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Customer Service Representative (CSR)
Class specifications are intended to present a descriptive list of the range of duties performed by employees in the class.  Specifications are not intended to reflect all duties performed within the job.  For the purpose of this job description, “the Company” and “VRC” refers to Valley Radiology Consultants Medical Group, Inc.
DEFINITION
This position serves as a front-line and face representative for the facility and is responsible for a variety of clerical tasks associated with the daily operations of the facility.  This position receives direction from the site lead, clerical lead or Patient Access Services Supervisor.  Duties performed can be any or all that are listed below.  Based on the direction given by VRC Management.
ESSENTIAL FUNCTION STATEMENTS

Essential duties and other important responsibilities/duties may include, but are not limited to, the following.

General Functions:

1. Greets all patients with a professional and courteous attitude.  Responds to patient concerns in a positive and helpful manner.

2. Accurately responds to requests and inquiries from employees, patients and physicians.
3. Respects and guards the confidentiality of all patients; complies with all HIPPA requirements and keeps annual HIPPA certification up to date for the entire duration of employment with VRC.
4. Works to train new staff as directed by supervisor and per company policy.
5. Maintains positive working relationships with all departments; conducts oneself in a courteous and professional manner at all times. Ability to work in a face paced environment.
6. Follows and implements all company policies and procedures in accordance with the Employee Handbook.  Complies with company dress code/ uniform.

7. Performs any and all other tasks as assigned or required by VRC management.
Auth/Eligibility Chaser Functions:

1. Ensures that every patient scheduled for their modality has an Order, Authorization, Eligibility, Time of Service (TOS) collection calculated and Labs (as needed).  Processes the quantity of Auth/ Eligibility/TOS/Labs to meet the company goals and industry standards for this position. 
2. Works with referring offices to schedule and collect required documents for STAT exams.
3. Verifies order matches scheduled exam.  Works with technologist and radiologist for exam protocols. Review patient completed documentation and inputs data into RIS.  
4. Call and confirm patients time of service fee if TOS collection is more than $400.  Informs patient of payment options.
5. Calls and works with patients with exam denials by offering solutions to patients.  Ensures that patients scheduled are eligible for exam.  Moves patients off the schedule that are ineligible for exam.
6. Works with the Chaser CSR team to support each other and the other modalities, by providing coverage and support as needed. 
Scheduling Functions:


1. Greets all patients with a professional and courteous attitude.  Responds to patient concerns in a positive and helpful manner.

2. Scheduling patients in EMR, entering patient data accurately, verifying demographics for all exams, following exam prep and protols as set forth by Valley Radiology.  Scheduling patients for radiology procedures (MRI, PET/CT, CT, Mammo, Ultrasound, Biopsies, IR procedures, etc) and other tasks as assigned.
3. Works as a team player in a high-volume environment. Contributes to our team efforts by handling approximately 100 patient’s call per day with extreme accuracy while maintaining professionalism and friendliness with patients and co-workers.  Transfers calls to the appropriate person by connecting directly with needed party before releasing the call,
4. Able to understand and explain insurance authorizations & eligibility and denial management.  Working knowledge of radiology exams, scheduling protocols and insurance approval is desired. MUST be confident using computers and knowledge of EMR is desired.
5. Responsible worker with the ability to work proactively in a fast pace environment with little to no supervision and who knows when to appropriately alert supervisor with urgent matters.   
6. Ability to provide clerical support in day to day operations. Including, but not limited to processing patient’s orders, docking exams and other clerical tasks. Maintains a variety of records and files. 
Front Desk Functions:


1. Performs front desk administrative duties such as: ensuring the phones are answered by the third ring, transfers calls to the appropriate person by connecting directly with needed party before releasing the call, checking in patients with accuracy and efficiency. Enters patient data accurately and appropriately, copies, faxes, scans appropriate information as needed.  Ensures patients present with government issued photo I.D. and Insurance card. 
2. Collection of time of service payments and data input, responsibly turns in money to appropriate person.
3. Verifies order, review patient completed documentation and inputs data into RIS.  Ensures that every patient seen has a valid order, authorization, eligibility, and labs (as needed) in the RIS system at check-in.  

4. Call and confirm patients for the following day’s procurers.  If a patient is missing the following- valid order, authorization, eligibility, and labs (as needed)- this information needs to be tacked down by yourself or the site designated chaser.  Also inform patient of what estimated co-insurance/deductible/co-pay will be for time of service.  Also remind patient of prep for the exam.

5. Manage call report and critical results follow ups in RIS.

QUALIFICATIONS

Knowledge of:
1. Office procedures, methods and computer equipment including applicable software applications.

2. English usage, spelling, punctuation and grammar.

3. Ability to apply customer service principles in a professional and courteous manner.
4. Basic medical terminology and procedures.

Experience and Education/Training Guidelines:

Experience:
Minimum of Two (2) years receptionist experience in a fast paced, clinical setting required.


Education/Training:
Equivalent to the completion of the twelfth grade. 
License/Certificate:
Maintains annual HIPAA Certification. Maintains a current California Class C Driver’s License and current Auto Insurance in accordance with State law.  Provides own vehicle for minimal work use and assumes all liabilities while performing work related duties. 
WORKING CONDITIONS

Environmental Conditions:
Essential functions may require exposure to the following environmental conditions but not limited to: office environment; exposure to computer screens, noise and electrical/radiant energy; and extensive contact with doctors and staff, as well as toxic or caustic chemicals and moving mechanical parts of machinery.  May be exposed to indoor and/or outdoor conditions; roadway conditions during travel.
Physical Conditions:
Essential functions may require maintaining physical condition necessary for light work including but not limited to: walking, standing or sitting for prolonged periods of time; visual acuity for creating computer-generated work and reading printed materials; stooping, kneeling, crouching, reaching pushing, pulling, lifting, fingering, grasping, feeling and repetitive motioning.
CSR Description Acknowledgement
By signing below, I acknowledge that I have read, understand and have received a copy of my job description.  Additionally, I understand Valley Radiology Consultants Medical Group, Inc., referred to as VRC and the Company, reserves the right to change my role as needed by demand with or without notification. I understand I should direct any questions and/or concerns about my duties to my direct supervisor and or any member of management thereafter.
_________________________
_________________________________
____________

Employee’s Name (Printed)

Employee’s Signature



Today’s Date

_________________________
_________________________________
____________

Supervisor’s Name (Printed)

Supervisor’s Signature


Today’s Date
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