@ HealthinfoNet C,° cureous INNOVATIONS®

JOB DESCRIPTION

Position Client Account Coordinator

Reports To Manager of Client Engagement

Status Full-Time; Exempt

Location Maine; Remote Work
POSITION OVERVIEW

The Client Account Coordinator positionis responsible foraddressing prospectiveclientinquiries,
guiding new client onboarding activities, and supporting existing client needs and use cases. In
collaboration with Project Managementand Client Engagement teams, the role will help sustain
relationships atall pointsinthe client managementlifecycle by playingacritical role in pre-and post-
contracting activities. The Client Account Coordinator must be a customer-focused, highly motivated
team playerwith strong communication skills who can work to strengthen and nurture relationships
with prospective, new, and existing Health Information Exchange (HIE) clients across Maine’s
healthcare community in orderto ensure successfulserviceand program delivery and
communication.

POSITION DUTIES & RESPONSIBILITIES

Account Coordination

* Follow organizational procedures fornew clientinquiries, communicating contract
components and onboarding process to ensure client understanding.

e Playacritical role insupporting the client onboarding process by acting as the initial point of
contact in new client contracting activities and ensuring contract, invoice, and paymentterms
are inaccordance with organizational procedures.

e Supportthe Project Managementteaminthe technical implementation of the client
onboarding process, ensuring that the clientis satisfied throughout the process.

* |dentify opportunities to convertview-only clients to bi-directional clients; identify barriers to
conversion and communicate findings tointernalteams for development of strategies to
addressrelated obstacles.

* Continuouslymonitorand reach out to existing clients to ensure ongoing satisfaction and
fulfillment of evolving needs and use cases through routine engagement.

*  Work with Project Managementand Clinical Educationteamsinthe release of key
deliverablesto clientsandtheirend usersasitrelatesto ensuring that the terms of the
contracted scope meetsthe delivered work.

e Seekinputfrom existing clients around projectand product/service improvements;
communicate findings internally to drive continuous improvements.



Identify prospective clients tofill key gapsin HIE participation; assistin the development and
procurement of new opportunities.

Provide excellent customer service to all types of clients—prospective, new, and existing —
and support the uniformity of customer service across the organization.

Supportorganization-wide process improvementinitiatives.

Outreach/Communications

In collaboration with internal teams, devise and implement routine outreach and
communication strategies to prospective, new, and existing clients to ensure continued
satisfaction and growth of the HIE’s participant network.

Guide, inform, and assist the Clinical Engagementteam in developing specific content for
communication and education materials and collateral, including HealthInfoNet Academy
courses, Ambassador Program materials, Communication Package documentation, Stay HIN
the Know webinarand media presentations, and other marketing and informational artifacts,
as it relates to the use and understanding of HealthInfoNet’s products/services fromaclient
relationship perspective.

Review and provide feedback on communication materials and collateral prior to theirrelease
to clientsand end users, engaging with individual clients to receive additional validation,
evaluation, and acceptance of materials as necessary priorto theirrelease.

EMPLOYMENT STANDARDS

Education

Bachelor’'sdegree required

Experience

At least 2-4 yearsrelevant work experience in customer-facing role(s)
Clientservices experience, preferably in a professional service setting
Knowledge of healthcare systems and services (advantageous)

Experience with technology systems and/orimplementation (advantageous)

Consultative customerservice and stronginterpersonal communication
Strong organizational skillsincluding attention to detail and ability to multitask
Strong relationship building skills

Strong written and verbal communication skills

Proficiency in Microsoft Office 365 tools, including Microsoft Word, Excel, and PowerPoint;
knowledge and willingness to learninternal CRM, CMS, video editing, and otherrelated
software required to build communication materials

Ability to work both independently and collaboratively while maintaining a positive team
culture



* Abilitytoworkina fast-paced environment and balance competing demands

* Abilitytofollow complexbusiness and contracting processes

e Curiosityintechnical applications and comfort with developing additional in-depth knowledge
e Soundjudgementwith apositiveand professionaldemeanor

Other Requirements

e Validdriver'slicenseforstatewide travel
* Abilityandavailability to travel extensively to clientand engagement opportunities

* Ability and availability to work/network from home
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