[image: image1.jpg]Madison





Position Description

	Job Title:
	Receptionist/Patient Care Representative 

	

	FTE/Job Classification:
	
	Direct Supervisor:
	Lead PSR/Operations Manager 

	Exempt Status:
	Non-exempt
	Direct Report(s):
	None

	Review Date:
	10/18/2022
	Peer Report(s):
	Receptionist 

	

	Position Description

	Role and Responsibilities

1. Greets patients to the clinic and assists them in preparing for their appointment.  Coordinates any follow-up questions or directions within the clinic.

2. Answering a busy multi-phone line and directing calls to the appropriate place. 

3. Performs necessary registration duties for patients, including insurance verification and co-pay collection.

4. Schedules appointments for patients either by phone or MyChart.  Effectively manages schedule to allow for urgent appointments following urgent/emergency protocols, which may mean scheduling the patient with a physician or nurse practitioner other than their primary physician. 
5. Uses Cadence scheduling system to match physician/clinician availability with patient’s preferences in terms of date and time.

6. Maintains scheduling system so records are accurate and complete and can be used to analyze patient/staffing patterns.  

7. Ensures that updates (e.g., cancellations or additions) are input daily into master schedule.

8. Communicates as needed with physicians/clinicians and other staff about any patient concerns/issues related to scheduling. Consults with Lead PSR about any system problems.

9. Uses customer service principles and techniques to deal with patients calmly and pleasantly.

10. Inputs surgery and inductions in Epic and outlook calendars. 

11. Makes confirmation calls and rescheduling call, as needed. 
12. Organizes reception area, maintaining an orderly and clean environment.   Maintains appropriate supplies in snack bar.

13. Maintains inventory of office supplies and gives to the appropriate staff for reordering. 
14. Provides, as needed, office administration support for the physicians and Management.

15. Download forms off appropriate websites. 

Qualifications and Education Requirements

1. High School Diploma or GED.
Performance Requirements
Knowledge
1. Knowledge of medical practice protocols related to scheduling appointments.

2. Knowledge of computerized scheduling systems.

3. Knowledge of customer service principles and techniques.
4. Knowledge of EPIC EMR system.

Skills

1. Skill in communicating effectively with physicians/clinicians about scheduling preferences.

2. Skill in maintaining master appointment schedule via computerized means.

3. Skill in producing reports about appointment patterns as needed.

Abilities

1. Ability to multitask effectively, dealing with phone calls, in-office patients, staff, and others pleasantly.

2. Ability to communicate calmly and clearly with patients about appointments in all circumstances including when they are ill or have an emergency.
3. Ability to analyze situations and respond appropriately.

Equipment Operated

Standard office equipment with emphasis on computer hardware and software as well as telephone.

Work Environment

Medical office or reception area. Exposure to communicable diseases and other conditions related to clinic setting.

Mental/Physical Requirements

Mostly sedentary with some standing, walking, reaching. Daily and repetitive data entry may cause nerve problems unless ergonomic techniques are used. Periodic stress from handling many calls and patient requests.
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