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JOB TITLE:   Call Center Representative  SALARY RANGE:   23 
 
DEPARTMENT:  Telecommunications       NON-EXEMPT 
 
REPORTS TO:   Call Center Manager 
 

JOB SUMMARY 

The Call Center’s function is to make appointments in a centralized appointment atmosphere.  The Call 
Center Agent is responsible for answering incoming calls to make appointments for all SHS clinical 
departments, perform pre-registration services to include gathering patients name, address, telephone 
number, date of birth, and payor information to enter into the system for new patients and to verify for 
existing patients. Troubleshoot problems, provide information and handle complaints regarding the 
organization’s services 
 

PRIMARY FUNCTIONS 

 

1. Schedules appointments based on callers request for department, services, or physician. 

2. Adheres to the scheduling protocols or guidelines established for departments, services or physicians. 

3. Provides customers with information related to health center services, accepted insurances, registration 
process, fees and sliding fee discount policy. 

4. Answering calls from patients professionally and responding to customer inquiries and complaints. 
 

5. Researching required information using accessible resources. 
 
6. Handling and resolving customer complaints regarding services of customer service problems. 

 
7. Providing customers with the organization’s service and product information. 

 
8. Processing ECW telephone encounters, with request by the patient. 

 
9. Identifying, escalating priority issues and reporting to the high level management. 

 
10. Routing inbound calls to the appropriate resources. 

 
11. Following up complicated patient calls where required. 

 
12. Completing call logs and call reports as necessary and updating them in the database. 

 

13. Obtaining and evaluating all relevant data to handle complaints and inquiries. 
 
14. Recording details of comments, inquiries, complaints, and actions taken. 

 
15. Managing communication and coordinating with internal departments. 

 

16. Verifies patient account information related to patients name, address, telephone number and payor 
source for each established patient scheduling an appointment. 
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17. Responsible for participating in department and organizational meetings and required trainings. 

18. Operates the organizations switchboard as needed. 

19. Must complete Patient Safety Training curriculum. 

20. Performs other duties as directed by manager. 

 

QUALIFICATIONS 

 

 High school diploma or equivalent and one or more years of related customer service experience. 
Preference those familiar with health care clinical operations. 

 Great communication skills as well as ability to work with others in close manner. 

 Good keyboard skills and impressive telephone etiquette. 

 Must be able to maintain patient confidentiality. 

 Must be a team player 

 Ability to effectively handle multiple tasks  

 Ability to identify problem issues and determine appropriate course of action or redirection  

 Ability to resolve issues of conflict in a tactful and professional manner and to effectively diffuse irate 
callers  

 Working knowledge of personal computers and ability to navigate various software applications  

 Proficient in relevant computer applications 

Well groomed, neat appearance, pleasant personality, pleasant telephone voice and a strong 
desire to work with the public. 

Must be able to deal with irate callers in a pleasant manner. 

Must be able to remain calm in problem or pressure situations.  

 

POSITIONS SUPERVISED 

 
None. 

 

REQUIREMENTS OF POSITION 

 

Lifting   (  ) 5-20 lbs. (  ) 20-40 lbs. (  ) 40-60 lbs. (  ) over 60 lbs. 
Pushing  (  ) 5-20 lbs. (  ) 20-40 lbs. (  ) 40-60 lbs. (  ) over 60 lbs. 
Standing  (  ) 0-20% (  ) 20-40% (  ) 40-60% (  ) 60-80%  (  ) 80-100% 
Walking  (  ) 0-20% (  ) 20-40% (  ) 40-60% (  ) 60-80%  (  ) 80-100% 
Squatting  (  ) 0-20% (  ) 20-40% (  ) 40-60% (  ) 60-80%  (  ) 80-100% 
Sitting   (  ) 0-20% (  ) 20-40% (  ) 40-60% (  ) 60-80%  (X) 80-100% 
Driving  (  ) 0-20% (  ) 20-40% (  ) 40-60% (  ) 60-80%  (  ) 80-100% 
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JOB TITLE:   Call Center Representative             SALARY RANGE:   23 
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DEPARTMENT:  Telecommunications       NON-EXEMPT 
 
REPORTS TO:    Call Center Manager 

 

REQUIREMENTS OF POSITION (continued) 

Bending  (  ) 0-20% (  ) 20-40% (  ) 40-60% (  ) 60-80%  (  ) 80-100% 

Reaching  (  ) 0-20% (  ) 20-40% (  ) 40-60% (  ) 60-80%  (  ) 80-100% 

Manual Dexterity   (  ) Low  (  ) Medium (  ) High 

Other:  N/A 

 
_______________________________________________________________________________________________ 

Acknowledgment 
The above statements are intended to describe the general nature and level of work being performed by associates in this 
position.  They are not intended to be an exhaustive list of all duties, responsibilities and qualifications of employees assigned 
to this job. 
 
I have read the above job description and fully understand the requirements set forth therein.  I hereby accept the position 
and agree to abide by the stated requirements, and will perform all duties and responsibilities delineated. 
 
 
Associate Signature_____________________________________ Date_________________________ 
 


