JOB DESCRIPTION: Supv, Field Operations



Position Description

Quest Diagnostics Nichols Institute, Chantilly

Position Title:
Field Operations Supervisor
Job Number:   100813

Department:
Adventist
Grade Level:
47

Reports to:
Manager, Field Operations
FLSA Status:
Exempt


Direct Reports:
Phlebotomy Services Rep,

Location:  
Maryland


Specimen Processing Technician


 & Front Desk
Work Schedule:  
   
Date Written:  
7/21/04

                                With additional hours as required


Position Summary

The Field Operations Supervisor provides leadership and direction to the customer support areas of the laboratory and support to all customers.  This position requires general knowledge of laboratory operations including the call center, reporting schedules, and billing procedures, specimen collection, processing and reporting workflow.  To define customer service base and set standards for customer satisfaction.  To recruit, hire train and motivate a successful customer support team.

Essential Job Duties and Responsibilities

1. Collaborates with Laboratory Management to establish structure, goals and objectives for Customer Support Team (Phlebotomy, Specimen Processing and Front Desk).  Weekly contact with Laboratory Director and Medical Director to provide information and to receive direction and guidance.

2. Daily provides direction to employees and oversees all specimens processing and desk staff.  Conducts monthly meetings.

3. Ensures compliance with all professional, state and federal regulations and requirements.  Implements CAP, JCAHO and CLIA ’88 regulations.  Enforces hospital and laboratory policies, including safety policies.

4. Develops customer support training and competency programs.

5. Acts as a liaison between laboratory, internal and external customers.  Daily contact with laboratory customers to provide service, information, resolve service issues and monitors customer satisfaction.

6. Collaborates with the LIS Team to set up system for providing end user support to customers.

7. Monitors workflow and operational activity of department.  Makes appropriate adjustments to personnel and resources to maintain adequate workflow.  Prioritizes and delegates to meet deadlines and utilize resources to the fullest.

8. Maintains budgeted resources within allocated restraints.

9. Promotes laboratory compliance.

10. Performs other duties as assigned.

Physical Demands

Pleasant conditions inside.  Stooping, crouching and more than 50% sitting.  Carrying, typically, not in excess of 50 pounds for a distance up to 20 feet.  Lifting, typically, not in excess of 50 pounds up to 4 feet.  Possible exposure to body fluids.

Qualifications

Experience, Education, and Licensure

Degree in Medical Technology with registration as MT (ASCP) or equivalent, or Degree as Medical Laboratory Technician with registration as MLT (ASCP) or equivalent.

Three to five years of successful customer service, phlebotomy and specimen processing management experience, including off site services.

Advance knowledge of client response services and program applications, as well as Microsoft Office computer applications.  Familiarity with or the ability to quickly learn LIS and HIS.  Must be able to generate customized reports, employ advanced functions and optimize usefulness of all systems.

Bachelor’s or Associate degree or 5 years relevant work experience in positions of increasing responsibilities preferred

Experience providing customer service in a hospital based setting preferred.

Knowledge, Skills and Abilities                                                                                   

Good management and judgment abilities including quick problem determination and resolutions skills.  High degree of self-motivation and interest in see that the customer’s needs are met in a timely, pleasant and cost effective manner.

An interest in technology as a toll for change and improvement.

A positive, problem solving approach that sees changes as an opportunity.  Tact and flexibility in working in stressful situations.

A leadership style that utilizes collaboration, participative decision-making, team building and communication to facilitate action-oriented goal achievement at all levels.

A personal style which lends itself to close and collaborative work with staff members at all levels and which facilitates easy communication between all team members.

Effective verbal and written communication skills.

Ability to establish and maintain rapport with clients, physicians, and organizational personnel.
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