WESTERN WAYNE FAMILY HEALTH CENTERS POSITION DESCRIPTION

Site:
Corporate



Revised Date:  3/20/18

Position Description:  Office Manager


Reports To:
Chief Operations Officer 
FLSA:

  Hourly, Non-Exempt

Direct Reports:
All Medical and Dental CSR in Assigned Site
Purpose:
At Western Wayne Family Health Centers the Office Manager is responsible for both the medical and dental departments.  The individual is responsible for daily management and direction of everything that needs to be completed so that providers and support staff can perform their jobs effectively and patients have the best experience possible.  The manager is involved in all the day to day administrative tasks required to keep a clinic site operating smoothly. They must focus on the business aspects of operating a medical office, with duties that include, but are not limited to ordering supplies, hiring staff, managing schedules, responding to patient concerns and /or requests, managing and supervising staff across a minimum of three departments; and problem solving. The three major target goals for daily operations are increasing productivity, providing excellent customer service, and adhering to quality standards in all aspect of operations.  

PART I:
ESSENTIAL POSITION FUNCTION AND DUTIES
1. Direct and oversee daily office operations and delegate authority to assigned staff.

2. Responds in appropriate manner to all patient concerns, complaints, and special requests within 24 hours of incident.
3. Develops guidelines for prioritizing work activities, evaluating effectiveness, and modifying activities as necessary. Ensures that office is staffed appropriately.

4. Supervise all staff and ensure all healthcare and dental guidelines, policies and procedures are being followed.

5. Manage staff, preparing work schedules and assigned specific duties.
6. Assists in developing and writing policies and procedures related to their scope of work.
7. Implements and upholds established policies, procedures, objectives, quality improvement, safety, environmental and infection control, and codes and requirements of accreditation and regulatory agencies; conferring with executive and management teams and staff members as necessary.

8. Work with Quality department to audit and monitor meaningful use measures; HEDIS performance and other quality areas.

9. Works closely with other site Office Managers to establish policies and procedures as required. 

10. Implement and manage special time-limited projects initiated by internal staff and/or external stakeholders.

11. Submit reports to management team such as productivity, on a regular basis, as required.

12. Works closely with Licensed Practical Nurse for a cohesive staff workflow.

13. Establishes and maintains an efficient and responsive patient flow system.

14. Assist providers and clinical staff in understanding/implementing clinic policies and procedures.

15. Oversee activities directly related to providing services and producing daily encounters and coordinating multiple departments to ensure they are all operating under the same direction.

16. Responsible for planning, recruiting, hiring, orientation, development, and evaluation of clerical staff.

17. Responsible for setting up training of new staff.

18. Works closely with Finance department in creation, maintenance and adherence of policies and procedures related to cash management and staff handling.

19. Conduct random audit of the staff cash drawers on a weekly basis.

20. Collection and reconciliation of funds collected from patients by front desk staff.  

21. Oversees, tracks and places office supply inventory, and ensures offices are opened and closed according to procedures.

22. Maintenance of all office equipment.

23. Plan office layouts, expansion and visual displays in coordination with Management.
24. Uses EMR to access and verify necessary information for multiple departments with their respective EMR screens.
25. Performs other duties as assigned.
PART II: CLINIC WIDE RESPONSIBILITIES
1. Customer Relations:

a. Treats guests, patients, physicians, and other employees with care, courtesy, and respect.

b. Responds quickly and appropriately to customer request.

c. Looks for and suggests ways to better meet customer needs.

d. Answers clinic communications systems promptly and with courtesy and respect.
2. Teamwork:

a. Works cooperatively within own department and other areas.

b. Willingly accepts additional responsibility – demonstrates cooperation at all times.

c. Responds quickly to request for assistance from provider, co-worker and/or management staff.

d. Required to work closely with patients and associates.

e. Interacts with other departments on problem solving efforts  
f. Accepts feedback from patients, visitors, clinic employees, physicians and general public.

