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CREATING AN EFFECTIVE JOB DESCRIPTION

Δ

Background Work

1



The Employee’s Perspective

Organizational Charts

Putting Pen to Paper

Job Description Basics

Ω
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RECRUITMENT, APPLICANT SCREENING, INTERVIEW,

AND SELECTION

Recruitment

The Search

Placing an Ad

HIRING THE RIGHT RECEPTIONIST

policies. 

your practice holds with payors.

confidentiality.



Sample Job Posting

Medical Office Receptionist 
North Side Pediatric Practice is seeking a full-time receptionist. An exciting and 

challenging position is available for the right person. Make appointments for the doctor, 

assist and direct patients. Some typing and filing. High school education required. Prior 

experience in a medical office a plus. Minimum typing speed 60 wpm. Must be comfortable 

working with sick children. Competitive salary based on experience. Excellent benefits with 

opportunity for advancement. Fast-paced environment. We would like you on our team! 

E-mail resume with salary history and references to reply@NSPP.com.

Applicant Screening

deductibles. 

authorization.

philosophy.
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The Telephone Interview

Sample Interview Script

Hello! I’m __________ from Dr.__________’s office. We received 

your résumé in response to our ad. Do you have time now to talk for 

a few minutes or would it be possible to schedule some time later this 

week to briefly discuss your qualifications? (A few interchanges to 

describe the job and the practice, followed by some basic questions:)

What is it about this job that interests you?

What type of work are you doing now?

Why are you considering leaving?

What do you feel you would bring to this job?

Tell me about your training.

Tell me about your previous work experiences.

How do you feel about working with people who are ill?

When could you be available?

Name ____________________________ Rating ___________

Interviewing Possible Candidates

Evaluating the Application

Ω

Preparing for the Interview



Testing Candidates 

Fine-Tuning the Interview 
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Next Steps

Keeping the Interview Legal



Checking References

Ω

Other Considerations
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The Commitment Interview

Contingency

TRAINING AND STAFF MOTIVATION

Providing References for Past Employees



Methods of Training

Cross Training

Staff Motivation

POLICIES AND PROCEDURES MANUAL
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Praise Will Create Champions

EMPLOYEE PERFORMANCE EVALUATIONS

Developing a Fair and Consistent  Performance

Appraisal System

Ω



Establishing Performance Standards

Practice Goals

Evaluation Factors 

Sample Performance Standard 

Name: Mary Doe

Position: Accounts Receivable/Insurance Processing

Responsibility: Minimum Standards

Insurance:    80 percent of claims to carrier in 3 days, 80 percent 

paid in 45 days

Collections:    85 percent of office visits under $100 at time of service. Maintain 80 

percent collections in 120 days.

THE POWER OF FEEDBACK

COMMON EVALUATION MISTAKES
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Employee Performance

Follow a Process

Attitude:    Courteous with patients 100 percentof time. 

Cordial to coworkers and pleasant attitude.

Appearance:    Within standards for administrative 

staff members

Additional Information:

Preparing for and Conducting the Review

Common Rating Errors



Counseling

Grievance Procedures

Ω
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TIPS ON PROPER DOCUMENTATION

Only job-related information should be documented.

Documentation must be consistent and impartial. 

Be specific.

Documentation must be substantiated.

Documentation should be timely.

Misconduct

June 25, 2006

Maryann was warned about her absenteeism today as she was out again yesterday. 

Maryann has missed a total of x hours in the year. 

(Signature)

Ω

The Importance of Progressive Disciplinary Action



Progressive Disciplinary Action Is Not Always Appropriate

Is Termination Appropriate?

The Actual Termination Process

Preparing for the Termination

Privacy

Witnesses

Timing

What to Say to the Employee
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Items to Be Delivered to the Employee

Items to Be Retrieved From the Employee

•

Employee Termination Checklist




