
Sample job description: Manager (Self-Pay/Customer Service Manager) 

JOB SUMMARY:

The Self-Pay/Customer Service Manager is responsible for all communication and research regarding patient accounts and patient inquiries; ensures payment on all self-pay accounts and oversees the securing of sponsorship; manages all clerical support staff

ESSENTIAL JOB DUTIES:

Overall Division Management:
Customer Service:

· Ensures appropriate resolution to customer calls based on established policies and procedures

· Adequately trains staff to respond billing questions and provide clarification to customers

· Ensures that representatives develop and maintain appropriate communication with insurance payers, outside agencies, and internal departments

· Resolves calls elevated to Manager level

· Holds staff accountable for updating patient accounts and for preparing correspondence to patients and insurance payers, as necessary

· Monitors staff’s ability to listen and respond to customer needs with the appropriate level of urgency

· Manages Supervisor’s and staff’s knowledge of billing and collections, and ability to explain these issues to the patient

· Reviews, with Supervisor, appropriate key indicators such as abandonment rate, volume of calls, length of calls; identifies trends and develops recommendations and action plans based on this analysis

Self-Pay:

· Ensures that staff follows all due diligence steps when attempting to locate a guarantor/patient

· Manages staff’s ability to display assertiveness in collecting payments and in appropriateness of action taken

· Adequately trains staff to look for third party sponsorship, settlement, or to begin the financial assistance process

· Monitors staff adherence to budget plan guidelines and follow-through in entering these terms into IDX

· Resolves any self-pay account issues elevated to the Manager level; receives and answers inquiries or complaints

Support:
· Ensures that all correspondence is sorted and distributed timely and appropriately, as is any correspondence worked within the department

· Manages support staff’s prioritization of requests

· Ensures that patient and insurance addresses are updated appropriately in IDX

· Provides adequate training on report distribution, pulling of EOBs, and other clerical duties

Personnel Management:

· Manages key personnel activities, including the preparation of supervisor employee performance reviews; job interviewing and hiring; determination of raises, promotions, transfers, and terminations

· Monitors conformity with policies and procedures

· Manages daily activities, including the preparation of employee performance reviews; job interviewing and hiring; determination of raises, promotions, transfers, and terminations

· Monitors staff productivity

· Monitors and adjusts staff workload, as appropriate

· Encourages and teaches staff to support the facility core values, policies, and procedures

· Creates a supportive environment by fostering individual motivation, coaching, and training

· Develops and coaches staff to ensure they have the skills necessary for optimum performance

· Counsels employees regarding work, attendance, etc. as appropriate, and within departmental guidelines

KNOWLEDGE, SKILLS AND EXPERIENCE:

· Bachelor degree from an accredited college or university required.  Masters degree preferred.

· At least three (3) or more years supervisory experience in a self-pay and/or customer service hospital environment

· Knowledge of collection procedures

· Knowledge of procedures and data flow in a health care organization; experience with physician billing preferred

· Understanding of computer systems, as well as knowledge of computer programs such as Word and Excel; understanding of IDX preferred

· Excellent verbal and written communication skills in the English language

· Good leadership skills with a team oriented approach

Source: Sinaiko Healthcare Consulting; www.sinaikohc.com. Visit our www.hcpro.com/corporate-compliance/pfsa.cfm
to download the complete job description.
Page 1 of 2



