Chief Operating Officer – Sample D (2011)


POSITION SUMMARY:

In direct partnership with the Chief Executive Officer, and as a peer to the Chief Clinical Officer, Chief Nursing Officer, and Chief Financial Officer, the principal responsibilities of the Chief Operating Officer are to enhance internal organizational processes and infrastructure through methodologies that directly support the nonprofit organization in its mission, attainment of fiscal and programmatic objectives, continuous organizational quality improvement, implementation of the business plan, and delivery of patient-centered care.  In doing so, and in all activities, acts, and decisions, the Chief Operating Officer emulates for the benefit of all personnel the organization’s core values of quality, respect, partnership, compassion, and integrity.  All corporate officers are generalists in that they work across systems for which they possess broad knowledge, but each corporate officer is also a specialist.  The Chief Operating Officer’s areas of technical expertise include management, systems, and regulatory compliance.  To that end, the Chief Operating Officer provides highly specialized knowledge and technical skills in directly implementing and managing internal functions of the organization [i.e., day-to-day operations; strategic operations; programs and programming; operational policy and procedure; operational efficiency and effectiveness; human resource management; corporate compliance; and, information technology). The Chief Operating Officer is vested with broad decision-making authority and serves as the Deputy Chief Executive Officer whenever the Chief Executive Officer is absent.

SUPERVISION EXERCISED and RECEIVED:

The Chief Operating Officer reports to the Chief Executive Officer and directly supervises and evaluates Clinic Site Managers, the Human Resource Director, accounts receivable team, Site Specialists and the Systems Administrator.  

Assumes the duties and responsibilities and authority of the Chief Executive Officer in his or her absence or incapacitation until relieved of those responsibilities by the president of the Board of Directors

ESSENTIAL RESPONSIBILITIES:

Strategy, Vision, and Leadership

· In partnership with the Chief Executive Officer, advance a mission-driven,  values-based, and patient-centered corporate culture
· Maintain continuous lines of communication with the Chief Executive Officer, Chief Clinical Officer, Chief Financial Officer, Chief Nursing Officer, and all assigned staff

· Identify critical issues that require the attention of the Chief Executive Officer, and make recommendations for addressing and/or resolving these issues
· Develop thought leadership around specific topics and emerging practice areas

· Share in knowledge dissemination, reporting, and communications
· Contribute to the development and attainment of the organization’s strategic objectives
· Serve as the management liaison to the board of directors, effectively communicating and providing quarterly management summaries at select board meetings

· Assume the duties and responsibilities of the Chief Executive Officer in his or her absence or incapacitation until relieved of those responsibilities by the president of the board of directors

Team Development and Leadership
· Structure and lead operational teams to deliver outstanding patient-centered care
· Oversee, direct, and organize the work of support and operational teams and personnel

· Promote a culture of risk-managed, patient-centered, values-based, high-performance and continually improving practice that values learning and a commitment to quality

· Ensure that operational staff members receive timely and appropriate training and development

· Ensure that operational staff members receive helpful periodic evaluations and development reviews
· Establish and monitor assigned staff performance, assign accountabilities, set objectives, and establish priorities

· Conduct periodic development appraisals of assigned staff
Organization-Building

· Partner with the Chief Executive Officer in essential organizational development and leadership activities

· Work closely with the Chief Executive Officer to develop and implement a board-directed and long-term strategic planning process that supports values-based and patient-centered mission attainment 

· Assist the Chief Executive Officer in the quarterly review of all departments

· Promote organizational growth and financial prosperity by researching projects and developing, directing, and implementing plans for mission-driven, need-based,  improved, and expanded programs

· Manage increasing segments of information technology

· Identify best practices and improve internal systems with an eye toward future needs and budget realities

· Provide mentoring and coaching to assigned personnel who are tracked for future middle management positions

· Be a visible and approachable sounding board and information resource for executives, managers, and assigned personnel

· Conduct periodic patient satisfaction surveys and communicate findings, recommendations, and corrective action strategies, if relevant, to the  executive management team and/or board of directors

· Maintain professional affiliations and enhance professional development related to job responsibilities

Operations
· Direct the organization’s operations to meet performance, strategic, clinical, and fiscal goals

· Demonstrate successful execution of sound business strategies

· Direct and participate in acquisition and growth activities to support the overall business plan

· Direct, establish, upgrade, implement, and sophisticate an appropriate system of policies, internal controls, and procedures

· Ensure that the organization is executing its board-adopted, multi-year strategic plan and business plan as submitted to the Bureau of Primary Health Care

