
 
JOB DESCRIPTION 

 
JOB TITLE:     _____ Case Manager   

PAY GRADE:    _9+ (LPN)  13+ (RN)_________________ 
EXEMPTION STATUS:   ____ Exempt         __X__ Non-Exempt 
REVISED DATE:    _October 8, 2019 

 
SUMMARY:  Under the supervision of the Director of Population Health, the Case Manager is 
responsible for managing a caseload taken from a population of individuals that meet requirements for 
various quality programs. The Case Manager works closely with the patients and their families, clinical 
support staff, nursing leadership, physicians, and the quality department to achieve goals of improving 
clinical outcomes for patients with chronic diseases; assists with the development of processes that 
support the quality programs, and performs other related duties as assigned. 
 
ESSENTIAL DUTIES AND RESPONSIBILITIES include the following. Other duties  
may be assigned. 
 

1. Manages a caseload of an assigned panel of chronic care patients 
2. Collaborates with physicians, providers, and practice staff in identifying appropriate patients for 

care management. 
3. Develops relationships with patients as an integral member of the team. 
4. Provides follow-up management with patients to ensure compliance with their individual care 

plan. 
5. Maintains availability to provide telephone advice per protocol, and handles urgent and 

emergency calls. 
6. Anticipates the needs of the patient population, seeing that necessary documentation and pre-

visit planning is completed or requested before patient visit. 
7. Promotes patient self-management and empowers patients/families to achieve maximum 

levels of wellness and independence. 
8. Determines and coordinates appropriate referrals as needed. 
9. Works with patients and patient’s care team to coordinate change readiness, needs 

assessment and to develop an individualized treatment care plan. 
10. Collaborates with the patient, physician, and other care team members in assessing the 

patient’s progress toward individual health care goals. 
11. Maintains accessible, consistent documentation of patient self-management measures, and 

reporting progress toward goals. 
12. Assists patients in setting achievable goals for self-management, teaches them how to do self-

management tasks, and reports abnormal findings to their care team. 
13. Assesses barriers when the patient has not met treatments goals, is not following the treatment 

plan of care, or has not kept important appointments. 
14. Oversees the development, procurement, and adoption of patient self-management 

educational resources used by the primary clinical teams. 
15. Utilizes the Institute for Healthcare Improvement (IHIs) Chronic Care Model as the foundation 

and framework for chronic illness care management. 
16. Participates in regular team meetings and peer review activities. 
17. Promotes collaborative teamwork and is able to work with peers in a team situation. 
18. Collaborates with other Case Managers for additional services when appropriate. 
19. Develops a list of medical supply and community resources available to patients and maintains 

collegial relationships with the entities used most frequently. 
20. Makes recommendations for policies/procedures to ensure that preventive services are offered 



   
in a timely manner to all who qualify. 

21. Provides follow-up in the transitions of care from various settings (hospital or skilled nursing 
facility discharges and emergency room visits). 

22. Coordinates disease registry activities. 
23. Interfaces with insurance companies’ patient data systems and coordinates efforts to achieve 

goals for patient care; compiles and abstracts data for multiple clinical measures (PCMH, 
MIPS, CPC+, etc.). 

24. Gathers and manages data for research projects and participates in research programs as 
needed. 

25. May conduct home visits in order to assess safety, medication compliance, and the patient’s 
home environment. 

26. Participates in departmental and organizational committees as applicable. 
 
QUALIFICATION REQUIREMENTS:   To perform this job successfully, an individual must be able to 
perform each essential duty satisfactorily.  The requirements listed below are representative of the 
knowledge, skill, and/or ability required.  Reasonable accommodations may be made to enable 
individuals with disabilities to perform the essential functions of this job. 
 
KNOWLEDGE, EDUCATION AND/OR EXPERIENCE: The Case Manager must have knowledge of 
the Patient-Centered Medical Home model/mission as well as knowledge of insurance industry 
practices and requirement.  He/she must have an understanding of chronic disease and preventive 
care measures.  Must have a bachelor’s degree in nursing, health care administration, health 
informatics, or a related field and hold licensure as a Licensed Practical Nurse, or an incumbent 
holding licensure as a Licensed Practical Nurse and having significant experience in chronic care may 
be considered. Licensure as a Registered Nurse is preferred.  
 
