re-certification (6 points) 
or CRCST re-certification (12 points).

More information: IAHCSMM provides online 
grading service for any of the Lesson Plan varie-
ties. Purdue University provides grading services 
solely for CRCST and CIS lessons. Direct any 
questions about online grading to IAHCSMM at 
312.440.0078.

Implementing a Departmental 
Education, Training and 
Competency Program

A
LL CENTRAL SERVICE (CS)/STERILE PROCESSING (SP) TECHNICIANS 
should practice and maintain the highest professional integrity when it 
comes to device processing, and this is especially true of CS/SP department 
trainers. The trainer requires effective interpersonal skills and a respect for 

all individuals and the diverse workplace within which they train. They must provide 
positive feedback and constructive criticism, and they serve as roles models for their 
trainees by exhibiting the types of behaviors required of successful trainers. Trainers 
must respect co-workers and managers, support their facility, and demonstrate 
proper work ethics.1 It is critical to not take for granted the importance of effective 
departmental education – training that contributes to measurable competency 
objectives of the department’s most valuable intellectual asset: the device processing 
technician.

OBJECTIVE 1: EXPLAIN THE 
IMPORTANCE OF ESTABLISHING 
A DEPARTMENTAL EDUCATION, 
TRAINING AND COMPETENCY 
PROGRAM
Certified Healthcare Leaders are 
responsible for stimulating the 
professional growth and development 
of device processors in their healthcare 
organization. Staff development saves 
money, reduces employee stress and 
promotes positive customer relationships. 
Education can take place in a formal 
setting (e.g., conference or chapter 
seminar) or informal setting (e.g., 
departmental in-service). Education 
helps learners gain knowledge of skills 
and values that are used to achieve the 
highest level of practice and performance. 
Ongoing training builds upon education; 
it involves transferring or obtaining 
specific knowledge and skills needed to 

carry out certain activities or tasks. The 
capacity with which CS/SP professionals 
understand a situation and act reasonably 
to efficiently and effectively perform their 
job, or respond to a situation is viewed 
as a competency. Competency indicates 
one possesses sufficient knowledge and 
skills to act effectively in a wide variety 
of situations. Because each level of 
responsibility has its own requirements, 
competency can occur at any stage of 
one’s professional career.

In 2011, healthcare workers identified 
lack of mentoring and training as two 
challenges they face in the workplace.2 
There is some evidence this may be 
improving, however. The 2017 Training 
Industry Report indicates, on average, 
an uptick in training per learner over 
2016. On average, companies supported 
47.6 hours of training at an average 
expense of $1, 075 per employee.3 Despite 
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obstacles, device processing departments 
can take steps to find innovative ways to 
provide needed training and development 
opportunities for their CS/SP technicians.

Given the multiple process steps 
involved with effectively educating, 
training and establishing competency, 
this cannot be a “fly by the seat of your 
pants” endeavor. Leadership must have an 
organized department strategy of support 
in place.

SUPPORT FROM INDUSTRY STANDARDS 
Over the years, industry standards, 
professional organization guidelines and 
recommended practices have stressed 
the importance of initial and ongoing 
education, training and competency for 
device processing personnel. The new 
standard, ANSI/AAMI ST90 Processing 
of health care products – Quality 
management systems for processing 
in health care facilities, Section 6.2, 
recommends that personnel performing 
work that affects product quality shall 
maintain required competencies through 
relevant education, training, skills and 
experience. Leadership shall create an 
education and training plan to develop 
and maintain the skills and competencies 
needed for ongoing effective job 
performance.4