· Provide analytic support to the executive team, including development of internal management and reporting capabilities
· Oversee reporting and monitoring of organizational performance metrics: In specific, identify, collect, and analyze outcome metrics consistent with the organization’s business plan, health services plan, and selected foundation grant-funded programs

· Plan and implement corrective action strategies whenever the organization’s performance metrics are sub-standard, deficient, sub-optimal, or in arrears

· Assist program managers to select and develop systems for tracking key performance measures according to individual areas of responsibility

· Ensure smooth daily operations of physical facilities and equipment 

· Other operational responsibilities as may, from time to time, be assigned and/or negotiated

Human Resources

· Work through the Human Resources Director to manage and oversee the human resource function of the organization, including: non-medical recruitment; non-medical hiring; compensation; benefits administration; non-medical professional training and development; new employee orientation; non-medical retention strategies; regulatory oversight and legal compliance

· Ensure that the human resource function is properly resourced

· Represent the human resource function within the executive team
· Represent the human resource function to the personnel committee of the board of directors
Corporate Compliance
· Serve as the corporation’s Compliance Officer, and in this capacity, assure compliance with Section 330 of the Public Health Services Act, inclusive of all Policy Information Notices promulgated by the Bureau of Primary Health Care

· At such future time as the board of directors elects to secure certification/accreditation, if ever, participate as an equitable member of the executive  team to bring about, secure, and maintain such certification/accreditation

· Assure compliance with OSHA and work place safety regulations

HIPAA-Specific Compliance

Until such time as a Health Information Technology Director is appointed and oriented, oversees all activities related to the development, implementation, maintenance of, and adherence to, [CHC]’s policies and procedures covering the privacy of, and access to, patient health information in compliance with federal and states laws and the healthcare organization’s information to privacy practice.

1. Participate in selection and implementation of any clinical information system that creates, stores, or processes [CHC] information

2. Reviews all system-related information security plans, throughout the organization’s network to ensure alignment between security and privacy practices, and acts as a liaison to the information systems personnel

3. Oversees patient rights to inspect, amend, and restrict access to protected health information when appropriate

4. Serves as the information privacy liaison for users of clinical and administrative systems

5. Oversight of privacy training for office personnel, including all employees, volunteers, medical and professional staff, contractors, alliances, business associates, and other appropriate third parties

6. Oversight of developing, implementing and maintaining privacy training for the community pertinent to the office goals

7. Oversees and ensures initial and periodic information privacy risk assessments and related ongoing compliance monitoring activities

8. Works with management, key personnel, committees, legal counsel to ensure [CHC] has and maintains appropriate privacy and confidentiality consent, authorization forms, and information notices and materials reflecting current organization and legal practices and requirements

9. Establishes a mechanism to track access to protected health information, within the purview of [CHC] as required by law and to allow qualified individuals to review or receive a report on such activity

10. Oversees and ensures a process for receiving, documenting, tracking, investigating, and taking action on al complaints concerning [CHC] privacy policies and procedures in coordination and collaboration with other similar functions and, when necessary, legal counsel

11. Ensure compliance with privacy practices and consistent application of sanctions for failure to comply with privacy policies for all individuals in the [CHC]’s workforce, extended workforce, and for all business associates, in cooperation with human resource personnel, security personnel, administration and legal counsel as applicable

12. Initiates, facilitates and promotes activities to foster information privacy awareness within the [CHC] and related entities

13. Works with all [CHC] personnel involved with any aspect of release of protected health information, to ensure full coordination and cooperation under [CHC] adaptation and compliance

14. Maintains current knowledge of applicable federal and state privacy laws and accreditation standards and monitors advancements in information privacy technologies to ensure [CHC] adaptation and compliance

15. Cooperate with the Office of Civil Rights, and other legal entities, and organization officers in any compliance reviews or investigations.

The Chief Operating Officer is designated as the contact person in compliance with the Health Insurance Portability and accountability Act of 1996, ref:  Administrative requirements:  164.53.0 a(1)(ii).  In this role duties include:

1. Receive and handle complaints from patients regarding policies and procedures 
      to comply with privacy regulations dealing with:

Substance of office policies and procedures

a. Compliance with office policies and procedures

2. Report privacy activities as outlined in NNP (164.520)

3. Manage patient access to records, amendments, and complaints

4. Manage disclosures (accounting, release)

Health Information Technology

· Until such time as a Health Information Technology Director is appointed, manage the implementation of the EPIC Practice Management System
· Until such time as a Health Information Technology Director is appointed, manage the implementation of the EPIC Electronic Medical Records system
· Until such time as a Health Information Technology Director is appointed, ensure the ongoing maintenance and updating of information systems and infrastructure, including hardware, software, and technical applications

