
 
 
JOB TITLE:  C & G Lead   DATE: 10.09  
 
DIVISION: Operations   REPORTS TO:  QA Supervisor  
 
DEPARTMENT: Quality Assurance  GRADE:    TBD 
 

FLSA:     Non-Exempt 
 
JOB SUMMARY: Supports the department by reviewing the daily work load and assisting with 
staff questions for the C and G Department.  This position also evaluates contract changes and 
evaluates how these changes impact the processing of complaints, grievances and appeals. 
Participation in ongoing new client implementations, and updates to existing contractual and 
regulatory requirements.  
 
JOB RESPONSIBILITIES: 
• Oversight of development of training program for existing, and new staff members. 
• Responsible for providing ongoing, and development training to new and existing staff 
• Update QA Supervisor on complaints and issues from clients, members, providers and internal 

staff. 
• Formulation and oversight of daily workloads and assistance to staff with questions. 
• Evaluate contract changes and update Complaint and Grievance staff documentation and/or 

administrative staff documentation to ensure proper decisions are made.  
• Evaluate contract implementation and verify performance of staff as it pertains to meeting client 

turn around times, and regulatory and contractual requirements.    
• Work collaboratively with system support team to provide information and specifications on 

any new or existing market reports as it pertains to operational processes.     
• Communicate to management ways to improve processes and productivity of company. 
• Assist with development and utilization of tracking tools to document departmental initiatives, 

including: quarterly reports, IRR testing, and client audits, etc. 
• Assist in the on-going evaluation of policies and procedures, identify needs for new policies 

regarding internal processes and process improvement and assist in the development and 
implementation of new efficiencies based on assessments. 

• Update C and G Management staff regularly on major compliance issues, both internal and 
external. 

• Provide daily production reports to QA Supervisor. 
• Prepare monthly/quarterly reports as required by client to ensure compliance with turn around 

times and processes. 
• Implementation and update of C and G system appeal and grievance templates. 
• Responsible for purchasing supplies, and maintaining cost to meet budget requirements. 
• Other duties as assigned.  
 
JOB REQUIREMENTS: 
• Previous leadership experience preferred.  
• Experience working in a managed care environment is desired. 



• College degree is desired.  (Degrees in communications, social work, health care, or psychology 
preferred.) 

• High School Diploma or GED required 
• Great interpersonal skills. 
• Ability to work independently 
• Excellent oral and written communication skills 
• Proficient PC skills (Word, Excel, Access)  
• Ability to prioritize and organize multiple tasks 
• Ability to remain organized with multiple interruptions. 
 
PHYSICAL AND ENVIRONMENTAL DEMANDS: 
• 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 75% of an 8 hour work day. 
 
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. 
 

 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
 
 
 
 
 
 
 
 
 
 


