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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
SERVICE TECHNICIAN

ESSENTIAL TASKS 
□Troubleshooting – Rehab 
· Diagnose, repair, and/or modify equipment, as needed, in order to assure proper fitting and functioning of rehabilitation equipment.  This may be done in the shop or in the field.
· Be skilled in troubleshooting mobility equipment to determine type of service or parts necessary for repair.  Provide excellent listening and communication skills to customers in troubleshooting service requests via telephone or in person.

· In case of equipment breakdown, converse with equipment operators to ascertain problems with equipment before breakdown to determine if breakdown is due to human error or mechanical problems.

· Coordinate demo/ loaner equipment as needed.
□Troubleshooting - Respiratory

· Diagnose, repair, and/or modify equipment, as needed, in order to assure proper functioning of respiratory equipment.  This may be done in the shop or in the field.
· Be skilled in troubleshooting respiratory equipment to determine type of service or parts necessary for repair.  Provide excellent listening and communication skills to customers in troubleshooting service requests via telephone or in person.

· In case of equipment breakdown, converse with equipment operators to ascertain problems with equipment before breakdown to determine if breakdown is due to human error or mechanical problems.

· Coordinate demo/ loaner equipment as needed

□Equipment Assembly

· Assemble or prepare equipment for delivery, pulling and assembling equipment and supplies from the warehouse as prescribed on patient/client delivery tickets.
·  Prepare new equipment set-up packets

□Repair/Modify Rehab Equipment

· Provide service or repair for:

· equipment to be delivered in compliance with specific medical requirements, 

· modifications to existing customer equipment, 

· repair of damaged or malfunctioning customer equipment, or

· routine service required by the manufacturer.

· Be able to prepare and effectively communicate repair quotes.
· Have sufficient electronics skills in 
· electronic assembly for power mobility

· troubleshooting and repair of electronic controls
· Be skilled in the use of electronic test equipment; specifically the use of a digital multimeter and oscilloscope.  
□Repair Respiratory Equipment
· Provide service or repair for:

· equipment to be delivered in compliance with specific medical requirements, 

· repair of damaged or malfunctioning customer equipment, or

· routine service required by the manufacturer.

· Be able to prepare and effectively communicate repair quotes.
· Depending on the focus of our company, be able to repair all types of medical equipment provided, including:

· rental DME
· respiratory DME in a timely manner.
□Maintenance – Respiratory and Rentals
· Inspect incoming rentals for hours used, maintenance needed and repairs required.  Inspect and process returns per company and infection control guidelines.
· Design and implement test procedures for outgoing and incoming equipment and, as needed, calibrate O2 testing equipment.
· Follow established maintenance schedule for each piece of rental equipment per specific equipment procedure requirements (concentrators, liquid oxygen, cylinders) and per manufacturer’s recommendations.   Maintain equipment in good working order and appearance and  verify equipment is working properly.
· Monitor and report abnormal wear and tear to equipment  that may be caused by customer misuse or abuse

· Replace disposables as needed.
· When complex repairs are needed, ensure repairs are scheduled and completed.
· Provide thorough documentation on all rental equipment.
□Maintenance – Rehab And DME
· Inspect incoming rentals for hours used, maintenance needed and repairs required.  Inspect and process returns per company and infection control guidelines.

· Perform a through check on wheelchairs, beds, etc., in house and in the field and verify equipment is working properly
· Follow established maintenance schedule for each piece of equipment per specific equipment procedure requirements and per Manufacturer’s recommendations.   Maintain equipment in good working order and appearance and  verify equipment is working properly.
· Monitor and report abnormal wear and tear to equipment  that may be caused by customer misuse or abuse.
· When complex repairs are needed, ensure repairs are scheduled and completed.
· Provide complete thorough documentation on all equipment.
□
Quality Improvement
· Supervise equipment delivered to maintain quality control.
· Verify complete shipments to customers.
· Verify equipment sale / rent to be in good working order before delivery.
· Thorough documentation on all rental equipment, including:
· Service Date

· Repair detail

· Serial numbers

· Cleaning dates and initial

· Warranty information

□Parts & Equipment  Inventory
· Maintain an adequate and appropriate supply of repair parts.

