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The Location of the Call Center
    The most appropriate location of the call center would be where the company is headquartered. It makes it easier for the clients to relate with the company and its services as opposed to having the center at a distinct location. It is also easier to access information as all the activities are coordinated at the headquarters (Binder, 2016). It also saves the company costs of hiring out other spaces. The thesis below aims at identifying the best location for the placement of a call center as well as the development of all that is required for a call center. This is the personnel that will be employed to work within the center as customer service representatives. The thesis outlines their job requirements and description, the assessment of the external workforce, the job recruitment plan and the training of the recruits as well as pay scale according to the interviewee’s preferences.
External Workforce Assessment 
    The external workforce is an important part of any organization in the current world. The external workforce helps a company gain a competitive advantage in a competing world. A good assessment will, therefore, ensure a particular company enjoys this without struggle (Noe, Hollenbeck, Gerhart & Wright, 2017). Companies and organizations prefer outsourcing some experts based on a need basis. A company should, therefore, map out these particular experts and have a list of all the external support it needs. However, it is very important to make some key considerations while identifying who will be part of the external workforce. The people must be skilled and well equipped with the appropriate skills for the tasks they will be performing (Picardi, 2019). The workforce should also be very cooperative ensuring that any time they are needed to perform certain tasks they will avail themselves.
Job Description And Job Specifications 
     A customer service representative who works in the healthcare system is expected to support patients and their families. He/she is usually the point of contact between these two groups of people.  
The Job Specifications
According to Shantz, Alfes and Arevshatian (2016), a customer service representative must have computer literacy skills with good skills of excel and word for easy recording and an understanding of billing systems. Good communication skills, self-organization, the ability to work under minimal supervision and the ability to work in a team are must-have skills.
 The Job Description Of A Customer Service Representative 
-Receiving and welcoming patients and their caregivers to a health facility
-Inquire what assistance these people would want to be accorded/ understanding their purpose of visit
-Letting the patients know more about the facility with regards to the particular assistance they would be needing, for example, some health facilities only have optical services once a week and on specific days. Letting patients with optical needs understand this is usually the role of a customer service representative
- obtaining the necessary information regarding the patients including understanding their medical histories and perhaps their payment mode of preference. For example, it would be important to understand whether such a condition that the patient wants to be addressed has ever occurred to them. Understanding whether the patients will pay their hospital bills in cash or whether they are covered by insurance would also be very beneficial to the facility. Seeking to know whether the patient has existing records in the facility is also key
-verification of insurance coverage on bill coverage of patients. This is done by calling the insurance company and letting the company know the condition and amount a patient is owed 
       -helping the patients understand the insurance policies as different companies have different provisions and some are limited to covering certain illnesses.
-the customer service representative is also responsible for giving out orders on the medical equipment to be delivered by specific suppliers. Verification of the supply orders is also a role the representative plays.
-the representative is also responsible for ensuring that the correct values for each supply have been recorded for ease of payment to the suppliers.
-sometimes the representatives are required to liaise with the nurses and doctors to acquire some information on patients. For example, understanding which ward a particular patient is in and what condition they are in. this information is necessary for the patients’ proper keeping of records
-the representative is also required to process bills for the services offered and issue out receipts for ease of accounting
-counterchecking the billing system with the patients' records to ensure that the correct bill is paid by the intended persons
-responding to concerns, questions, and inquiries from clients like family members, patients, and insurance companies. This is done both via calls, emails, and websites and on the telephone.
       - monitoring the call status for the health facility to ensure all the inquiries are attended to on time and in the most appropriate manner
      -seeking to know clients’ satisfaction after their interaction with the health facility. This follow-up can be done through SMS and calls. It is intended to ensure clients' satisfaction 
Recruitment Program And Ads 
    The recruitment program will involve the use of referrals where the health professionals who are already working with the company, will be asked to refer people whom they think will be best suited for the positions of the customer service representatives. Besides this, the office of the Human Resources manager will develop some social media adverts to ease in advertising the job on Facebook, WhatsApp, and other social media platforms (Mulki & Wilkinson, 2017). A link shall be established and shared on the company's website and Facebook pages for sharing with as many interested people. The adverts will then run for 21 days before the shortlisting of the candidates is done based on their applications and qualifications as well as the number of employees required. The referrals will also be considered during the shortlisting of suitable candidates.
 The Selection Process  
[bookmark: _GoBack]     The selection process will be highly competitive and based on skills, experience, and expertise. Depending on the number of applicants that will apply for the positions, several processes of shortlisting suitable will be undertaken. The first shortlist will be based on the competence of each applicant by the possession of all the skills mentioned in the job qualification. The second shortlist will involve people with the relevant skills and a work experience record (Werneburg et al., 2018). Once the office is satisfied with the skills and experience, then the shortlisted candidates are ready for an oral interview. 
