DentaC@/est'

JOB TITLE: Member Services Senior DATE: 10.02.09
Representative
DIVISION: Grafton REPORTS TO: Member/Provider Services Supervisor
DEPARTMENT: Member Services Department GRADE: 7
FLSA: Non - Exempt

JOB SUMMARY : Serve as a resource and provide support by answering questions and allocating workflow to
team members on service related issues and problems

JOB DUTIES AND RESPONSIBILITIES:

Facilitate resolutions to Provider and Member concerns by answering unique health plan requirements for
authorization, vision, E-claims, hearing impaired, and find dentist inquiries.

Assist Customer Service Remote Agents responding to questions, concerns, complaints or requests to ensure
timely resolution.

Monitor and assist team members to assure reception calls are appropriately transferred within Doral.

Assist team members in responding to and resolving all questions, complaints and requests from a Provider
office or Member by educating and training team members on where to locate appropriate information.
Assure that team members are appropriately documenting Member or Provider concerns in Customer Service
Module (CSM).

Assist with monitoring of phone coverage to ensure phone standards are being met.

Assist supervisor in resolving complaints and issues for Providers and Members.

Assist supervisor in implementing appropriate strategies for motivating team members.

Communicate resolution on elevated complaints from both Members and Providers to supervisor.
Responsible for ensuring accuracy of employee time sheets.

Assist supervisor with projects and administrative duties as assigned.

Provider back-up to incoming member or provider queue calls as needed.

Other duties as assigned.

JOB REQUIREMENTS:

1 — 3 years of related customer service, or call center experience.

Previous leadership experience preferred.

Knowledge of general computer software (Excel, MS Word, and Access a plus).
Excellent verbal communication skills.

Excellent interpersonal skills.

Ability to prioritize and organize multiple tasks.

Ability to remain organized with multiple interruptions.

Good PC Skills.

Good analytical ability.

PHYSICAL AND ENVIRONMENTAL CONDITIONS:

Ability to communicate in an active office environment.
Ability to efficiently operate all job-related office equipment.
Ability to communicate via telephone.

Ability to sit for 80% or more of an 8-hour workday.

Ability to read and view computer screen.



e The Customer Service area is located in a wheelchair accessible building.

e The office environment is active with high voice levels and interruptions that may challenge hearing and
concentration.

The specific statements shown in each section of this description are not intended to be all-inclusive. They represent typical elements and
criteria necessary to successfully perform this position.

** In accordance with DentaQuest’s Compliance Plan, employee must conduct DQV business in accordance with applicable laws,
regulations, professional standards and ethical standards and report potential compliance or ethical issues to manager or DQV’s
Compliance Officer. **

DentaQuest’s Affirmative Action Program affirms our commitment to make reasonable accommodation to the known physical or mental
limitation of otherwise-qualified individuals with disabilities or special disabled veterans, unless the accommodation would impose an undue
hardship on the operation of our business. Please see Human Resources for additional information regarding this Program.



