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This form is the first step for building a job description in EmTrak.  Please put a check in the box next to the tasks that are appropriate for this employee.  The next step will be to build the job description on-line or send it to HR to build on-line.

Are there tasks that don’t appear or you’re not sure what to select?  Contact your HR Director or CEO or Dr. Gary Schwantz at gschwantz@medgroup.com
CUSTOMER SERVICE REPRESENTATIVE

ESSENTIAL TASKS

□CSR Overview
· Adhere to all state and federally mandated documentation standards.

· Maintain and/or enter patient account profile information and accurate referral source data. 

· Enter all documentation in the computer system accurately on a daily basis accurately as required.

· Perform thorough verification of insurance.

· Open new customer computer files and complete required documents before passing on account to billing department.

· Accurately and efficiently create the appropriate delivery, billing and collection paperwork.

· Enter and confirm work orders and monitor open orders for accuracy and completion.

□Telephone Orders

· Answer phones by the third ring, using all features of the phone effectively and using “hold” only for short times and with good follow up.
· Speak clearly and provide excellent customer service over the phone, through tone and style, when handling the initial customer contact with home care patients and referral courses.  

· Gather complete data and accurately take orders.

□Intake And Insurance Verification

· At intake, prepare patient paperwork and enter all patient data correctly, including demographic information, physician, diagnosis and payer.  Enter data into the computer based on customer interviews.

· When appropriate, assess the needs of the patient and make decision regarding patient service based on analysis of assessment of Physician’s prescription.

· Determine the best method for providing service while evaluating reimbursement and cost impact to the company.  Make those decisions based on customer need, vendor pricing and third party reimbursement possibilities.

· Verify insurance as required, with both primary and secondary payers, and determine if request for product or service can be fulfilled within parameters of insurance coverages or if the request requires management review and approval.

· In certain case by case situations and with Manager’s approval, negotiate levels of service and discounts.
□Customer Service/Customer Inquiries

· Ensure compassionate and positive interactions with customers.
· Respond quickly and professionally to customer inquiries (patients and referral sources), both in the store and on the phone, with regard to appropriateness, availability, and coverage guidelines of equipment/supplies. 
· Receive, investigate and respond to all customer inquires regarding shipments, products, deliveries and complaints.

· Resolve customer concerns and complaints by identifying problems and coordinating appropriate corrective action.
· Maintain accurate and complete documentation of complaints and resolutions.
· When unable to respond to any of the above inquiries or questions, refer patients and referral sources to the office manager or personnel best suited to handle them.

· Maintain proper confidentiality at all times when answering inquiries.

· Provide skilled responses to grieving, upset or difficult customers.

· Exhibit excellent verbal and written communication skills.
□Patient Assistance

· Assist patients in selection of and instruction regarding equipment, supplies, and services.
· Be able to accurately and clearly instruct the customer or caregiver in the proper and safe use of all equipment delivered in the store and provide each customer with the appropriate instructional material. 
· Be able to solicit sales of new or additional products or services by suggesting additional follow-up items relative to the patient’s diagnosis. 
· As needed and appropriate,  based on training, provide specialized fitting of items such as compression hosiery.

□Delivery Tickets and Documentation for Setups

· Coordinate the delivery, set-up and pick-up of equipment, supplies and services.  

· When appropriate, prepare all documentation needed for new setups, including a plan of care and notes for the home care record.
· When appropriate, create delivery tickets with correct information regarding patient, address, equipment and time of delivery, then schedule orders with dispatch.
· Contact customer or family to arrange delivery, taking into consideration customer convenience as well as the store delivery schedule.
· Maintain regular and ongoing communication with delivery personnel, via radio, pager, or telephone, as necessary to exchange information regarding details of scheduling and delivery.  

· Complete and process paperwork in an accurate and timely manner after each delivery.

□Care Coordination

· When appropriate, liaison with the referral source to meet patient’s need. Communicate within our organization and with those referral sources and other organizations to provide continuity of care.

· When appropriate, properly assess patient customer status and needs and make care plan entries.  Review Plan of Care and revise as needed.
· When directed, call patients to ensure compliance  and for reorders and then document status in progress notes.  May perform other follow-up activities to assure patient satisfaction.