     The oral interview will include a panel of five interviewers with varying expertise and experience. Two of them must be human resources managers, an accountant, a psychologist, a doctor, and a communication specialist. The human resources persons will seek to understand the interviewees' knowledge of handling clients in a health sector set-up. The accountant will seek to gauge the interviewees' knowledge on liaising with the insurance companies and the accounts office for development of billing systems. The proper record-keeping skills will also be interrogated by the accountant. 
    The psychologists will seek to understand how the interviewee can handle different situations that arise within his/her line of duty. For example, how she/he would handle a client that insists that they are insured and yet the insurance cover does not cover that particular illness the patient is suffering from. A doctor, on the other hand, will test the interviewee's knowledge on how and what one would do in the case where a patient is in a critical condition. Is it record keeping firsts or the patient’s’ life first? Understanding the interviewee's emotional intelligence is a must. For example, one would be asked to share a situation in which they tried to do something and failed and what was the feeling. 
   During the oral interviews, the candidates will also be interviewed on their ideal working environment both now and in the future. For example, one would be asked, what is your ideal set up of a customer service representative system? How would you want your ideal customer representative system to look like in the next three years? What changes would you intend to bring into the company in which you will be employed to work in? What is your salary expectation? What is worth?
     After the oral interviews, the qualified candidates will be taken through the last round of interview which involves the technical bit. They shall be asked to develop a billing system, a record system and outline some of the information one would include in a record's system. The candidates will also be asked to act out the different roles that they will be performing as customer care representatives, for example, welcoming patients, contacting insurance companies and liaising with the doctors and nurses. 
 Training Program And Orientation
     The training will have its integral part as emotional intelligence. Since the customer service representatives will be dealing with different clients who have different emotional behaviors and challenges, it is key for them to be very intelligent. The candidates will be trained on how to be patient listeners and empathetic. One must learn to listen more than be quick to answer. Putting oneself in the client's shoe will also help create an understanding of the clients' need.
    Good communication skills are also inevitable in the profession. Candidates will be taught how to respond to both rude, unruly, polite and understanding clients. The candidates must also be taught how to reduce complex concepts into simpler ones and communicate them in a language and simplicity that will leave the customers satisfied and willing to return to the facility another time for service.
    The candidates will also be taught how to keep records in an entry. They shall be taught how to develop a billing system and process receipts for clients like suppliers. The candidates shall also be taught how to answer calls and reply to customer inquiries and concerns through whichever avenue the concerns are laid through. 
    Candidates will also be taught how to be innovative for the success of the company (Fortenberry & McGoldrick, 2016). For example, when a patient is impatient and does not want to wait for their details to be recorded, the customer service representative could opt to record the details of the patient as he/she says them manually. This will ensure there is information about the patient and the representative can later at their free time listen to the audio and record whatever details he/she needs.
    The candidates will be taught how to become passionate about their work (Mulki & Wilkinson, 2017). This involves being innovative and coming up with new ways of handling the challenges that would otherwise make the representative hate his/her work. Understanding that people have different personalities will also help one deal with uncooperative clients. Sharing the challenges with colleagues will also help one learn new solutions that will then make them enjoy working. 
    After the training, the candidates will then be oriented into the systems like the record-keeping, the websites and customer service systems. According to Bath et al 2019, it is key that they also are oriented on the information that is necessary for them to do their work like the insurance policies and the schedule of specialized services within the health facility. Samples of the billing system will also be shown to the candidates. The suppliers of the company as well all the partners and staff will also be introduced to the new candidates.  
    During the training, the expectations of the customer service representatives shall be laid out including their roles, the dress code, the time of arrival and departure, the job conditions and the company’s way of doing things. The appropriate tools that will be needed for the candidates to work best in their new job will also be set up and oriented to the candidates. The relevant apps shall also be installed and oriented to the recruits to improve efficiency (Garcia et al., 2017).
Pay Structure  
      The customer service representatives will be being paid monthly. Their salaries shall be paid directly into their bank accounts by the last day of the month. They will also be paid while on maternity leave, sick leave and annual leave as well as paternity leave. Paying employees while on leave motivates them and maintains good health for mothers and babies (Steurer, 2017). The salary will have some deductions like insurances and loan repayments. 
      According to a survey conducted during the oral interview administration, most of the candidates preferred to receive their pay through their bank accounts. The survey questions were: how much money would you want to be paid monthly? Among the 500 interviewees, 400 wanted to be paid between 5500-6000$. The remaining 100 averagely quoted 5000$. What is your preferred mode of salary payment? All the 500 interviewees preferred that their salaries be paid into their bank accounts directly.  When would you want your salary to be paid? 400 interviewees wanted their salaries paid on the last day of every month while 100 interviewees wanted their salaries to be paid on the 25th day of every month.
It is important to pay employees using their preferred mode of payment and at their preferred time as fulfilling the requirements of employees gives them satisfaction at work according to (Werneburg et al 2018). 
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