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Planned Parenthood Greater Memphis Region 

Call Center Representative 

 

Reports to: Health Center Manager 

 

Summary Description: The Call Center Representative works in a team approach to increase 

clinic efficiencies and provide exceptional customer service. Work cooperatively with other call 

center staff to answer and triage phone calls and schedule patient appointments. Communicate 

effectively and appropriately with patients and customers.  Must have exceptional speaking and 

listening skills in order to engage with patients.  Create a positive first impression with callers by 

providing professional, caring and efficient service. Perform duties to ensure productivity 

expectations and compliance standards are met. 

 

Principle Responsibilities 

 Answer a high volume of incoming calls in a customer friendly and professional manner.  

Schedule appointments for clients accordingly.   

 Demonstrates exceptional customer service. 

 Collect all required information including insurance data and CAPS forms as appropriate 

during calls. 

 Directs calls to the appropriate affiliate staff. 

 Maintains patient and customer confidentiality at all times. 

 Respond appropriately to calls that require following established emergency procedures. 

 Participate in trainings and meetings as needed.   

 Screens clients’ financial status and confirms fee information.  

 Provides client information per Planned Parenthood policies and protocols.  

 Consistently provides excellent customer service. 

 Presents professional appearance.  

 Maintains a high level of commitment to Planned Parenthood’s mission and goals  

 Schedule all patient appointments and enters patient information into the data system. 

 Provide patient with information and required documents needed at the time of their visit. 

 Provides back up coverage for medical records release as needed. 

 Collect insurance information and verify patient insurance eligibility coverage. 

 Comply with HIPAA confidentiality and Mandatory Reporting requirements 

 Adhere to all reporting requirements and state laws relevant to the abuse of minors. 

 Performs other duties as required. 

 

Mandatory Reporting: 

Planned Parenthood has zero tolerance for non-compliance with our policies and procedures for 

addressing situations that endanger the welfare of minors, including our policies and procedures 

relating to state mandatory reporting laws.   

 

Risk & Quality Management (RQM) 

Makes a commitment to participate in PPGMR’s Risk and Quality initiatives. 
 

 



September 15, 2014 

 

 

Job Qualifications 

Education: Position requires high school diploma or G.E.D.  
 

Experience:  Experience in a call center or health care setting helpful. 

Experience demonstrating good communication skills, trustworthy 

nonjudgmental manner, and ability to work with individuals of a 

diverse socioeconomic background. 
 

Skills required:  Excellent customer service skills, including anticipating additional 

needs of the customer beyond their current use of PPGMR services 

and ability to change communication style according to the needs 

of the audience and the situation.  Excellent teamwork skills and 

planning and organizing skills.  Picks up on technical things 

quickly; is good at learning new skills.  Excellent attention to 

detail, thorough in accomplishing a task.   Ability to maintain 

confidentiality of all PPGMR business and activities, on and off of 

the job.   Data entry skills and understanding of business office 

procedures, plus previous medical or laboratory skills helpful.   

 

 Special Requirements:   Committed to PPGMR mission, goals and ideals. 

Accepts a flexible work schedule.  Readily accessible to staff. 

    Able to lift 25lbs. Possession of integrity, energy, and enthusiasm. 

Valid driver’s license and insurance. 
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