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Position: Patient Communications Representative (PCR)    Reports to: PCC Manager and/or Sr. PCR
Job Classification: Non-Exempt


     Supervises: N/A
Summary of Responsibilities: The person in this role performs as representative of Practice in Patient Communication Center and assists patients with scheduling, inquiries, or any other related items. In addition, the person in this role provides internal customer service in insuring phone calls is properly and promptly routed. 
Essential Job Functions
· Provide a remarkable Patient  Experience by consistently using customer service skills to provide positive interpersonal  interactions with patients over the phone and by insuring minimal error rates in working with patient 

· Efficiently schedule Patients at  locations within Marietta Eye Clinic within departmental guidelines and expectations

· Responsible for accurate  new appointment scheduling, rescheduling, canceling, confirming classifications with minimal error rates as defined within departmental guidelines and expectations

· Effectively route  incoming calls within  Marietta Eye Clinic with minimal error rates as defined within departmental guidelines and expectations  

· Provide accurate information regarding appointment scheduling, canceling, rescheduling, and confirming.

· Follow up with Patients in a timely manner as outlined within departmental guidelines and expectations in relation to inquiries, referrals, and voicemail messages. 

· Monitor appointment queue and prioritize tasks in support of scheduling goals

· Educate patients on secure patient portal services and policies in accurate manner.

· Project a sincere, enthusiastic and courteous image at all times over the phone.

· Maintain patient confidentiality at all times.

· Must be able to handle team conflict in a professional manner as outlined in the company policies and procedures.

· Communicates patient related problems to management within a reasonable amount of time.
· Ability to handle at least 60 calls per day with speed, calmness and accuracy.
· Document messages and create tasks for Triage/Technician-On-Call.  (TOC), when needed.
· Contact physician or technician to obtain approval for “work-in” or “schedule override” appointments as needed.
· Add patient demographics and insurance information to the practice management system. Information includes but is not limited to, name, address, insurance, email, telephone numbers, primary and referring physician with minimal error rate.

· Advise patient of any special instructions and directions to clinic.

· Must demonstrate proficiency in using current practice management system for registration, check out, medical record request, insurance matrix utilization, chart note documentation, TOC documentation.

· Maintains a clean and uncluttered appearance of the reception and front office area.

· Adheres to office policies outlined in the Employee Handbook.
· Responsible for reviewing emails daily and changing protocol as directed in email and other electronic communication. 

· Follows assigned work schedule and hours

· Participates in staff development through morning huddles, staff meetings, continuing education courses, assisting other team members as needed, evaluations and constructive daily problem solving and conflict resolution.

· Perform other related duties as assigned.

Duties and responsibilities may be added, deleted or changed at any time at the discretion of management, formally or informally, either verbally or in writing.

Competencies:

· Ability to work in a fast paced environment and embrace change.

· Ability to work in a collaborative, team oriented environment

· Ability to communicate in a clear, enunciated professional manner.

· Ability to communicate effectively with special needs patients.

· Ability to speak, understand and write fluent English.
Minimum Education and Background Requirements
· High School Diploma or G.E.D. equivalent

· Some College or training in the Health Care Field preferred
· Bilingual applicants must be fluent in Spanish reading and writing

· Prior Call Center experience preferred
· Strongly prefer at least one (1) year experience in patient registration or related area in a medical group practice and at least two (2) years of experience in a healthcare setting

· Exceptional customer service skills.

· Good organizational skills and ability to prioritize 

· Excellent verbal communication skills and problem solving.

· Strong independent work ethic and ability to manage multiple tasks.

· Experience in a medical group practice: appointment scheduling preferred

· Type at least 35 wpm with 85% accuracy

· Ability to learn applicable software applications 

Attendance Requirement

· Must adhere to work schedule as well as time and attendance policies.

· Variable work schedules 7:00 am until 6:30 pm Monday through Friday, 7:30 am until 1:00 pm, Saturday with some late clinics as communicated. These hours can/may change based upon department/Practice needs. 
Physical Requirements:  
· Must be in good physical and mental condition to withstand consistently medium to high levels of stress and demands of an active position.  
· Manual dexterity, good eye-hand coordination, adequate vision and hearing needed in daily work.
· Must be able to lift up to 20 pounds 
· Sitting up to 90% of the time.
· Walking up to 20% of the time.
· Bending and stretching pulling 1%
· Medical  office environment 
· Minimal environmental hazards.
I have reviewed this position description and understand that I am expected to abide by these standards as outlined.  I understand that I will be evaluated on these standards during performance reviews.  

_____________________________________________


________________ 
(Print Name - Employee) 






(Date)

_____________________________________________

(Signature - Employee)

_____________________________________________


________________ 
(Signature – Supervisor) 






(Date)
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