LANGUAGE SKILLS: Ability to read, analyze, interpret, and comprehend instructions (whether written 
or verbal), correspondence, professional journals, and technical procedures. Ability to compose 
correspondence and documentation.  Ability to effectively present information and respond to 
questions in one-on-one and small group situations to patients, third parties, and other employees of 
the organization; whether in person or on the telephone.  Ability to respond to inquiries in a manner 
that the respondent can comprehend.  Ability to respond effectively to the most sensitive inquiries, 
complaints, and situations. 
 
MATHEMATICAL SKILLS: Ability to add, subtract, multiply, and divide in all units of measure, using 
whole numbers, common fractions, and other routine mathematical functions. 
 
REASONING ABILITY: Ability to define problems, collect data, establish facts, and draw valid 
conclusions.  Ability to interpret an extensive variety of technical instructions and deal with several 
abstract and concrete variables.  Ability to apply common sense, in difficult situations. 
 
OTHER SKILLS AND ABILITIES:  Ability to establish and maintain an effective working relationship 
with faculty members, staff, patients, and other third parties.  Ability to operate computer, keyboard, 
and printer.  Knowledge of how to find and ability to interpret the information given from the EMR 
system, nursing staff and physicians, to properly diagnose injuries, diseases, and deformities including 
treatment alternatives, drug properties and interactions, and preventive healthcare measures. Ability to 
concentrate under high demands and listen effectively.  Must have good judgment and problem 
solving skills.  Knowledge of ICD-10 and CPT coding.  Knowledge of health insurance procedures. 
Ability to organize tasks, work as a team member and/or independently using sound Case 
Management skills with a variety of professional disciplines. 
    
WORK ENVIRONMENT:   The work environment characteristics are representative of those found in 
a standard clinical office or outpatient setting.  Reasonable accommodations may be made to enable 
individuals with disabilities to perform the essential functions. 
 
The noise level in the work environment is usually quiet.  Exposure to communicable disease, 



   
blood, body fluids, hazardous chemicals, and sharp instruments. Exposure to injury from patients 
or equipment. 
 
PHYSICAL DEMANDS:  The physical demands described here are representative of those that must 
be met by an employee to successfully perform the essential functions of this job. Reasonable 
accommodations may be made to enable individuals with disabilities to perform the essential 
functions. 
 
While performing the duties of this job, the employee is regularly required to stand, walk, sit; use 
hands and fingers to handle or feel objects; reach with hands and arms; and talk or hear at normal 
ranges within the setting.  The employee occasionally is required to bend, stoop, kneel, crouch, and/or 
crawl.  The employee is occasionally required to climb or balance. 

 
The employee must occasionally lift, carry, and/or move up to 25 pounds.  Specific vision 
abilities required by this job include depth perception and the ability to adjust focus.  Rapid 
mobility may also be required on occasions. 
 
Stress level may be high due to frequently dealing with numerous patients, physicians, family 
members, and other healthcare providers.  Demands concentration and the ability to work in 
emotionally charged situations. 

 
 
DISCLAIMER: The above statements and performance expectations are intended to describe the 
general nature and level of work by individuals assigned to this classification.  They are not intended to 
be construed as an exhaustive list of all responsibilities, duties, skills, and abilities required by 
personnel so classified. 
 
I have received information regarding Quillen ETSU Physicians Policies and Procedures and 
understand how to access them online.   
 
I understand and agree that in the performance of my duties as an employee of Quillen ETSU 
Physicians, I must hold information of a confidential nature in the strictest of confidence.  I must not 
use or disclose any Protected Health Information other than as permitted by HIPAA requirements.  I 
understand that any violation of the HIPAA policies may result in disciplinary action, which may include 
termination.   
 
Management has the right to revise this job description at any time.  The job description is not a 
contract for employment, and either you or Quillen ETSU Physicians may terminate employment at any 
time, for any reason. 
 
 
By signing below, I acknowledge that I have reviewed this job description and will comply to 
the best of my ability. 
 
 
_______________________________    _______________ 
Employee Signature     Date 
 
 
 
________________________________   _______________ 
Supervisor’s Signature     Date 
 
 
 
________________________________   ________________ 
Human Resources Director     Date 
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