HIGH PLAINS COMMUNITY HEALTH CENTER
Performance Based Job Description – Patient Facilitator

Major Goal:  
To achieve excellence in providing accessible primary health care services 

to the people of Southeastern Colorado with particular concern for the



unserved and underserved.

Specific Goal:  Care is provided on a patient centered basis characterized by excellent 



 customer service, timely appointment scheduling and rapid visit cycle 



 times.

Supervisor of Position:  Medical Operations Supervisor
Key Result Areas





Benefit
KRA #1


Qualifications


Quality

KRA #2


Phone Work


Triage

KRA #3


Records


Documentation

KRA #4


Greeting


Organization

KRA #5


Patient Prep


Information
KRA #6


Provider Assistance

Efficiency

KRA #7


Patient Check-out

Closure

KRA #8


Ancillary Responsibilities
Order

KRA #1
Supportive Goal:  Patient Facilitators are employed with the skills 

Qualifications


     necessary to accomplish the Major and Specific





     Goals.



Performance Standards:  The desired results in the area of Qualifications






    will have been satisfactorily performed when:

1. The Patient Facilitator has traits which include a warm, friendly and helpful demeanor, demonstration of team participation, willingness to learn all skills needed and grace under pressure.
2. The Patient Facilitator has at least a high school degree or equivalent.

3. The Patient Facilitator is able to follow oral and written instructions and comply with personnel policies.

4. A reference check produces at least three (3) positive references.

5. The Patient Facilitator has some training or experience with basic

computer skills.

6. The Patient Facilitator has a wide range of physical capabilities which include being on their feet for up to eight hours per day, moving at a rapid pace from place to place within the building, lifting up to 30 pounds and assisting non-ambulatory patients, climbing stairs, sitting in one place for up to four hours at a time which includes telephone answering and computer usage of up to eight hours per day.
7. The Patient Facilitator has Spanish oral and written skills (not required).

KRA #2
Supportive Goal:  Phone calls are managed in a professional and efficient 

Phone Work


     manner.



Performance Standards:  The desired results in the area of Phone Work 





    will have been satisfactorily performed when:

1. Appointments are scheduled per protocols.

2. Calls are directed to the appropriate person.

3. Knowledge of the phone system is acquired.

4. Calls are handled in a friendly professional manner.

5. Calls are managed such that callers are on hold a minimal amount of 

time.

KRA #3
Supportive Goal:  Clinical records are managed per High Plains 

Records


      protocols and HIPAA requirements.



Performance Standards:  The desired results in the area of Records will






    have been satisfactorily performed when:

1. Center and HIPAA guidelines are understood and followed.

2. Pulling and filing charts are done per Center protocols.

3. Documents are placed in the chart per Center protocols.

4. Records and patient information are released per Center and HIPAA protocols.

KRA #4
Supportive Goal:  Patients are greeted in a warm friendly manner 

Greeting


     and directed to the appropriate location.



Performance Standards:  The desired results in the area of Greeting






    will have been satisfactorily performed when:

1. Patients are greeted in a warm and appropriate manner as they enter the building.

2. Patient’s confidentiality is respected.

3. Walk-in patients are managed.

4. Urgently ill patients are recognized and managed per protocols.

5. Communication is maintained with team members as to patient’s arrival.

6. Copies of insurance cards are made and given to medical records.

7. Patient co-pays are collected.

KRA #5
Supportive Goal:  Patient Facilitators will ensure providers have the 
Patient Prep


     information and resources to facilitate care.



Performance Standards:  The desired results in the area of Patient Prep






    will have been satisfactorily performed when:

1. All exam rooms are set-up and stocked the same.

2. Patients are moved from the waiting area as quickly as possible.

3. Vitals are taken and documented per Center protocols.

4. Registration and insurance information is collected and entered into the computer.

KRA #6
Supportive Goal:  Patient Facilitators will perform all duties except what 

Provider 


     has to be clinically done by the provider.

Assistance






Performance Standards:  The desired results in the area of Provider 






    Assistance will have been satisfactorily 






    performed when:

1. Team members maintain radio communication with their provider, if 

not physically in the exam room.

2. Assistance is provided with documentation as requested.

3. Patients are provided services such as lab samples, blood draws, x-rays or injections as requested by the provider.

4. Patients are provided referrals to specialists, hospitals, or other resources as needed.

5. Any paperwork in regard to the visit is completed.

6. Standing orders are followed as requested.

KRA #7
Supportive Goal:  End of visit tasks will be completed in a competent and
Patient



      and professional manner.

Check-out



Performance Standards:  The desired results in the area of Check-out will






     have been satisfactorily performed when:

1. Fee slips are completed with the appropriate coding.

2. Charges are calculated.

3. Co-pays are collected, as possible.

4. Follow-up appointments are made as needed.

5. Charges are posted.

6. Collaboration with the billing or outreach department is done as needed.

7. The patient is thanked for using our services and invited back.

KRA #8
Supportive Goal:  Tasks are completed which ensure smooth patient flow Ancillary


      and compliance with external regulations.
Responsibilities




Performance Standards:  The desired results in the area of Ancillary






    Responsibilities will have been satisfactorily 






    performed when:

1. Tasks are completed as determined by team decision making.

2. Ordering and processing of supplies per Center protocol is completed.

3. Bio hazard wastes are handled per Center protocol.

4. Sterilization is performed per Center protocol.

5. Logs are maintained per Center protocol.

6. Other tasks as needed are done per Center protocol and team delegation.
