
 
 

Job Description 

 

 

Position:  Call Center Supervisor 

 

Reports to: Front Office Supervisor  

 

Hours:  Full Time (40 hours/week)  

 

FLSA Status:  Exempt  

 

Position Summary 

The Call Center Supervisor will be responsible for overseeing VCH’s Appointment Scheduling 

operations and medical charts functions as well as for preparing and evaluating organizational 

data for review by VCH’s Executive Staff.  

 

Job Responsibilities: 

 Manages VCH’s Appointment Scheduling operations and staff to ensure: 

 Timely and consistent patient access to appointments 

 Implement empanelment policies and procedures as they apply to call center  

 Remind patients of appointments 

 Adequate staff coverage to ensure patient access to appointments 

 Appointment scheduling consistent with VCH’s quality indicators and policy and  

  procedures. 

 Verify patient eligibility before appointment day 

 Monitors and analyzes patient appointment schedules to identify problems or issues 

preventing smooth patient flow. 

 Monitors the appointment schedule to ensure the schedule reflects the ability to provide 

patient care services in a timely manner. 

 Reviews staff and patient scheduling and discusses identified issues and recommendations 

with supervisor.  

 Interviews, hires and trains appointment scheduling staff. 

 Provide appointment scheduling back-up when necessary to ensure patient access. 

 Generates reports on a weekly, monthly and as needed basis to inform organizational 

decision-making and provide measurements to evaluate success of various organizational 

initiatives.  

 Ensures timely repairs and proper functioning of office equipment. 

 Identifies, develops and obtains resources for call center staff. 



 Trains staff on new policies and procedures. 

 Always maintains patient/client confidentiality; demonstrates complete discretion when 

discussing patient information. 

 Always presents a positive and professional demeanor. 

 Works toward ensuring that customer service standards are met. 

 Complies with organizational policies. 

 Supervises medical chart staff and related activities such as: request for patient charts 

(subpoenas), scanning as needed, etc. 

 Is consistently on time and ready to begin work at the start of the work day.  

 Performs additional related duties as assigned. 

 Calls patient in to give in house requests to change PCP status. 

 

Qualifications:  

 Previous experience in a call center setting. 

 Community clinic experience preferred but not required. 

 Prior supervisory experience preferred. 

 Ability to multi-task in a fast pace environment. 

 Experience with windows-based computer program. 

 Positive attitude and pleasant phone manners. 

 Excellent customer service. 

 Training and mentoring experience. 

 Type 30 wpm. 

 Ability to perform assigned responsibilities within VCH’s established guidelines in an 

organized, efficient manner. 

 Very strong verbal communication skills. 

 Ability to relate and communicate well with a diverse patient population. 

 Ability to work within a team setting.   

 Bachelor’s Degree preferred but not required education may be substituted by experience. 

 Bilingual (Spanish/English), bicultural required. 

 

PHYSICAL DEMANDS AND WORKING CONDITIONS: 
Extensive sitting. Occasional lifting and carrying items weighing up to 30 pounds.  Requires 

manual dexterity and eye-hand coordination.  Frequent typing and prolonged periods of sitting in 

front of a computer screen.  Requires corrected vision and hearing to within normal range.  

Requires working under stressful conditions. 

 

*Responsibilities and tasks outlined in this document are not exhaustive and may change as 

determined by the needs of the company. 

 

 

 

VALLEY COMMUNITY HEALTHCARE IS AN EQUAL OPPORTUNITY EMPLOYER 
 


