 STATEMENT OF WORK

MEDICAL ADMINISTRATIVE CLERKS

The Contractor shall provide all services and labor required to accomplish the performance of Family Practice Medical Administrative Clerk Duties (four full-time equivalent (FTE) positions) as specified for the Military Treatment Facility, in strict accordance with all terms, conditions, general and special provisions, specifications, attachments, etc., contained herein or incorporated by reference.  

FTEs, HOURS, SCHEDULES

	5.  Full Time or Part Time

Up to three weeks (15 work days) paid leave/vacation, in accordance with the contractor’s employee’s benefit plan or employee contract, and ten paid Federal holidays per year will be granted to each Medical Administrative Clerk.  Backfill of personnel is not required for authorized leave.  The contractor shall identify the amount of leave entitled by employee plan/contract to the COR for any person hired to perform services under this delivery order.  Vacation or leave in excess of the contractor-allowed entitled vacation/leave amounts or the “up to” amounts stated above, whichever are less, will not be paid by the Government.
	Schedule:  Eight hours per day during normal business hours.  Exact schedule shall be mutually agreed between MTF and Contractor



	2.    Weeks Per Year
	52 per FTE

	3.    Hours of Work Per Year 
	2,088 per FTE

	4.    Anticipated Overtime
	NONE

	6.  On Call Service 

(On-Site or Telephonic)
	Not Required

	7.  Backup Personnel if Medical Administrative Clerk  unavailable


	Not Required



QUALIFICATIONS

Position Sensitivity Designation.  The Medical Administrative Clerk positions described herein have a position sensitivity designation.  The contractor shall ensure that the Clerks complete all required Government forms (SF 85P – Questionnaire for Public Trust Positions, and FD 258 – Applicant Finger Print Card, etc., as required by DoD 5200.R, Personnel Security Program) and provide them in the manner required and in sufficient time to allow for timely processing. 

	Required Education/Experience
	Medical Administrative Clerks shall:

- Possess a high school diploma or G.E.D. equivalent.

- Speak, read, and write English.

- After an initial training period, have sufficient experience to be capable of performing their duties with only periodic oversight.  


SPECIFIC TASKS/DUTIES

	1.  Performs the Full Spectrum of Services of a person trained in: Medical Administration
	Medical Administrative Clerk duties, including:

· Performs a variety of receptionist and other clerical duties in support of patient care and treatment at the  Family Practice Clinic, MTF.  While the Medical Administrative Clerk shall work primarily as an appointment clerk, the Clerk shall perform receptionist duties and other various clerical tasks to assist staff members as necessary.    Uses the Ambulatory Data Module (ADM) and Composite Health Care System (CHCS) computer terminal in performance of duties.  

1.  Scheduling/Coordinating Appointments:

· Uses computerized appointment system (CHCS) to           schedule various types of appointments, which are made both telephonically and in person.

· Verifies patient information and makes corrections in CHCS if needed with each request for an outpatient visit.

· Uses computer terminal to input patient information and book the appointment by inputting appropriate codes for various types of appointments, patient’s military status, health care provides, etc. When system is down, maintains data manually and inputs later.

· Coordinates appointments with otherclinics as required.

· Ensures all treatment requested by the provider has been scheduled; reschedules appointments when necessary.

· For patients requesting same-day appointments, asks appropriate questions based on clinic guidelines to determine the nature and duration of symptoms; initiates telephone consultation form as needed and gives to appropriate provider. If patient has severe symptoms as specified in triage protocols, the clerk is expected to make same-day appointments without consulting professional staff.

· Adds patient names to waiting list, if necessary. Calls patient on waiting list when appointments become available. Creates a manual schedule for health care providers as required when automated system is down or for short periods of time.  

2.  Receptionist duties:

· Greets all visitors and determines the nature of the visit. Checks ID cards and verifies DEERS eligibility. Checks in patients electronically using computer terminal; or manually if the system is down.  If required, annotates patient’s appointment time and the time they reported in. Places patient’s medical record in appropriate location. Fills out third party collection sheet for patients who have other health insurance.  For patients requesting prescription refills, prepares telephone consult, requests medical records and gives request to physician.

· Inserts date and stamps clinic and patient identifying information on all supporting documents in medical records.   

· Screens walk-in patients to determine purpose of visit and eligibility for treatment. Explains clinic appointment procedures and coordinates walk-in appointments with health care provider.  Observes patients for obvious signs of discomfort, illness or distress and notifies professional staff of perceived emergencies.

· Answers telephone; obtains identifying information and determines the urgency of the call. Refers caller to appropriate staff member. Takes messages. Applies clinic guidelines concerning release of patient information. Transfers misdirected calls to the appropriate number.

· Explains delays in operating schedules as appropriate. Tries to resolve complaints of an administrative nature and refers other complaints to appropriate authority. Provides requested information and assistance to patients whenever possible; refers patients to other appropriate sources for information if necessary.

3.     Performs various other clerical tasks to assist staff members. For example, assures providers have their appointments rosters and administrative medical records and uses computer terminal to obtain requested patient information.  As required, calls patient from waiting area and escorts them to exam room.  

· Maintains/stocks forms needed at front desk.

· As required, types routine correspondence, progress reports, medical statements, and memoranda. Is responsible for proper format, spelling and punctuation. Due to routine nature and limited amount of correspondence typed, services of a qualified typist (i.e. 40 words per minute) are not required.



	2.  Workload Information


	N/A


Medical Administrative Clerks performing services at the MTF shall comply with Government/MTF regulations, MOUs, SOPs, etc. regarding administrative services, record keeping, patient referrals, interactions with Government personnel, MTF security, 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 contractor-furnished personnel shall attend all Government-provided orientation and training necessary to perform daily duties (e.g. CHCS training) on a Government installation.

LOGISTICS

	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. 

Government instructions/guidelines (as stated in Specific Tasks/Duties, above):

1.  Instructions for making appointments and no-shows: instructions will be given Specify Organization Outpatient Records, MTF as part of employee orientation.

3.  Clinic guidelines concerning questioning patients about nature and duration of symptoms: guidelines will be furnished as part of contractor employee orientation.


	


LEGAL

1.  Contractor is liable for loss, theft, or misuse by contractor-provided personnel of provider/Government property.
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