It is wise to take time to organize a 
departmental Professional Development 
Strategy Team. This team should include 
members who are responsible for human 
resources and professional development 
and training for all employees in device 
processing areas in the healthcare 
organization. Other possible team 
members include those from Infection 
Control and Purchasing.5 From there, 
it is important to identify the scope of 

the professional development strategy. 
This involves taking time to understand 
which competencies to focus resource 
activities. Typically, employees cannot 
focus on developing in more than three 
competency areas at one time.5 Finally, 
it is important to identify professional 
development approaches. Learning 
styles differ among adult learners, so the 
Professional Development Strategy Team 
will want to consider a variety of training 
and development approaches. For this 
step, it will be necessary to conduct 
research and perform an inventory of 
all the department’s developmental 
approaches (e.g., training programs, 
books, videos, etc.) and identify the 
competencies the approach addresses. 
This list will be expanded by identifying 
other approaches the department should 
consider.5 

COMPETENCY STRUCTURE 
A competency is a characteristic of an 
employee who contributes to successful 
job performance and the achievement 
of organizational results. A functional 
competency is a competency of a specific 
knowledge or skill area that relates to 
successful performance in the job.

Functional competencies should be 
written by subject matter experts (SMEs). 
SMEs are perceived as the “role model” for 
proper job performance, and are highly 
skilled and knowledgeable regarding 
job steps. They are also aware of new 
procedures, equipment and lessons 
learned. The elements of a competency 
are written in the form of a sentence. 
This begins with what the worker does 
(action verb), then incorporates to whom 
or what is done (object of the verb), 
followed by the expected output (why the 

work is done), and the identification of 
supporting procedures, tools, equipment 
and work aids (how the work is done).

KNOWLEDGE, SKILLS, ABILITY AND 
PERSONAL (KSAP) ATTRIBUTES 
Once the competency has been 
described and standardized, the design 
of competency-based education and 
training frameworks and curricula for a 
particular job should be more efficient 
and oriented toward the standard. This 
means that when training is geared 
to generate competencies that clearly 
correspond to existing standards, it will 
have a stronger impact than training that 
does not take into consideration the needs 
of the department.

Knowledge is an organized bed of 
information the technician mentally 
possesses as a result of formal education, 
training or personal experience. Skill 
is proficient manual, verbal or mental 
manipulation of data or things. Ability 
is the natural aptitude or acquired 
proficiency to perform an observable 
activity, analyze, plan and organize. 
Personal characteristics/attributes lead 
an individual to behave a certain way and 
will dictate how well they respond to a 
situation.

KSAPs should be clearly linked to 
important tasks that are observable and 
measurable.8 They are needed when 
the technician first begins their job and 
distinguish them from average/barely 
acceptable technicians.

COMPETENCY LEVELS 
Job responsibility, career ladders and 
progressive technical maturity can be 
indicators of advanced competency. 
Expertise for a skill or task is purposeful 

Action Verb Object of the Verb Why the Work is Done How the Work is Done

What the worker does To whom or what it is done Expected output
Procedures, tools, equipment, 

work aids



CHL SELF-STUDY LESSON PLAN

MARCH / APRIL 2018   Communiqué   29www.iahcsmm.org

and is acquired over time. A new 
technician is not necessarily going to 
be an expert after on-board training is 
complete. Over time, exposure to various 
scenarios and continued education and 
department training will elevate the 
technician through the following levels of 
competency: 
• Basic or developmental – General  
 knowledge of the principle;
• Intermediate or full performance –  
 Thorough understanding of the  
 principle concepts; and
• Advanced or expert – Master of  
 principle concepts.

OBJECTIVE 2: IDENTIFY THE 
ELEMENTS FOR EFFECTIVE 
TRAINING
If too much information is presented, 
learners can easily become overwhelmed 
and lost in the content. When developing 
education and training materials, it is 
important not to over share information 
because there is limited time allotted for 

sessions. As a general rule, when building 
a presentation, it is recommended that 
“Need to Know” information is included 
in the slides, “Nice to Know” information 
is included in the notes, and “Where 
to Go” information is included in the 
handout. Note: Professional training and 
development approaches can vary.

CLASSROOM TRAINING
Classroom training is still king according 
to a 2016 Brandon Hall Group Training 
Benchmarking Study.6 Technical/
Professional Knowledge and Skill is one 
of the few competency areas where formal 
classroom training is common, and it 
can be a very effective approach for some 
learners. Some benefits of classroom 
training include face-to-face interaction 
with instructors and the opportunity 
to interact and share ideas with peers 
while learning from their questions and 
answers.