· Purchase special parts only as needed and on the most cost efficient basis.
· Place all items received for stock into their appropriate locations on a daily basis.
· Perform accurate physical inventory as required by the company, including input into the computer inventory record.
□Shipping And Receiving

· Possess skill in efficient preparation of products for shipping on a daily basis

· Choose the most cost effective shipping
· Receive all items shipped on a daily basis. Verify accuracy of shipment, notify appropriate parties of shipments received, and record properly for inventory purposes.  New equipment needs to be unpacked, noted for inventory and stocked quickly..

· Notify vendor and purchasing of damage or shortage immediately and follow up.

□Customer Service and Professionalism

· Offer compassionate and positive interactions with customers.

· Resolve customer concerns and complaints in a constructive manner, serving as an intermediary between customer concerns and company needs

· Immediately investigate and resolve client problems concerning new equipment or about equipment in need of service, working to obtain 24 hour responsiveness.

· Receive, investigate and respond quickly and professionally to all customer inquires regarding, shipments, products, deliveries and complaints. Resolve customer concerns and complaints by identifying problems and coordinating appropriate corrective action.
· When customer problems and questions arise, be able to answer equipment and clinical questions to the customer’s satisfaction.

· Maintain accurate and complete documentation of complaints and resolutions

· Provide skillful handling of grieving, upset or difficult customers.   Work proactively with patients/clients to solve a variety of problems, acting as a company field representative.

· Maintain proper confidentiality at all times when answering inquiries.

□
Rules And Regulations

· Comply with all applicable company policies, procedures, and patient protocols.  

· Comply with all current government regulations and professional standards respecting patient care and equipment, including those of accrediting organizations

· Treat all information and data within the scope of the position with appropriate confidentiality and security and understand and adhere to all state and federally mandated standards regarding confidentiality and patient rights
□Manuals, Documentation And Knowledge
· Maintain up-to-date files of manufacturer’s repair and maintenance manuals of all HME equipment owned by the company (as available) and other related documentation.

· Have familiarity with service requirements of each piece of equipment owned by this company.

· Maintain well-organized and current documentation for all maintenance and repair to DME and respiratory related equipment, including equipment tracking and maintenance logs.
· Create, submit and maintain proper paperwork for warranty work.
· When appropriate, be able to create or process proper billing materials.
□Driving

· Practice safe driving habits and proper safety precautions.

· Work with dispatch to create most efficient delivery routes.

· Possess and maintain good knowledge of geographical area and road conditions

· Responsible for vehicle and equipment while on delivery / pickup.
□Infection Control

· When 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 and dispose of hazardous materials and waste such as needles, disposables, which have had contact with bodily fluids

· Bag all “dirty” equipment and isolate it from clean equipment in vans and the warehouse

□Cleaning And Disinfecting Equipment

· Maintain or assist with maintaining appropriate storage of clean and dirty equipment
· Return “dirty” equipment and keep it isolated in “Dirty” area until cleaned.  Avoid cross traffic through clean area with “dirty” equipment.
· Appropriately clean and disinfect equipment as required, utilizing the proper PPE (Personal Protective Equipment). Note items that need repair according to company procedures
· Follow company’s bagging and tagging procedure
· Place items back in stock on a daily basis.

□
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.

· Maintain a neat appearance. Wear a name badge as required or requested.
□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, 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

· Excellent knowledge of the equipment we sell, its care and maintenance, and the types of customers to whom we sell and their needs

· Understanding of the reimbursement process
· Knowledge of rules and regulations of OSHA, DOT, Medicare, accrediting bodies and other agencies as they impact the care and distribution of HME 

· Excellent knowledge in your area of specialty
· Identify own learning needs and seek opportunities for self growth and career advancement 
SERVICE TECHNICIAN

