STATEMENT OF WORK

CENTRAL APPOINTMENTS CLERK

Military Treatment Facility

The Contractor shall provide all services and labor required to accomplish the performance of Central Appointments Clerk duties as specified, in strict accordance with all terms, conditions, general and special provisions, specifications, attachments, etc., contained herein or incorporated by reference.

FTEs, HOURS, SCHEDULES

1.  Full Time – (Quantity) full time equivalent (FTE) Central Appointments Clerks

Full Time will consist of 40 hours per week.  Two weeks (10 work days/80 hours), leave/vacation, up to five workdays/40 hours paid sick leave per contractor's benefit year, and 10 days of Federal Holiday will be granted to each full time Central Appointments Clerk.

Leave hours shall be prorated for other than full time contractor personnel used in performance of this contract.  Schedules will consist of eight hours per day (not to include lunch or breaks) Monday - Friday 0700-1600 or 0730-1630.  One hour will be allotted for lunch/breaks.  Adjustments to shift/hours maybe made per mutual agreement between the contract provider and the MTF.  Scheduling of leave shall be coordinated with the NCOIC, Managed Care.

2.  Weeks per year - 52

3.  Hours of work per year - 2080

4.  Anticipated overtime - None

5.  On call service - None

6.  Telephonic availability during non-duty hours - None

7.  Backup personnel if clerk unavailable - Yes, contract provider to notify Managed Care of primary personnel non-availability for reasons other than authorized and scheduled absences and provide backfill NLT three (3) days after start of assigned shift.

QUALIFICATIONS

Contractor-furnished personnel shall comply with all applicable managed care support contract requirements including, but not limited to: privileging requirements, utilization review/management criteria and procedures; quality assessment procedures and criteria; and peer review and quality of care reviews in accordance with the policy, procedures and regulatory provisions established for government practitioners (32 CFR 199; TRICARE Policy Manual, Volume II, Chapter 2; Section J-2, Addendum A and B, 

Section J-4 documents 1, 6, 7, and 8; and Section J-3, Attachment 14, as well as any MTF policy requirement.

All regulations, policies, standard operating procedures will be made available to all contractor-furnished personnel for familiarization and to ensure compliance in performance of services.

1.  Required education/experience:  Experience with Composite Health Care Systems (CHCS) is desirable but not mandatory.  Familiarization with medical terminology is desirable but not mandatory.  Familiarization with MS Word and Excel is desirable.  Basic office functions is desirable. 

SPECIFIC TASKS/DUTIES

1.  Performs the full spectrum of services trained in:  Central Appointments Clerks will be supporting current staff in Managed Care.

Job Summary:  Schedules medical appointments by using CHCS computer terminals for numerous providers in various clinics.  Schedules pertinent patient appointments by electronic mail.  Follows predetermined guidelines in setting up appointments for numerous providers assuring that efficient use is made of the provider’s treatment time.  Converts appointment types which have shortfalls depending on patient priority and demand.  Ensures all patients are eligible through the use of the Defense Enrollment Eligibility Reporting System (DEERS).  Ensures patients not registered are appropriately registered and records location identified.  When a patient is registered, ensures all registration data is current and updates as required.  As necessary, contacts medical officers and patients in the resolution of problems and conflicts concerning the scheduling of appointments.  Submits productivity reports as required.  Aids in resolving patient complaints regarding the appointment system.  Performs basic office functions (typing, filing, copying etc.).  Safeguards patient privacy and confidentiality.  Focuses on customer satisfaction.

2. Workload Information (if applicable) - N/A

3. Specific tasks that would not be included in (1) above - N/A

4. Clinical Oversight/Quality Assurance:  Clinical oversight and quality assurance will be provided by the Lead Appointment Clerk and the NCOIC, Managed Care.

Personnel performing services at the MTF shall comply with Government/MTF Regulations, MOUs, SOPS, etc. regarding administrative services, patient confidentiality, interactions with Government personnel, MTF security, QM/UM participation, Government property, etc.  All regulations, policies, and Standard Operating Procedures will be made available to all contractor-furnished personnel for familiarization and to ensure compliance in performance of services.  Additionally, the provider shall attend all Government-provided orientation and training necessary to perform daily duties on a Government installation.

LOGISTICS

1.  Government will provide all facilities, equipment, and services (ancillary and administrative) for the contractor provided personnel to enable them to perform the above services at the MTF except those noted which will be supplied by the contractor/provider.  Individuals will be required to complete computer security/access training.  Initial Composite Health Care System (CHCS) training of one-to-two, 4 hour sessions can be accomplished by the systems office or unit super user.  Unit specific training will be accomplished by the CHCS super user.

LEGAL

Contractor is liable for theft, loss, or misuse by contractor provider personnel of provider/government property.

