Chief Operating Officer – Sample B (2011)


SUMMARY:  The Operations Director is a senior level management position with overall responsibility for the efficiency and effectiveness of health care delivery including scheduling, coordination, logistics, staffing patterns, supervision, training and process improvement efforts. Operates with considerable latitude and discretion to carry out center objectives.

ESSENTIAL DUTIES AND RESPONSIBILITIES 

· Develops and implements systems which facilitate efficiency and effectiveness and oversees process improvement efforts geared toward improving the quality of care, increasing efficiency, reducing errors, lowering costs, and increasing patient and staff satisfaction.

· Acts as a role model and mentor for the health center’s Customer Service Initiative by exemplifying the customer services standards and committing to the mission, vision and values.

· Provides direct supervision of department managers including Laboratory and X-ray, Health Information Management, Patient Services, Clinical Support Services, Pharmacy and Nursing.  Conducts meetings on a regular basis with each manager.

· Responsible for policy and procedure development, review, and implementation.

· Monitors established strategic indicators such as supply and demand, access and cycle times. Oversees improvement efforts to meet performance goals.

· Coordinates periodic patient satisfaction surveys and responds to patient satisfaction issues and concerns. 

· Responsible for the Quality Committee and oversees improvement processes and the Unusual Occurrence reporting process and provides periodic reporting of risk management trends to the Board and Quality Improvement Committee.

· Develops monitors and oversees departmental budgets and expenses in collaboration with department supervisors. 

· Coordinates interdepartmental and inter site functions including meetings, events, trainings, and communications.

· Coordinates with external agencies on issues related to patient access of specific populations (i.e. refugees, homeless, wellness court).

· Participates on the Senior Leadership team, Management team, Clinical Operations Committee, and ad hoc Improvement Initiatives as indicated to address organization-wide issues such as program development, training needs, safety concerns and quality assurance indicators. 

· Participates on both the staff and Board Quality Improvement committees. 

· Coordinates interpretation services including contract interpreters, staff interpreters and the Pacific Interpreters long distance translation line. 

· Participates in strategic planning and reports through the ED to the Board of Directors on clinical operations issues.

· Monitors provider and staff productivity. Participates in the management of appropriate staffing ratios based on Clinician FTE’s and budgetary constraints.  Attends provider meetings as necessary.

· Ensures agency compliance with applicable laws and regulations such as HIPAA, OSHA, Office of Civil Rights and Occupational Licensure.

NON-ESSENTIAL DUTIES AND RESPONSIBILITIES
· Acts as a representative and liaison of the health center with external agencies.

· Participates on ad hoc committees to coordinate activities impacting clinical services.

· Performs other job related duties.

SUPERVISORY RESPONSIBILITIES

Exercised:  Direct supervision of key administrative staff as indicated above.

Received:  Works under the general direction of the Executive Director.  Supervision is received through personal conference, general observation, work in progress, and occasional review by supervisor of completed work.

QUALIFICATIONS   To perform this job successfully, an individual must be able to perform each essential duty satisfactorily.  The requirements listed below are representative of the knowledge, skill and/or ability required.  Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

EDUCATION and/or EXPERIENCE
A bachelor’s degree in a health-related, social science or business administration field from an accredited college or university required.   Five years of management level experience in practice management in a health care field required.  Minimum 2 years supervisory experience in ambulatory care required.

Substitution:  A Master’s degree (MHA, MBA) in a health related, social science, or business administration field may be substituted for three years of management level  experience, with at least two years of supervisory experience.

SKILLS AND KNOWLEDGE 

Knowledge of the principles of supervision and training.

Knowledge of Center Personnel Policies and operational policies and procedures.

Knowledge of medical terminology and of medical center operations.

Skill in developing subordinates and in providing leadership.

Excellent interpersonal and communication skills; ability to work with physicians, dentists, nurses, and other professional/technical and management staff, patients and subordinates.

Thorough organization, management, and human relations skills 

Mature leadership skills with an emphasis on flexibility and teamwork 

Demonstrated experience in working with culturally diverse populations.

Thorough understanding of the issues facing Community Health Centers derived through  prior management experience and knowledge of specific operations systems of Community Health Centers, such as patient flow and billing; achievements in developing new services and patient volume.  Strong computer skills.

PRIOR KNOWLEDGE REQUIRED:

Previous experience with a multi-specialty medical group, hospital or clinic; grant administration including proposal development and budgets is preferred.

ABILITIES

Ability to analyze operations and to revise them for more efficiency.

Ability to develop and coach subordinates.

PHYSICAL DEMANDS  The work environment characteristics described here are representative of those that must be met by an employee to successfully perform the essential functions of this job.  Reasonable accommodations may be made to enable individuals with disabilities to perform the essential functions.

While performing the duties of this job, the employee is regularly required to sit; talk; hear; stand; walk; use hands to finder, handle, or feel objects, tools or controls; reach with hands and arms; and climb stairs.   Requires eye-hand coordination and manual dexterity sufficient to operate a keyboard, telephone, calculator and other office equipment. The employee must occasionally lift and/or move up to 25 pounds.

WORK ENVIRONMENT The work environment characteristics described here are representative of those an employee encounters while performing the essential functions of this job.  

Work is performed in a medical/dental office environment.  All sites are nonsmoking.

