Job Description

Job Title:

Access Representative 
Department:

Patient Access
Reports To:

Access Supervisor

FLSA Status:

Non-Exempt

Prepared By:


Approved By:


Approved Date:

Note:  this job description should be modified as appropriate based on the scope of the patient access position.
Summary of Essential Duties and Responsibilities: 
Responsible for all access department activities including:  scheduling, registration including collecting / validating / updating the patient’s comprehensive data set, completing Medicare Secondary payer screening, completing insurance verifications, validating medical necessity, identifying managed care issues and resolving appropriately, financial counseling, collections and facility communications.

Supervisory Responsibilities:
This job has no supervisory responsibilities.

Qualifications:
To perform this job successfully, an individual must be able to perform each essential duty satisfactorily.  The requirements listed below are representative of the knowledge, skill, and/or ability required.  Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

Education and or Experience:
1. High school diploma or general education degree (GED).
2. One year experience in healthcare patient financial services, healthcare access services or related healthcare experience.
3. Knowledge of medical terminology.
4. Understanding of Medical/Clinical treatment processes.
5. Knowledge of major third party payers and contracts.
Customer Service:
1. Treats all people with dignity and respect
2. Demonstrates willingness to look beyond the defined scope of the job
3. Demonstrates sensitivity to customer needs and perceptions
4. Supports the hospital’s customer service policy, mission, values and standards of excellence.
5. Exhibits a positive attitude with a professional and pleasant demeanor when communicating with all customers.  Anticipates the patient’s need for clarification or additional information for their successful hospital visit.
6. Consistently uses diplomacy and respect both in person and when using the telephone, and performs effectively and professionally under stressful conditions.
7. Welcomes all customers in a friendly manner, offering assistance by giving directions or escorting patients to service areas.
8. Responsible for professionally interacting with customers, including patients, physicians, and other staff members to thoroughly and promptly research and resolve all inquires and customer service problems following established policy and procedures.  

9. Understands and follows the facility’s confidentiality policy, always maintaining the confidentiality of patients, co-workers, volunteers and physician offices.

Quality:
1. Follows established procedures to ensure accurate computer scheduling.

2. Adheres to all rules regarding medical criteria, room availability and time allotted for service

3. Utilizes and follows all instructions for scheduling updates to meet department and scheduling guidelines.

4. Communicates with department for approval for any exceptions to established scheduling criteria.

5. Provides prep instructions as required

6. Schedules same day and add-on appointments according to established procedures.

7. Promptly informs management of any patient scheduling problems within one working day

8. Utilizing exception listings, review and resolve all pre-service edits for scheduled patient prior to service.  

9. Using patient name and birth date, correctly identifies patient at the point of access, welcomes patient and ensures patient is directed to the appropriate location in a timely manner.

10. Collects and verifies the accuracy of patient demographic information with patient or family members.

11. Identifies insurance sources, collects and documents detailed and accurate insurance information in a timely manner.

12. Scans/copies patient insurance cards, photo ID where applicable and explains insurance benefits as appropriate.

13. Completes electronic insurance verification for all participating payers using an electronic eligibility system.

14. Obtains physician orders and contacts physician office and other hospital departments to resolve access issues as necessary.

15. Promptly and accurately enters physician orders into the facility order entry system

16. Correctly Identifies managed care provisions and follows up with appropriate parties to resolve outstanding issues.

17. Following established guidelines, obtains appropriate signatures to satisfy legal or health system requirements and completes required forms including MSP screening.

18. Completes registration system functions as required including admissions, transfers, discharges, cancellations, corrections, etc.

19. Enters departure/discharge times, dates and disposition in registration system as required.

20. Collects all information and paper-work required for service department use.  (Name bands, labels, consents, face sheets, etc.)

21. Collect, receipt and document patient payments according to established procedures.

22. Screen registrations for sensitive diagnosis and obtain special release according to established hospital policy.

23. Thoroughly and promptly researches customer inquiries for proper resolution

24. Promptly follows up with appropriate parties to effectively resolve customer problems

25. Accurately calculates and communicates patient and insurance liabilities for all payer types.

26. Negotiates financial resolution through proper sequencing of resolution options and the patient’s ability/willingness to pay

27. Appropriately identifies and completes charity screening process

28. Researches and resolves account balance discrepancies
29. Responsible for all communications within the facility, such as; beepers, pages, and managing all external and internal telephone calls.  

30. Identifies opportunities for improvement and is involved in process improvement activities

31. Behavior is supportive of corporate policy

32. Follows established policies and procedures in compliance with JCAHO, Medicare, Payer contracts and other regulatory agencies.  
33. Knowledge of computers, and other equipment used in Access Services.
Teamwork:
1. Works effectively and cooperatively in groups/teams to continuously improve the process within which he/she works.
2. Attends and participates at departmental team meetings, work-groups and other hospital educational programs.
3. Accommodates and supports the changes required to meet departmental and organizational goals and customer needs.

Communication and Interpersonal Relationships:
1. Demonstrates positive verbal and nonverbal communication

2. Fosters communication, collaboration and networking
3. Establishes productive working relationships with those contacted in the course of work
4. Recognizes volunteers as team members and demonstrates appreciation for their service
5. Understands and abides by the organizational code of ethics

Financial Viability:
1. Utilizes time and resources effectively

2. Contributes to achievement of department’s productivity goals
3. Identifies access issues and assists in implementing an improvement plan
4. Determines priority of daily registration work and effectively completes work assigned.

Personal Development:
1. Demonstrates a commitment to continuing personal and / or professional development
2. Attends external seminars for personal growth and development and shares pertinent information with others
3. Completes patient access and general hospital annual education requirements within established timeframes
Language Skills:
1. Ability to read and comprehend simple instructions, short correspondence, and memos.  
2. Sophisticated communication skills with demonstrated ability to communicate clearly both verbally and in writing.
Mathematical Skills:
1. Ability to add and subtract two digit numbers and to multiply and divide with 10’s and 100’s.  
2. Ability to perform these operations using units of American money and weight measurement, volume, and distance.

Reasoning Ability:
1. Ability to apply common sense understanding to carry out detailed and uninvolved written or oral instructions.  
2. Ability to deal with problems involving a few concrete variables in standardized situations.
3. Able to make independent decisions regarding work prioritization/coordination, application of department procedures and routine customer service issues.

Physical Demands:  
The physical demands described here are representative of those that must be met by an employee to successfully perform the essential functions of this job.  Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.
1. While performing the duties of this job, the employee is regularly required to stand and walk.  Must be able to communicate orally.  
2. Must have good hearing to communicate in person or on the telephone.  
3. Must have good visual acuity.  
4. Must be able to reach documents from a seated position
5. Must be able to finger keys on computer.  
6. The employee must occasionally lift and/or move up to 10 pounds including occasionally pushing patients in a wheelchair.

Work Environment:
The work environment characteristics described here are representative of those an employee encounters while performing the essential functions of this job.  Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

1. The noise level in the work environment is usually moderate.  
2. The work is indoors in a well-lighted, air conditioned/heated environment.

Safety Policies & Procedures:
1. The employee in this job must be knowledgeable and follow the company’s safety policies and procedures as described in the company safety manual.  
2. The employee will instill a culture of quality and patient safety by being familiar with and observing Patient Safety Goals, complying with all goals as they relate to their job duties.

