BOSMA ENTERPRISES
JOB DESCRIPTION

Position Title:

Louisville Call Center Beneficiary Service Representative 
Status:

Non-exempt
Reports to:

Contact Center Manager
Overall Responsibility: 

Effectively answer inbound calls utilizing available resources.  Resolve customer service issues in a professional and courteous manner.  Effectively communicate information with internal and external customers.  Prioritize workload to continuously answer incoming calls and maintain established schedules and deadlines.  Utilize information systems for maintenance and reporting issues.

Education and Experience:

· High school diploma or GED required.  Four year college degree preferred.  (May substitute equivalent education and/or experience for degree).  
· Two years experience in Customer Service and/or Call Center industry required.  
· Proficiency with Assistive Technology required.  
· Two years technical experience in a managed care environment desired.  
· 1 – 3 years of military, healthcare, or managed care or related experience desired.  
· U.S. Citizenship required
Required Skills and Abilities:  

· Excellent interpersonal skills to include active listening and the ability to promptly respond to customers’ needs.
· Ability to communicate effectively and professionally, both orally and in writing, to meet the needs of the organization and its customers
· Ability to be proficient in Microsoft applications with speed and accuracy.
· Ability to type a minimum of 35 WPM.
· Ability to define problems, establish facts and draw valid conclusions. 
· Ability to input customer data into prescribed computer software concisely, accurately and in a timely manner.
· Ability to use an internet interface to input data.
· Ability to spend extended periods of time seated at a computer work station while using a headset, telephone and computer.
· Ability to interact well in a team environment
· Ability to proactively problem solve. 
· Ability to handle confidential files and data with discretion.

· Ability to be a self-starter capable of being organized and multi-tasking with little or no supervision.
· Ability to be dependable both in attendance and job performance.

· Ability to work varied hours and rotating shifts as business needs dictate.
Job Duties and Responsibilities:
The essential functions of the Call Center Beneficiary Service Representative position consist primarily of, but are not limited to, the following:

· Greet callers, establish rapport and project professional tone within established service standards.

· Utilize prescribed software to document customer data and follow-up with little or no supervision
· Provide prompt follow-up, both internally and externally, on customer requests.
· Address customer issues, assuring that contract service levels and objectives are met. 
· Respond to and manage all contract calls using customer-oriented etiquette.
· Maintain proficiency with technology used in the day-to-day operation of the Call Center. 
· Maintain strict confidentiality of sensitive customer and company information.
· Effectively manage and adapt to change within the organization with a positive attitude.
· Follow all Bosma policies, process, and procedures.
· Contribute to the overall efficiency and effectiveness of the call center by performing other duties as assigned.
Core Values:

· Bosma Industries is committed to open and honest communication among all employees; all sharing the responsibility to listen to the ideas and suggestions of others.

· Bosma Industries employees will work to cultivate a positive work environment that encourages creativity, values teamwork, shares successes, and rewards excellence.

· It is the expectation of Bosma Industries that all employees, visitors, and community contacts be treated with a sense of fairness, cooperation and respect.

· At Bosma Industries we conduct ourselves with integrity and honesty; performing all duties and responsibilities legally, ethically and with professionalism.

· Bosma Industries employees are committed to maintaining the confidentiality of other employees, program participants, and Bosma information.

· Bosma Industries employees work to secure a safe and healthy work environment.

Job Description Acceptance and Acknowledgment:

· I have reviewed and understand the above position description and believe it to be accurate and complete.  

· I agree management retains the right to change this position description at any time and will provide me with written revisions and addendum prior to the installation of the new policies or requirements.

· I will be provided a copy of the Staff Handbook if I am a new employee detailing other requirements and responsibilities, in addition to those stated in this document.

· I understand that it is my full responsibility for assuring that the functions of this position are carried out as required by management.

· I acknowledge that I will be evaluated on at least an annual basis with respect to overall performance.

Signature of Employee:
____________________________________

Signature of Supervisor:
____________________________________

Date:


____________________________________

Job Description Revision Date: 11.15.10 by jwm
Job Description Review Date:
____________________ by: ________ (please initial) 