WEB-BASED TRAINING
Some CS/SP departments are using 
technology to reduce training costs 
by providing training opportunities 
at the technician’s workstations. Web-
based training is available through 
some vendors. Other options include 
developing one’s own online learning 
(e-learning) courses and/or developing 
courses that are available to technicians 
on compact discs.

A major advantage of e-learning is 
that technicians can receive training 
without leaving their workstations. They 
can participate in training at their own 
convenience and learn at their own pace. 
One disadvantage is some technicians 
won’t take advantage of the training 
because they tend to procrastinate or 
simply lose sight of its availability.

BOOKS, JOURNALS AND VIDEOS
Some technicians learn best by reading 
books and articles, whereas other 
may learn best by watching videos. 

Example Behavior Illustrating Levels of Expertise

The Competency Basic Intermediate Advanced

1. Active Listening
Knowing which actions can 
be taken that will make the 
listening aspect of verbal 
communication more effective.

When asked, the technician 
can describe what is meant by 
active listening.

During verbal communication, 
the technician can describe the 
ways in which listening can be 
more effective.

When asked, the technician 
can identify when active 
listening principles are being 
used.

When engaged in a 
conversation, the technician 
uses the appropriate active 
listening techniques.

The technician can conduct 
training sessions on active 
listening.

Given a project involving verbal 
communication, technician 
training involves reviewing the 
literature on active listening, 
and preparing a paper on the 
training and resolution of any 
associated problems.

When involved in a meeting 
with senior managers, the 
technician can encourage 
effective listening in a way that 
is welcomed by the group.

The technician can train other 
technicians on how to teach 
effective listening. 

Sample Competancy Model7
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Maintaining a competency-based 
learning library of books and journals 
is relatively easy and inexpensive. It is 
beneficial to identify someone who will 
be responsible for determining which 
resources to purchase; cataloging and 
maintaining the library; keeping track 
of materials; and so on. Training videos 
require a significant upfront investment, 
but the per-participant cost can be 
nominal if viewed by enough technicians. 
Videos are most effective when watched 
in a group setting and followed by a 
group discussion.

ON-THE-JOB DEVELOPMENT TIPS
Most adult learners learn well by 
doing. On-the-job development tips 
provide technicians with creative 
ideas for engaging in new activities 
and experiences; this allows their 
participation to become the vehicle 
for learning. On-the-job development 
tips are low-cost, effective and easy to 
integrate into normal work activities.

MENTORING PROGRAMS
Mentoring programs are a good way to 
help employees develop competencies. 
A particularly effective approach is to 
use the Individual Development Plan 
(IDP) to identify specific competencies to 
target through the mentoring program; 
these become the focus of the mentoring 
experience. Pairing technicians with 
mentors who have particular strengths in 
the competencies the technician needs to 
develop is an effective approach. 

TUITION REIMBURSEMENT PROGRAMS
Many healthcare organizations provide 
programs that reimburse employees for 
full or partial tuition for college-level 
classes that are intended to strengthen 
performance. Options include providing 
reimbursement only for classes related to 
a certain degree (e.g., a Bachelor’s Degree 
in Nursing) or providing tuition for any 

Competency Resource Type Suggested Resources

Communication

Clearly conveys and 
receives information and 
ideas through a variety 
of media to individuals 
or groups in a manner 
that engages the listener, 
helps them understand 
and retain the message, 
and invites response and 
feedback. Keeps others 
informed, as appropriate. 
Demonstrates good written, 
oral, and listening skills.

