CUSTOMER SERVICE ASSISTANT

INCUMBENT CSN

PRESENT CLASSIFICATION Customer Service Assistant DATE

DEPARTMENT/DIVISION _S|U HesthCare Call Center - SMS
Function

Employees will scheclule complex patlent appointments In a centralized scheduling
environment, Employees will alsc answer and escort incoming and interoffice calls,

Organizational Relationship

This person reports to the Call Center Superviscr, who reports to the Customer Service
Manager, who reports to the Director of Clinical Operations, who reports to the Chief Operations
Officer, whe reports to the Chief Executive Officer.

Duties and Responsibilities

The following information Is intended to be representative of the work performed by incumbent in this
position and is not all-inclusive. The omission of a specific duty or responsibility will net preclude it from
the position if the work s similar, related, or a logical extension of position respensibilities.

—N

Responds to all incoming and interoffice calls and escorts' callers o the appropriate
party.

2. Schedules new and return patient appointments for physicians, faculty and residents per
established guidelines. Cancel and reschedule patient appointments.

3. Responds to paging requests and patches callers together as required.
4. Reports equipment failures to appropriate staff.

5. Accesses and maintains centralized database information and maintains updated call
schedule to enable accurate and efficient routing of calls,

8. Interviews patients via telephone to obtaln demegraphic information and direct them to
the appropriate services, policles and/or procedures of the medical practice.

7. Provides feedback to departments regarding accessibility of personnel.
8. Assists clinics daily in SmartTalk follow-up.
9. Update patient demographics in the SMS system when appropriate

10. Performs other related duties as assigned.

Skills and Ability

1. Ability to communicate effectively in a fast-paced call center.

- 2. Customer service oriented,



Knowledge of medical terminoclogy.

. Ability to spell and alphabsetize accurately.

. Abliity fo operate {elecommunication devices,

. Ability to maintain cenfidentiality.

. Ability to keyboard at least 18 wpm.



PHYSICAL AND ENVIRONMENTAL REQUIREMENTS
SIU SCHOOL OF MEDICINE

inoumbent: Roplace A Meors Classification;  Gustomer Service Assistant

Fosition No. {If appllsable): Dapariment. &l Health&are Call Centar-SM8

WORK ENVIRONMENT: (Check all applicable eanvironmenis)

Office [] Hosplial
[] clinic [0 warshouse
] Ressarch Laboratory [] outdoors

[ other {Be Spacific):

PHYSICAL DEMANDS! Seldom Ouocaslonally Fraquently Conatantly

N7A

{Indleate fraquanay of activity during {Performed rarely lass | (Performed lesg than |(Performed 26% to 50% of the fime) |{Parformed 51% or most of the time)
srformanas of position duties) than 2% of the time) 25% of the {ime)

(Cliok an the Physical Demands Defnlifons butfon at the boftom of the form for & ls! of physival damands definiifons)

Readlng

Wilting

Speaking

Close visyal aoylty

rave

Huaring « Conversation

Hearing - Othar Sounds

Stooping
Squating
Grosg hand manpuistion

Fine hand manlpuietion

Worklng In dust, fumes, gases, or frrifants

Working at helghts

Wvarking n extrems cold, heat andfor humld|ly

Warking In close quarder:

Climbling

Operating metor vehicles

Sitting

Standing

alki

Worklng abova shoulder lgyel
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Caving

Lifting

Cther (Pieasa list): O O O O
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| affirm the environmental and physical demands listed on thls form are an accurate reflection of the | have read, understand and am capahis of meating the physlcal and

raquirements of thla position lo tha best of mv knowledae and ballef. . environmental damands of this nosttion.