· Log all daily contacts and compliance concerns.
· Maintain med patient charts and any necessary documentation including updated prescriptions, signed delivery tickets, and any other information needed to be kept in that file.
· Complete daily processing of ongoing rentals and at times, scheduling equipment service checks. 

· Execute termination or change in service associated with equipment and enter all equipment pickups into the computer

□Walk-In and Retail Sales

· Greet walk-in customers promptly, courteously and above all, in a friendly manner.
· Consult with walk-in customers as to their equipment and service needs. Use open-ended questions effectively as part of the sales process.

· Prepare order form and all documentation needed for intakes.

· Obtain required signatures and provide the customer with a new patient packet.
· Collect all co-pays, deductible or full amounts when setup or sale is done and complete cash/credit card transactions accurately and according to company procedure. 
· Provide the customer complete documentation and instruction.

· Make certain area is picked up and neat after helping customer.

· Be able to solicit sales of new or additional products or services by suggesting additional follow-up items relative to the patient’s diagnosis.

□Other Marketing

· When directed, work with marketing and sales to gather information for contract negotiations.
· Help develop additional revenue sources by assisting with research of health care community needs and appropriate products and services.
□Merchandising

· Assist with stocking the store daily, including putting stock either on display or in the proper storage.  This may include processing receiving and packing slips, invoice documentation and pricing.

· Creatively maintain store and window displays of merchandise

· Assist with physical inventory as required.

□Office Machines

· Efficiently use the computer and software appropriate for this position
· Efficiently operate all office machines appropriate for this position

· Use equipment in an ergonomically correct manner
□Records Management

· Assist in the smooth flow of paperwork and information within the office.
· Create and alphabetize file folders.
· File documents accurately.
· Collect and distribute appropriate records as needed.
· Pull inactive files for storage.  When appropriate, dispose of documents by shredding or other appropriate means.
· As needed, organize and scan documents, make certain hard documents are stored correctly, and pull up scanned images.
□Correspondence

· Type and print correspondence as necessary
· Handle incoming and outgoing mail and faxes efficiently, routing to the proper channels
· Copy, collate, and assemble literature as required
□Infection Control

· If dealing directly with customers, execute proper hand-washing technique between patients.
· Wear gloves when exchanging disposables or picking up dirty equipment.
· Identify and properly handle a of hazardous materials and waste such as needles, disposables, which have had contact with bodily fluids.
Office Supplies

· Report any low levels of inventory or office supplies to the appropriate person
· As needed, assist in ordering and stocking office supplies
Other Duties or tasks may be assigned on an as-needed basis

· When necessary, provide assistance to others when workloads increase.
· Take initiative in finding ways to contribute to the organization.
· Be willingly involved in cross training, when possible.
KEY SKILLS AND ATTRIBUTES
□Professional Approach

· Display on time attendance and dependability.
· Maintain the company’s image and reputation at the highest possible level.
· Conduct oneself in a professional and ethical manner at all time, including personal appearance and appearance of the workplace.
□Confidentiality and Compliance

· Treat all information and data within the scope of the position with appropriate confidentiality and security.
· Understand and practice the rules regarding patient confidentiality, HIPAA and compliance, and safety.  Adhere to all state and federally mandated standards regarding confidentiality and patient rights.
□Poise 

· Display good common sense when faced with new or unfamiliar situations.
· Maintain a cool head when crisis situations occur.
· Deal effectively with stress.
□Relating To Others In The Workplace

· Positively resolve conflict situations.
· Provide input to management to improve workplace function.

· Take initiative to improve processes and communication in the workplace.
□Planning and Organization

· Show attention to detail and maintain accuracy in all that you do.
· Be able to work on multiple tasks at a time.  Plan and prioritize activities to achieve results and meet deadlines.
· Create a workable routine, with or without direct supervision.
□Creativity

· Not being limited to what’s been tried before, evaluate and implement new ideas to improve efficiency and responsiveness.

· Come up with creative alternatives and solutions to pressing problems.

· Think strategically, understanding how one action impacts another .
□Knowledge

· Know the equipment we sell and the types of customers to whom we sell.
· Understand the basic reimbursement process.
· Identify and share own learning needs and seek opportunities for self growth and career advancement.

CUSTOMER SERVICE REPRESENTATIVE


