VALLEY VIEW HOSPITAL

JOB DESCRIPTION

JOB CODE:

     9032315

TITLE:                           Customer Service and Collections Manager

                  

DEPARTMENT:
     PFS



REPORTS TO:
     PFS Director


EFFECTIVE DATE:    June 2011


GENERAL OBJECTIVES
1. Manages the activities of the Customer Service - Collections Department while supporting the financial and other objectives of the PFS Department and the hospital.

2. Ensures patient inquiries are responded to in a professional and compassionate manner and that patient issues are resolved promptly. 

3. Maintains a thorough knowledge and understanding of the revenue cycle.

PRIMARY DUTIES AND RESPONSIBILITIES

1. Manages the correspondence, financial counseling, collections, bad debt, and patient inquiry activities of the PFS Department. 

2. Ensures patient inquiries are responded to in a professional and compassionate manner and that issues are resolved promptly.

3. Selects, trains, and evaluates the Customer Service and Collections Department staff.

4. Monitors the workload of staff to ensure even work distribution and the absence of backlogs.

5. Reviews and signs suit authorizations on bad debt accounts.

6. Creates, maintains, and administers training and professional development programs.

7. Communicates interdepartmentally to integrate the department’s activities into the PFS and hospital systems.

8. Writes, implements, and ensures adherence to policies and procedures for the Customer Service Department to meet the objectives of the PFS and hospital objectives.

9. Provides feedback to financial leadership on issues to ensure the department processes are continuously improving.

10. Enhances professional growth and development through participation in educational programs, current literature, in-services, meetings, and workshops.

11. Completes CICP quarterly logs and submissions.

12. Represent VVH in small claims court as needed for this position.

13. Other duties as assigned.

GENERAL RESPONSIBILITIES
Healthy Healing Environment

· Adapts and responds appropriately to create an atmosphere of serenity and calmness

· Personalizes based on needs of the person culturally, age specific, language, and diversity.

· Maintains a caring and concerned behavior

· Maintains neat, professional personal appearance

 Excellence

· Applies the Planetree concepts of care to personalize, humanize, and demystify patient care

· Identifies, reports, and complies with proper procedure, safety, and infection control

· Remains current in processes, policies and procedures and continuously improves performance

· Finished work is productive, neat, and accurate and minimizes rework.

· Utilizes critical thinking to resolve issues, seeks guidance from supervisor or appropriate resource as needed

· Demonstrates required technical knowledge and skill.

Accountability
· Accepts responsibility for actions and personal growth, furthers own education 

· Demonstrates reliable attendance, arriving to work on time and ready to work.

· Sets priorities and organizes assignments

· Facilitates smooth transition of work to others

· Takes action without prompting from others

· Accepts change as a constant performance improvement that moves the organization ahead

Respect
· Promotes a feeling of well-being and healing for patients, family, and co-workers

· Recognizes each person as a welcome guest

· Provides confidentiality and privacy

Trust and Teamwork

· Works collaboratively within the department and across department lines to meet needs and requests in a timely manner.

· Committed to the patient centered care focus, one person at a time.

· Personalizes, humanizes, and demystifies the employee experience, together

RATIONALE FOR ESSENTIAL FUNCTIONS: (EF)*

   (1)
The performance of this function is the reason the job exists.

   (2)
There are limited employees among whom the performance of this function can be distributed.

   (3)
This function occupies a great deal of the employee’s time.

   (4)
This function is highly specialized.  Employees are hired for the skill/ability to perform this.

   (5)
Failure to perform this function may have serious consequences.

   (6)  
The function was performed by past employees, and is performed by current employees.

*     NOTE – nothing in this job description restricts the Hospital’s ability to assign, reassign or eliminate duties and responsibilities of this job at any time.  This job description reflects the Hospital’s assignment of essential functions.  It does not prescribe or restrict the tasks that may be assigned.  Critical features of this job have been described.  Those features may be changed at any time due to reasonable accommodation or other reasons deemed appropriate by the Hospital.

AGE RELATED

The age related legend shown below identifies the specific age grouping of customers this position would interact with during the course of the workday.  Consequently, the employee must be competent in understanding the cognitive, physical, emotional, and chronological needs associated with the maturation process.

____Birth – 18 months  (Infant)                   __X__7 years – 20 years  (School Age)                      

____ 18 month – 6 years (Child/Pediatric)  __X__21 years – 55 years (Adult)

___X_ 55 years +  (Senior Adult)

QUALIFICATIONS 

Technical Skills:

· A thorough background and knowledge in managed care, commercial and government payors, self-pay, charity, compliance, and reimbursement preferred.
· Must be task-oriented and have the ability to prioritize and meet deadlines.
· Must be keyboard and ten key proficient.

· Must be proficient in Microsoft Word, Excel, and PowerPoint.
 

Education:

· Bachelor’s degree preferred.  Certified Patient Accounts Manager certification and/or Certified Healthcare Financial Professional certification is preferred.

 Experience:

· 2 years experience in Patient Financial Services Management preferred.  2 years minimum of supervisory or management experience required.  Accounting background required.  Customer Service experience required.
Skills:

· Ability to communicate effectively when writing and speaking. 

· Must be inquisitive, energetic, data driven, and a systems thinker.  

· Must poses analytical skills and solution development.

· Must have the ability to educate and develop staff.

· Must have the ability to work under stress and meet deadlines.
