JOB DESCRIPTION

Designation:Call Center Agent

Name: DarineFallah
Section/Department: Customer Service Department
Reporting to: Supervisor

Responsible for/Reporting Staff:

Purpose and Scope of the Job

Underthedirectsupervision,thecallcenteroperatoranswersphonecalls,takesdownmessages,
scheduleappointmentsandperformsmiscellaneousdutiesasrelatedto hisjob.

Main Duties and Responsibilities/Performance Standards

1 Answerallin-comingtelephonecallsanddisposeofproperlyviaappropriatetransfer,
takingdownmessageorfollow-upandreturncall

2 Routeallcallstoandfrom the callcenter.

3 Routinelychecksthequeuetomonitorcallsholding

4 Routeallcallsappropriately

5 Appointment confirmation

6 Booking appointments for all doctors and other services

7 Distributechangeofphysicianscheduleinformation;appropriatelydocumentthechange
andre-schedulepatientsas indicated

8 Monitoringallschedulesforerrorsoroverbooking

9 CallorsendSMS topatientsthathavemissedtheirappointment

10 | Out bound tasks (survey, follow up , EDD, Etc...)

11 Keeparecordof thenumberofpatientsrescheduledforeachdoctor

12 Attendandparticipatesindevelopmentprograms

13 Participatesinworkshopsandprograms

14 Maintaincertificationwhereapplicableandcontinueto improveskills

15 Review doctor’s clinic cancellation and reschedule all appointments

16 | Crosstraintootherpositionsasneeded

Qualifications, Competences and Skills

Education

| Diploma or BachelorDegreein anycourse

Experience

| 1 year experiencedirectlyrelatedtothedutiesandresponsibilitiesspecified.

Licensure

| Not Applicable

Language

| Highproficiencyin ArabicandOperational EnglishLanguages.

Computer Proficiency

| Computerliteracy

Performance Competencies

1 Strongcommunication, listeningandinterpersonalskills.

2 Abilityto interact, communicate and be helpfulwithpeople,ofteninstressfulsituations.

3 Skillintheuseofpersonalcomputersandrelatedsoftwareapplications.

4 Abilitytoanalyzeandsolveproblems.

5 Highskillsinpublicrelationsandcustomerservice

Principle Working Relationships and Remarks

Patients,visitors
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