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POSITION DESCRIPTION 

 
Job Title: HCM Support Rep  
Status:    Non-exempt 
Department:  HealthCare Management - Claims 

 
PURPOSE: 

In the HealthCare Management department, the HCM Support Rep will be responsible for representing 
Allied in telephone communications with insureds, providers, and other outside sources as required. 
The Support Rep will be responsible for the creation of pre-notifications and other administrative duties 
to support the HCM department.  Using knowledge of medical terminology, ability to understand 
medical records, and basic policy provisions in the Certificates, as well as developing a familiarity with 
benefits of insureds will be a strong focus of this position. The Support Rep will also develop a working 
knowledge of the various computer systems and software packages used in the department.  
 
ESSENTIAL FUNCTIONS: 

35% 1.   Create pre-notification screens in system through: 
a. Verification of benefit coverage, member eligibility, and provider demographics on all files 

created 
b. Knowledge of medical terminology, including spelling 

            c.  Knowledge of state regulatory and utilization requirements 
d. Familiarity with the procedures and documentation requirements of the HealthCare 

Management department (for pre-notifications, Reviews, HC events) including referring 
calls to the nurse case managers for appropriate follow up 

 
40% 2.   Provide exceptional customer service by answering incoming calls (in addition to pre-

notification calls) in a timely manner and routing misdirected calls to the most appropriate 
area. Retrieves calls from the voicemail box and handles as appropriate. 

 
5% 3.   Oversee the Maternity Cases: 

a. Tracking of all pregnancies (except Cost Savers & plans without a maternity benefit) via 
AI documentation in Reviews/HC events (differentiating between routine pregnancy and 
high risk) 

b. Calling providers of all maternity cases to track issues of significance and allow Allied 
nurse case managers to intervene 

 
15% 4.    Log information, create spreadsheets and tables as required by internal/external 

 customers on a daily, weekly, or monthly basis as needed. 
a.  Assistance in completion of required  Reinsurer/carrier case management reports.              

 
5%   5.   Retrieve reports  monthly from AI HCM to update (HCM HC Events Report) and complete 
              open Reviews (Reviews for a Review Type). 
 
5%   6.   Develop Manuals & Training Tools as needed to promote consistency in processing 
              requests and training other members of the HCM department.  Maintain on-line HCM 

  Support manual.   
 
MARGINAL FUNCTIONS: 

 

1. Support other areas of Allied needing clerical support as business needs require.  
2. Assist in training of clerical duties /HCM procedures to new HCM staff members as 

appropriate. 
 

(Management retains the discretion to add or change the functions of this position at any time). 
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REQUIREMENTS: 

 

1.  Ability to pronounce, summarize, spell and understand medical terminology. 
 
2.  High school graduate or equivalent required, with Medical Records Clerk, CNA or LPN               
     background/experience preferred. 
 
3.   Excellent telephone communication skills (Ability to communicate in an assertive but positive 

manner, listen for understanding, respond accurately and professionally and express self 
      clearly and courteously).  
 
4.   Ability to read, comprehend, and follow written or verbal English instructions.  Ability to speak 

English fluently. 
 
5.  Ability to perform basic math skills. 
 
6.  Ability to work independently, using “Above the Line Behaviors”.  
 
7.  Organized, with attention to detail. 
 
8.   Demonstrated decision-making abilities.   
 
9.   Ability to learn Allied’s computer systems, Oracle, and Access, and possess a working knowledge 

of the use of a PC, MS Word, and Excel.  
 
10.  Ability to meet company attendance requirements. 
 
11. Ability to sit or stand for 7.5 hours per day. 
 
12. Ability to achieve and maintain department quality and production standards. 
 
13. Ability to work under and handle stress associated with varying workloads and  

deadlines and dealing with irate or angry callers. 
 
14. Ability to work 8 am to 4:30 pm, with a 1-hour lunch break. 
 
FACTORS IMPORTANT TO SUCCESSFUL PERFORMANCE OF THIS POSITION: 

 
Analytical ability         Interpersonal skills   Computer skills 
Communication skills         Dexterity                           Knowledge of medical terminology 
 
Communication and inter-personal skills are necessary, as the position requires extensive telephone 
contact.  Analytical ability is needed to research and analyze benefit information to determine if pre-
notification is needed and to respond to caller's questions with accurate information. Computer skills 
are necessary to use the multiple programs involved in HCM and for the daily creation and 
maintenance of documents and tables. 
 
PHYSICAL DEMANDS OF POSITION: 

 
Standing/Sitting   96% of time   Phone work, paperwork at work station 
        
Walking                       4% of time      Walk to copiers and supply area 
 
Lifting/Carrying 10 lbs.     <1% of time       Files  
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Climbing/Balancing/             5% of time    Filing forms in file cabinet  
    Stooping/kneeling       
 
Reaching/Handling           90% of time    Reach for forms on desk, place forms 

in order, stapling, using computer 
 

Speaking or Hearing  95% of time      Conversations to secure and give  
information 

 
Seeing                      100% of time     Review data from computer and  
       medical records 
 
Color Vision                <1% of time      Form colors 
 
 
 
 
 
NOTE: Applicants who need accommodation for an interview or job testing, please request this in 
advance to the Human Resources Department. 


