Marshfield Clinic

Page 1 of 4
PATIENT ASSISTANCE CENTER COUNSELOR

JOB DESCRIPTION

Position Title:  Patient Assistance Center Counselor
Position No:       
Department:  
Patient Assistance Center
Cost Center:  824
Reports To:
Patient Assistance Center Manager
Division:  Support
Job Summary:  Responsible for interviewing, verifying insurance benefits, assisting and performing case management for uninsured and underinsured patients referred to Patient Assistance Center in regards to their medical, social and financial needs.   Reviews, evaluates and coordinates health insurance benefits available through public and private health care coverage programs to ensure payment for scheduled clinic services.  Determines and coordinates financial eligibility for patient's participation into the Indigent Drug programs, Community Care, Community Health Access, Senior Care and other available programs.  Acts as a resource to PAC Helpline staff, Regional Center and Patient Care staff.  Provide guidance and positive leadership in day to day activities, including interaction with Family Health Center, Hospital staff, Community Health Access, Outstationing, FHC Pharmacy and external public and private program agencies.
Job Duties  

A) Essential Duties and Responsibilities:

1. Regular attendance is an essential function of the position.

2. Interviews and counsels underinsured and uninsured patients utilizing Marhsfield Clinic services to determine financial eligibility for Indigent Drug programs, Medical Assistance,  health care coverage programs, Family Health Center, Community Care, Community Health Access and Angel Funds.  Frequency:  Daily
3. Performs ongoing case management for continuous coverage and program compliance and coordinates results and information to Patient Care departments and program staff.  Frequency:  Daily
4. Responsible for reviewing and interpreting income tax papers, self-employment, and income and asset criteria for patients enrollment into health care coverage programs.  Frequency:  Daily
5. Interviews, coordinates and performs case management of insurance or agency information on specialty clinics.  Advises specialty clinic staff of financial findings, payment arrangements or Community Care eligibiltity.  Frequency:  Daily/Weekly
6. Communicate CHA program availability, educate potential participants about primary and preventative services available through Community Care/CHA program and assists patients in completing health needs assessment forms.  Frequency:  Daily
7. Reviews upcoming procedures for CC/CHA patients to determine medical necessity and CC prior authorization requirements are met.  Frequency:  Daily/Weekly
8. Coordinate scheduling of medical appointments throughout Marshfield  Clinic system for program participants.  Frequency:  Daily/Weekly
9. Assist in maintaining financial and social case management files and detail records for families, coordination of member materials, and entering program statistics for grant reporting purposes.  Frequency:  Daily/Weekly
10. Evaluates, confirms and documents third party payer coverage.  Frequency:  Daily
11. Coordinates appointments, referrals and Community Care for all patients who seek care through free clinics.  Frequency:  Daily/Weekly
12. Obtains appropriate prior authorizations for stem cell, bone marrow harvest patients, high dose chemo, reinfusion and recovery fees for Marshifeld Clinic and associated Hospitals.  Frequency:  As needed.
13. Trains new staff and Regional Center staff on Indigent Drug programs, Community Care, Community Health Access and all available financial programs and is a resource to physicians, patients and pharmacies.  Frequency:  As needed.
14. Interacts with Well Women, CMN,  Hospitals, Department of Social Services, County Case Workers, Veterans, etc to ensure patients referral needs are met.  Frequency:  Daily
15. Provides financial counseling to patients needing special payment arrangements.  Frequency:  Daily
16. Works closely with PAC management and hospital/clinic personnel when new and unusual medical services are scheduled.  Frequency:  As needed.
17. Gathers all insurance eligibility, terminations, social security numbers and resource information for Clinic's accounts receivable system.  Frequency:  Daily
18. Documents all patient interviews and contacts and records action taken.  Frequency:   Daily
19. Maintains a thorough knowledge of insurance carriers policies and benefits levels, and all government programs, available through County agencies in the State of Wisconsin.  Frequency:  Daily
20. Refers community health issues of the patient to Community Resource Department.  Frequency:  As needed.
21. Addresses and resolves complex financial questions and concerns which are diverse in nature.  Frequency:  Daily



B) Additional Duties and Responsibilities:

1. As other duties are assigned.

2. Evaluated credit bureau reports
3. Provides back-up for other PAC duties.
4. Assist in development of billing protocol for new procedures and services.

C)  Core Competencies
1. Perform duties in manner consistent with Marshfield Clinic Policies/Procedures and Corporate Compliance Program.

2. Provide clear, appropriate and timely communication to promote a team environment throughout the department and Clinic system.

3. Comply with Marshfield Clinic’s Customer Service Standards.

4. Promote and contribute to safety as defined in the Employee Handbook and Clinic Policies.

5. Participate in education, instruction and professional development as necessary to maintain job-related skills and competencies.

6. Follow Patient Assistance Center expectations and processes.
Qualifications

A) Education:  High school graduate with business background required.   Medical terminology and CPT coding required within one year of hire.  Continuing education and developing additional skills via Corporate Education, seminars and classes are essential.

B) License/Certification:  none

C) Experience:  Three to four years previous business office, health insurance or physicians office experience required.  Must possess excellent customer service skills with caring and understanding attitude.
D) Exclusion from Federal Programs:  Employee may not at any time have been or be excluded from participation in any federally funded program, including Medicare and Medicaid.  This is a condition of employment.  Employee must immediately notify his/her manager or the Clinic’s Compliance Officer if he/she is threatened with exclusion or becomes excluded from any federally funded program.
Personal Attributes Required:  Must have ability to exercise discretion in management of confidential information.

Establish and maintain effective working relationships.

Use Logical reasoning principles.

Maintain self-control under stressful situations and workload pressures.

Learn new technical skills and responsibilities related to the position willingly. 

Work independently with a keen analytical sense.  

Understand the need for teamwork.

Maintain a pleasant, patient and well mannered disposition.



Physical, Mental and Visual Skills:  
Reguired to see data displayed on computer screens, forms, records, reports, etc.

Required to read and interpret computer screens, forms, records and other materials related to the position.

Required to hear employees and patients in order in interact.

Required to verbally express themselves during interviews, telephone calls and working duties.

Required to move around the department several times a day.

Required to have dexterity of hands and fingers.

Required to sit for extended periods of time.

Required to reach for reference books/materials.

Ability to use computer and keyboard.

Manage time, change, pressure and deadlines.

Recognize and respond appropriately to negative feedback.

Solve problems and interpret instructions.

Communicate in a friendly and professional manner.

Special Factors:  none
Working Conditions:       
The above statements are intended to describe the general nature and level of work being performed by the person assigned to this position.  Essential job functions are intended to describe those functions that are essential to the performance of this job, and additional 
job functions include those that are considered incidental or secondary to the overall purpose of this job.

This job description does not state or imply that the above are the only duties and responsibilities assigned to this position.  Employees holding this position will be required to perform any other job-related duties as requested by management.  All requirements are subject to possible modification to reasonably accommodate individuals with a disability.
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