3. Continuous Improvement:

a. Continuously looks for and suggests ways to improve.

b. Effectively completes assignment to achieve the greatest benefits at acceptable cost.

c. Implements improvements as appropriate.

d. Demonstrates interest in own growth and development by:

i. Periodically evaluating own performance.

ii. Demonstrating an awareness of personal abilities and limitations.

iii. Independently seeking means to make improvements.

e. Attends and participates in in-services and continuing education programs

f. Attends departmental meetings.

4. Communications:

a. Keeps appropriate people informed.

b. Speaks and writes clearly, concisely, and appropriately for need.

c. Listens carefully.

d. Communicates tactfully.

e. Understands that all confidentiality and privacy considerations are respected and fostered at work and off duty.

5. Self –Management:

a. Presents a positive image of Western Wayne Family Health Center at all times.
b. Carries out assignments with little need for direction.

c. Timeliness.

d. Maintains confidentiality.

e. Provides proper notification of absence and tardiness.

f. Works weekends and shifts when necessary.

PART III:
EDUCATION, EXPERIENCE
1. Associate’s degree minimum, preferably with coursework in health care administration and/or organizational management
2. Three (3) years’ administrative experience, including one year of management experience in health care field.
PART IV:
KNOWLEDGE, SKILLS AND ABILITIES

1. Skilled in exercising initiative, appropriate judgment, analyzing information, problem-solving and decision making.
2. Skilled in developing and maintaining effective relationships with patients, customers and other staff

3. Skilled with working in a complex work environment 

4. Ability to maintain composure under stressful conditions
5. Demonstrate great time management skills and ability to multi task as needed

6. Proficient in getting information by effectively observing, receiving, and otherwise obtaining information from all relevant sources.

7. Skilled in managing conflicts, negotiating with others and effectively diffusing tense situations involving patients and/or staff

8. Encouraging and building mutual trust, respect, and cooperation among team members.
9. Communicating with people outside the organization, representing the organization to customers, the public, government, and other external sources. This information can be exchanged in person, in writing, or by telephone or e-mail.
10. Ability to maintain favorable public relations
11. Using relevant information and individual judgment to determine whether events or processes comply with laws, regulations, or standards.
12. Must demonstrate a basic understanding of medical and dental terminology. 
13. Proficiency creating, using and maintaining electronic medical records in EHS and EMR
14. Identifying the educational needs of others, developing formal educational or training programs or classes, and teaching or instructing others.
15. Must demonstrate and competently understand the sensitivity and confidentiality status of the patients’ information.
16. Must adhere to the Confidentiality and HIPAA policies.
17. Ability to maintain confidentiality at all times and maintain organizationally appropriate relationships
18. Knowledge of organization policies and procedures.

19. Knowledge of computer, systems, and applications.
20. Must possess valid driver’s license
Working Conditions 
Jobs are located in federally qualified health facility. 

Exposure to diseases and illnesses may be inherent in the work
Physical Requirements 
The physical requirements described here are representative of those that must be met by an employee to successfully perform the essential functions of the job. While performing the duties of this job, the employee is regularly required to sit and stand; use hands to manipulate objects, tools or controls; reach with hands and arms; and talk and hear. The employee must frequently lift and/or move up to 10 pounds and occasionally lift and/or move up to 25 pounds. Specific vision abilities required by this job include close vision, distance vision, peripheral vision, dept perception and the ability to adjust focus. Noise level in the work environment usually quiet. 

Approved by CEO 






 
Date  



PART IV:
EMPLOYEE ACKNOWLEDGEMENT

This document is intended to describe the general nature and level of the work performed by incumbents in this job.  It is not intended to provide an exhaustive list of all responsibilities, duties and skills required in this job, not is it intended to limit the authority of any officer of management representative to assign or direct the activities of employees under his or her direction.  

My supervisor has explained my job description to me and I understand the contents.  I have received a copy of my job description.

Employees Signature: 






Date: 



Employees Printed Name:





 
Date: 
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