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POSITION DESCRIPTION

TITLE:

REACH – Field Service Manager 


  Date: 02/12/10

(This is a full-time position.  The hire will be a 2 year Temporary Contract Engagement with potential annual renewal for up to 4 years) 
REPORTS TO:
Director, Health Information Technology Services 



(REACH Program Director)


POSITION PURPOSE

Responsible for the development and performance of all field technical assistance activities in the REACH service area (Minnesota and North Dakota).  Staffs and directs the Regional Coordinators and ultimately responsible for the work of the HIT Consultants (field staff), provides leadership towards the achievement of REACH’s goals to provide assistance to health care providers for implementation and meaningful use of EHRs. Establishes plans and strategies to expand the customer base in the REACH service area and contributes to the development of training and educational programs for the REACH Regional Coordinators and HIT Consultants.  Also offers input into the training and educational programs for the health care providers receiving technical assistance. 
The REACH – Field Services Manager will be a member of the Key Health Alliance (KHA) Regional Health Information Technology Extension Center (REACH) team.  The primary mission of the REACH team is to accelerate the adoption and meaningful use of certified EHR technology among Minnesota and North Dakota providers.  This work requires travel and collaboration with providers, a multidisciplinary REACH Team, and multiple stakeholders to accomplish the REACH Program goals.

KEY RESPONSIBILITIES

1. Guide, direct and supervise the work of REACH field staff whose principal assignment/role is to provide field technical assistance to health care providers for implementation and meaningful use of EHRs.

a. meet regularly with Regional Coordinators and as needed with HIT Consultants to establish and monitor work plans and timelines, and to build productive professional relationships;
b. coach field staff personnel and provide technical advice to resolve problems;
c. direct and coordinate activities of field staff personnel to ensure project progresses on schedule and within prescribed budget;
d. provide formal and informal written and verbal feedback to supervisees on the quality, 

timeliness, and effectiveness of their work efforts and products;

e. identify staff training/education needs and work with REACH Program Director and REACH Educational support team members to develop training modalities and time frames that best fit the need(s);
f. in close collaboration with REACH Program Director determine if additional 

field staff resources are needed to meet the business needs of the REACH program (or if field staff regions need realignment or staffing adjustments).
g. recruit, hire and orient new field staff in collaboration with other REACH team members as appropriate;
2. Manage the delivery of REACH program services, this includes: 

a. monitor team performance of field staff in order to ensure regular progress against goals and timely completion of contract deliverables (including project status reports, budget updates, etc.);

b. collaborate with the REACH Project Director to determine the need and appropriate use of Subject Matter Experts (SME) within the field and provide input and feedback to Project Director regarding performance and effectiveness of SMEs; 

c. works closely with Program Director on overall project approach, consistency with

REACH policies, and interaction with the health care provider community.

d. keep REACH field staff informed of grant requirements, status, and changes;

e. manage budgets and administrative processes for field service assignements, as appropriate;

f. identify problems in project processes and ensure their timely resolution;
g. ensure successful completion of all assigned REACH program deliverables.
3. Tracking, Monitoring and Reporting:
a. track and monitor performance of all Minnesota and North Dakota providers in order to ensure regular progress against goals and timely completion of deliverables; 

b. review status reports prepared by field staff personnel and modify schedules or plans as required;
c. identify barriers or areas of concern, these may be at an individual practice level or common issues arising across multiple practices throughout Minnesota and/or North Dakota, and clearly communicate concerns to REACH Program Director and other members of the REACH team for purpose of developing interventions/improvement plans;

d. prepare the required reports, updates, summaries, etc. for all assigned practices within designated time frames;

e. prepare and maintain all project documentation, in coordination with other REACH team members.
4. Education and Professional Development:

a. expected to participate fully in all required educational and training opportunities offered to REACH team members and to ensure all field service staff are engaged and participating;

b. attend conferences, seminars, webinars, professional self-development sessions, etc. and share knowledge with other REACH team members (especially within the field staff team);

c. self-identify gaps in personal knowledge/skill set and articulate to REACH Program Director to ensure educational development plan can be design to assist in successfully achieving the goals of the REACH program;
d. work closely with REACH Program Director and REACH Educational support team members to develop programs that will provide continuous learning for the REACH field staff and providers as appropriate.
SUPERVISION

This position supervises and directs the work of the REACH Regional Coordinators and has ultimate responsibility for the performance of the REACH HIT Consultant (which report directly to the Regional Coordinators). 

KNOWLEDGE, SKILLS & ABILITIES
1. Minimum four-year degree in business, health care discipline, health informatics or related technology area or equivalent certifications, Masters preferred.

2. Demonstrated 5+ years progressive management experience, highly skilled at senior management level in team leadership.
3. At least 3 years experience in an outpatient health care delivery setting and electronic health record (EHR) implementation strongly preferred.

4. Previous experience working in a primary care, underserved or rural health care setting.

5. Demonstrated knowledge  of continuous quality improvement process principles and workflow design.

6. Excellent communication and public-relation skills, this includes ability to translate technical knowledge to lay audiences and an ability to relate to all levels of the user community.

7. High level of demonstrated consulting skills and experience managing others to learn and practice this knowledge, these skills include:

a. Strong analytical, problem solving, and negotiation skills;

b. Leadership, a demonstrated ability to lead people and get results through others;

c. Ability to influence and persuade to achieve desired outcomes;

d. Technical skills in strategic planning and marketing, business and market development, market research and planning;

e. Proficient communicator and listener, includes excellent presentation skills;

f. Excellent relationship-building skills.

8. Demonstrate business judgment or insight (business acumen).

9. Excellent customer service orientation, includes demonstration of responsiveness to customers needs and follow through on all aspects of requests, both written and verbal.

10. Experience working in team-based environments, facilitating cross-functional planning, decision-making, and problem-solving activities within a quality improvement environment.

11. Demonstrated capacity to keep abreast of new technology trends, customers needs and possible application to real world projects.
12. Proficient with Microsoft work efficiency software (MS-Word, MS-Excel, MS-PowerPoint, MS-Project) and customer relationship software (CRM). 
13. Must be proactive, self-motivated, creative, flexible, consistently meet commitments, and exhibit a high level of integrity.

14. Ability and willingness to travel.

WORK ETHICS

Comply with all company policies including attendance and unlawful harassment.  Maintain confidentiality of core competencies and essential company business information of both Stratis Health and Key Health Alliance.  Demonstrate appropriate conduct; comply with all legal obligations and responsibilities, and avoid direct conflict of interest at all times.

CONFIDENTIALITY PRACTICES
Incumbent will take appropriate measures to educate self as well as other staff on the importance of protecting, and the practice of ensuring, confidentiality of all information seen in the course of performing their job duties.
Should a government security clearance be required for this position now or in the future said clearance is a precondition for continued employment, and a background check including credit and criminal records will be conducted.
Stratis Health is an Equal Employment Opportunity/Affirmative Action Employer.
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