
 
 
 

Job Description 
 

Position Title: Phone Operator 

Department: Reception 

Reports to:           Clinic Manager  

Type:   Full-time 

Submit Resume:  To Santos Martinez, Human Resources Generalist at 

smartinez@fhccgla.org. 
  

 
Position Summary: 

 
The phone operator is responsible for answering all incoming calls and redirecting them to the 

correct extension.  

 

Responsibilities: 

 
 Main responsibility is to ensure that all incoming phone calls are answered in a prompt 

and timely manner. It is required that all in-coming calls are answered within 3 rings. 

 Ensure that he/she conducts self in a clear and friendly manner when answering the 

phone. 

 Routes all phone calls to appropriate person. 

 Instructs all clients as to eligibility requirements when asked. 

 Notifies the Director of Clinic Operations regarding any faulty or technical problem 

related to the telephone system. 

 Assists in calling patients to confirm their next day appointments. 

 Assists patients by providing information and answering questions accurately as needed. 

If unable to answer a questions will forward the call to the appropriate person. 

 Other duties as assigned. 

 

Responsibilities: 

 Answer telephones with greeting in a courteous and timely manner for proper 

transfer, re-routes telephone calls. 

 Answer telephones by identifying the department, themselves by first and last name.  

 Answer all calls by third ring. 

 Allow telephone caller to respond prior to being placed on hold. 

 Sort messages for departmental personnel. 

 Check and retrieves answering service for saved messages. 
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 Inform staff and volunteers of arrived visitor by calling direct ext. first, if no answer, 

page over intercom no more than twice. 

 Provide, on phone or in person, accurate, reliable information regarding Clinic’s 

services. 

 Make reminder phone calls for next day scheduled appointment. 

 Will cover appointments desk as necessary to make and change appointments ensure 

that patients do not have to call our facility more than once to initiate a request for an 

appointment. 

 Updates /modifies patient demographic data according to front office policies. 

 Maintains a neat, clean and safe work area for which employee is specifically or 

generally responsible.  

 Maintain privacy and confidentiality o both patient and employee with regard to 

medical data information. 

 Demonstrate a positive, proactive, can do attitude in responding to customer needs. 

 Assist in the resolution of patient phone complaints/ problem. 

 Works cooperatively and effectively with others. 

 Seeks out additional duties to promote continuity of operations. 

 Completes assignments by the end of the scheduled shift.   

 Communicates work related problems and reports to the Department Supervisor and 

Lead. 

 Other duties as assigned. 
 

Policy/procedures regarding conduct in the work place: 
 

 Observe regulations on time card use and reporting. 

 Maintain attendance as per policy. 

 Maintain a clean and safe work area. 

 Observe general Safety/Employee Health policies and procedures including Fire 

regulations. 

 Maintain a current annual health screening. 

 Maintain the privacy and confidentiality of clients with regard to personal records and 

program issues development. 

 Display clearly visible identification. 

 Treats all employees, clients, neighborhood committee members with respect, dignity and 

in a courteous and professional manner in accordance to non-discriminatory policies and 

procedures and Union Agreement. 

 Conduct only work related conversations when clients are waiting for service. 

 Do not discuss other staff members, policies, problems or medical care in public areas 

of clinic. 
 

Qualifications/Skills & Abilities: 



 
 

 

 Experience in a medical office setting preferred. 

 Ability to handle multiple tasks and work in a busy environment including heavy 

telephone duty. 

 Promote and provide the means for a working team relationship within Front Office 

and other departments. 

 Organized, flexible, thoroughness, dependability and attention to detail. 

 Able to work and communicate effectively with people of diverse culture, education 

and economic backgrounds. 

 Ability to move/lift up to 15 pounds. 

 Strong communication, interpersonal skills, and problem solving skills. 

 Strong verbal and written skills. 

 Ability to communicate both verbally and in writing. 

 Ability to perform tasks in hectic work environment. 

 Adaptability to program, changes, modifications. 

 Spanish-speaking required. 

 Willingness to adapt to changes in agency growth and expansion. 

 Experience in a medical office setting preferred. 

 Ability to handle multiple tasks. 

 Computer experience. 

 Typing at least 25 wpm. 

 High School Diploma or Equivalent. 

 Able to promote and provide the means for a working team relationship within front 

office and other departments. 

 Organized, flexible, thoroughness, dependability and attention to detail. 

 Able to handle heavy telephone duty. 

 Able to work and communicate effectively with people of diverse culture, education, 

social and economic backgrounds. 

 
 
 
 


