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Director of Patient Relations 

 It takes many different educational and professional backgrounds to run a healthcare 

facility. Not only to doctors, nurses, therapists, and nurse assistants keep the facility running 

smoothly, but others such as accountants, dieticians, electricians, computer analysts, and others 

with little medical knowledge help form the healthcare team. It is important to understand that it 

does take many different professions to run a healthcare facility, and my paper will reflect this 

idea.  

 In my interview I selected a woman that has the job title of the Director of Provider 

Relations that works within my nursing facility, Extendicare. Kim was more than happy to sit 

down and interview with me about her job, and the duties that she performs for the company. 

Kim received her associate’s degree from Lansing Community College in business/accounting. 

Upon completion of this degree she went to complete a bachelor’s degree in business marketing 

from Central Michigan University. She has never worked in the healthcare industry before her 

current job, but rather worked mostly in law offices as she made her way through college, and 

did some telecommunication jobs as well.  

Kim has been working as the Director of Provider Relations for three years. The job 

qualifications are vague, other than it requires a bachelor’s degree in business, management, or 

healthcare. There is no specific qualification that is needed for this role, but is encouraged to 

have professional communication skills, and experience with marketing of some type.  

Responsibilities of the Position 

Job Duties  
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As the director of provider relations it is Kim’s responsibility to oversee the three 

marketing centers in the Traverse City area for the Extendicare Corporation. There are two 

locations in the greater Traverse City area, and one location in Suttons Bay Michigan. Kim best 

describes her position as the pipeline for communication between the Extendicare facilities and 

the hospital, or Extendicare and the community. She represents the facility and attempts to 

recruit patients. She works with many different professions such as doctors, community 

members, other nursing facility representatives, and patients themselves. Her main job is to 

ensure Extendicare meets their census of patients to enable a successful and thriving business. 

According to the Extendicare website, her exact job description is “the position is responsible for 

relationship establishment with all referral sources and appropriate decision makers within a 

community.  Also, he or she establishes business relationships in the market and coordinates all 

sales efforts according to the strategic plan and RDSM direction (). The stated job description 

does reflect Kim’s day to day work activities. She also states many tasks that are not part of her 

job description that she is responsible for. Those tasks include, endless lunches with medical 

professionals to encourage patient placement, and one on one time with residents and their 

families. Kim never expected to interact so frequently with the resident’s themselves, but finds it 

necessary to do so to follow up with patient satisfaction of placement.  

Kim has held her current position for three years, and has worked for Extendicare for 

three years. Kim does not supervise any direct subordinates, but does assist in supervision of the 

business office, and admissions office. She manages anything that is related to census 

development. She does have many supervisors, more so than a typical employee. She reports to 

the regional director of operations, the nursing home administrator, and the sales and marketing 

area vice president.  
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Collaboration 

Teamwork  

Collaboration is defined as a group of people working together to achieve a common goal 

(4). Collaboration involves a multiple disciplinary team which facilitates in better patient 

outcomes. The team members must incorporate in the same objectives, share a similar value 

system, and use honest, respectful communication (). Collaboration is an excellent way to 

provide a teamwork approach to improved patient care. As the Director of Patient relations Kim 

uses collaboration every day. She collaborates with physicians, nurses, administrators, resident 

families, and residents themselves to provide the best health care options, plans of care, and 

goals for the resident. For example, if she is made aware of a possible admission of a resident 

from the hospital Kim with meet with the resident, and their family to represent the facility and 

what the facility can offer the resident based on their individual needs. Kim often speaks with 

doctors and nurses of the resident to ensure that the facility is a good fit for the residents needs. 

She then takes this information back to administration of the facility and reports a possible 

admission. The nursing staff is made aware of the possible admission and all groups of 

professions work together to make sure the facility is appropriate for the resident’s care needs. 

Besides collaborating from hospital to facility, Kim also uses this concept in daily meetings 

within the facility. Every morning there is a care conference meeting which involves the 

administrator, the Director of Nursing, the Assistant Director of Nursing, the dietary head, and 

the nursing unit managers. This meeting ensures all heads of the department are up to date of any 

changes that have occurred in the facility, possible admissions, discharges, and any unresolved 

issues. As a team, this group works together to ensure the best possible outcomes for the 

residents at the facility.     
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Future and Change 

Healthcare Future 

Technology has not directly changes Kim’s role as the Director of Patient Relations. She 

describes her job best as a “schmoozer”, and often meets face to face with those that she is 

working with. She does recognize that email, and other sources of electronic communication to 

be more time efficient and convenient, but finds that to make a great impression on the facility 

that she represents she finds it’s imperative to meet face to face. Communication via email or 

computers is a more quick way for getting a job done, but can never replace the first time 

impression of one human being to the next. As for the future of healthcare in her role she says 

good old fashion meet and greet will always reign over modern day technology. She states “we 

work with people, not computers. It is my job to give the prospective resident and their family a 

great impression of the facility. It is more personable to meet face to face and to give the human 

attention that computers cannot replicate”. She feels her job is secure regardless of the advances 

of technology due to the need of pure human communication.  

As for Kim, she states she enjoys her job and finds it very fulfilling. As for long term 

goals she is thinking about returning to school to finish up her nursing home administrator’s 

license. She is hoping that after starting a family and feeling more secure in her personal life she 

may decide to finish her education.  

The Good and the Bad. After interviewing with Kim the questions I was most curious about 

where those that concerned what was the best part of her job, and what did she dislike the most. 

Kim confided that she didn’t realize how much psychology was needed to do her job well. 

Meaning, she has to learn different personalities of different people and different facilities as a 
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whole in order to meet her goals of census. For example, the way she behaves and acts at 

Tendercare is very different from the way she represents herself at Birchwood. She states “it all 

has to do with the different personalities. I have to mesh with whomever I am speaking with to 

get my job done. How I hold myself at Tendercare would get me nowhere at Birchwood”. This 

also goes with different physicians in the area. “I know what most favorite foods are of most 

physicians in the area, if I am looking for an increase in census I have to speak with the area 

physicians so I can get the recommendations. One of the best ways to get what I want it through 

food. “She also states that she often leaves work mentally drained and doesn’t feel like talking on 

the phone, or dealing with personal issues. She states by the end of the day she is worn out from 

smiling and simply wants to go home and be left alone. On a positive note she says she does 

enjoy her job because she gets to travel around and meet new people often. She likes it when a 

resident is happy with their placement because she knew she did a good job. She states she feels 

that she helps people live a better quality of life, and to her it’s worth it.   
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