Classroom Training • Conducting Successful  
 Meetings
• Effective Public Speaking
• Improve Your Listening  
 Skills

Web-based Training • Successful Negotiations
• Enhancing Your   
 Presentation Skills

Books • Beyond Hello: A Practical  
 Guide for Excellent  
 Telephone Communication
• Communicate with  
 Confidence
• Getting to Yes

Videos • How to Communicate  
 with Confidence and  
 Power
• Relationship Strategies

On-the-Job
Development Tips

• Observe an effective  
 communicator. Make  
 notes of the skills you  
 want to focus on before  
 the event.
• Join organizations that  
 help you develop  
 speaking skills (Dale  
 Carnegie, Toastmasters  
 International, etc.)
• Ask a skilled  
 communicator to  
 provide individual  
 tutoring in building your  
 communication skills.

College Classes
Eligible for partial
Tuition reimbursement

• Speech 101 – ABC  
 University
• Business Writing 131 –  
 XYZ Community College
• Communications in a  
 Diverse Culture 465 –  
 ABC University

Example: Professional Development Resource List for Communication Competency5
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courses that can be linked to improved 
performance.

Many two- and four-year colleges 
and universities offer classes that can 
be linked to the competencies included 
in the Competency Model (these are 
particularly offered in “soft-skill” areas 
like communications, leadership and 
teambuilding. If there are healthcare 
organization tuition-reimbursement 
dollars available, it is highly 
recommended that leaders take time to 
review the course catalog from colleges in 
their area, link them to the Competency 
Model, and make the list of eligible 
courses available so technicians can build 
them into their IDPs.

OBJECTIVE 3: IDENTIFY METHODS 
TO CONFIRM RETURN ON 
KNOWLEDGE POST-TRAINING
Providing education and training for 
the CS/SP department is an investment 
of time and resources by the healthcare 
organization. Providing a level of 
assurance and return on investment 
shows good financial stewardship by 
departmental leadership. The final 
and important step or element of a 
department’s education, training and 
competency program is confirming 
return on knowledge.

What follows are some ways to confirm 
return on knowledge: 

TEACH-BACK
Teach-back is a test of how well a 
concept was explained. Students should 
be asked to describe three things they 
learned during the training session. It 
is important not to wait until the end of 
training to initiate teach-back. Most adult 
learners remember only small segments 
of information and repeating this several 
times during the training session helps 
reinforce new material.

Clarify and check again. If during 
teach-back the student identified a 

misunderstanding, it is important to 
explain the process or steps again using 
a different approach, if necessary. The 
student should be asked to teach-back 
again until they are able to correctly 
describe or perform the task. A word of 
caution: If a student parrots or explains 
verbatim your exact words, this may 
indicate a lack of understanding. The 
teach-back technique may take practice, 
but will become a routine teaching 
process over time. 

Handouts can be an effective 
addition to the teach-back method. 
Pointing out important information by 
reviewing materials to reinforce students’ 
understanding will also provide them 
with a tool to refer back to during teach-
back. It is important to ensure the student 
explains in their own words, as opposed 
to reading from the scripted resource. 
Over time, the student’s self-confidence 
will develop and build upon repetition of 
a task, and the handout will no longer be 
required.

SHOW-ME
Show-me is another method of 
confirming return on knowledge. This 
involves describing a specific scenario 
the student may encounter and having 
them show how they would approach and 
resolve a specific situation. Sometimes, 
there are several different ways to 
approach a situation; asking the student 
to demonstrate will sharpen their critical 
thinking skills and ability to recall recent 
education and training to resolve an issue. 

CONCLUSION
Memory span and how individuals 
process the information they received has 
a direct correlation on how one validates 
departmental training. The amount 
of information and the success of its 
transmission will play a direct role in the 
success of the department’s training and 
personnel competency.

CHLs appreciate the importance of 
training and education, but may not 
understand the detail that goes into 
developing a robust education and 
training program that leads to measurable 
competencies.

Getting started, understanding the 
concept of training and facilitating, taking 
time to gather materials, creating a lesson 
plan, choosing supporting activities, 
and keeping education and training 
interactive are only a few elements of an 
effective education and training program. 
Taking time to do it right helps ensure 
one’s team and customers will benefit 
from the investment. 
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