· After such time as a Health Information Technology Director is appointed, work through that Director to plan, implement, monitor, manage,  forecast and secure the organization’s technology systems, designs, and needs
· Serve as the organization’s official representative and single point of contact on all matters and communications involving the [system names]
· Represent the health information technology function within the executive team

· Ensure that the health information technology function is appropriately resourced

Professional Responsibilities
· Advance personal knowledge base by pursuing continuing education in order to enhance professional competence

· Promote individual and organizational integrity by exhibiting ethical behavior to maintain high standards

· Maintain professional affiliations and enhance professional development to remain abreast with professional literature and current health care management trends

REQUIREMENTS

Education

Masters Degree in Health Administration or a related field from an accredited institution

Certifications

ACMPE certification is preferred

FACMPE is highly desirable

Experience

At least five years of distinguished administrative experience in a primary health care setting,    with experience in a federally qualified health center or nonprofit safety net clinic preferred

Demonstrated experience in strategic planning, budgeting, root cause analysis, and personnel supervision and development required

Proven track record of success in facilitating progressive organizational change

Knowledge

· Leadership principles, theories, and practices

· Management principles, theories, and practices

· Medical office practice management

· Regulatory requirements related to occupational safety, blood borne pathogen controls, human resources, and HIPAA

· Medicare and Medicaid regulatory rules and guidelines

· Accounting, with an emphasis on the use of accounting procedures to support decision services

· Applicable regulations governing Section 330 of the Public Health Services Act and related Policy Information Notices

· PDSA, SWOT, Root Cause Analysis, Lean, and other management models

Demonstrated Ability To:

· Hire, assign, direct, and evaluate the work of others
· Lead others and achieve programmatic outcomes through their work 

· Retain, evaluate, discipline, and discharge assigned personnel within the context of the organization’s values

· Respond to all persons and publics, under all conditions, in a manner that communicates respect, sensitivity, tact, and professionalism

· Manage multiple priorities; establish priorities; attend to what is significant; and avoid crisis management

· Remain calm and poised in urgent or stressful situations

· Effectively partner with a dynamic executive team and senior leadership team

· Tolerate, and even find comfort in, ambiguity, while flexibly and nimbly working amid competing demands within a fast-moving environment to simultaneously drive toward clarity and solutions

· Resourcefully establish priorities while guiding the organization’s investment in people and systems

· Communicate effectively, orally and in writing, individually and publicly

· Plan, organize, manage, evaluate, and revise programs and projects;
· Lend excellent judgment and creative problem-solving skills, including negotiation and conflict-resolution skills

· Anticipate problems and barriers and implement effective pro-active strategies

· Operate as an effective tactical, as well as strategic, thinker and leader
· Earn the respect of all CHC personnel
· Maintain corporate confidentiality, except as described in the organization’s Whistle Blower policies

· Use Microsoft Office Suite of products

· Operate with excellence in mind in all matters, with the confidence to defend and debate ideas
· Ignite in others a passion for the mission of [CHC]
Other Qualifications

· Valid driver’s license and proof of automobile insurance
· Ability to pass a pre-employment drug screen criminal background check
· Commitment to the mission, vision, and values of [CHC]
· Qualifications specific to HIPAA:

· Knowledge and experience in health information storage, policies
· and process

· Knowledge and experience in information privacy laws, access, 
· release of information, release control technologies and clinical 
· information systems applications

· Knowledge in, and the ability to, apply the principles of health 
· information management 

WORK ENVIRONMENT

Physical Demands: Sitting for long periods of time, eye-hand coordination and manual dexterity sufficient to operate machines, equipment and tools required for this position; some lifting, bending, reaching, pushing and carrying, vision and hearing must be corrected to normal ranges 

Hazardous Conditions: Exposure to infectious diseases; potential exposure to physical violence

Work Conditions: 100 percent indoors

Exposed To: Cold/heat controls; close contact with sick people

Machines, Equipment, Tools, and Supplies Used: Computers; postage machine; fax; copier; calculator; multi-line telephone system; scanner; presentation projectors; easels; white boards
Multiple Duties: The work environment is characterized by frequent interruptions while requiring the ability to maintain focus
This job description is intended to provide only basic guidelines for meeting job requirements.  Responsibilities, knowledge, skills, abilities, and working conditions may change as organizational needs evolve.

