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  摘要  

As the program management supervisor, you will be responsible for supporting the day-to-day
operations of the NPS Care Navigators (CN) Team that provides general case management services.
The individual in this role will focus on supporting achievement of Key Performance Indicators (KPIs)
and Service Level Agreements (SLAs), productivity, quality, and customer service. Responsibilities
include helping CNs access / utilize Contact Center technology and access knowledge / content to
efficiently manage relevant patient support processes for customers. Critical success factors include
specialization in a specific Novartis US brand and the various process/tools to handle interactions,
the ability to provide direct coaching for designated agents to ensure optimal performance, and
frequent contributions to operational process expansions and enhancements.
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Your responsibilities will include, but are not limited to:

Leading a team of case navigators at different levels, responsible for comprehensive patient
case management, including inquiries, product/program questions, and various services
related to Novartis's brands.
Supporting the day-to-day operations, managing escalations, and enhancing performance of
a customer-focused contact center that serves customers through multiple channels.
Overseeing the use of case management systems and promoting best practices to support
the patient journey.
Maintaining deep knowledge of brand programs and customer workstreams to optimize
program performance.
Escalating opportunities for improving efficiency and effectiveness of customer service to the
Associate Director.
Monitoring team performance, attendance, and quality to achieve service excellence and
meet KPIs and SLAs.
Collaborating closely with Performance Excellence to monitor call and system performance of
agents.
Ensuring monitoring outcomes are implemented at both agent and team levels.
Scheduling coaching, huddles, and other sessions to positively impact overall performance
and compliance of the team.
Identifying trends in team behavior and performance to guide coaching, training, and
communication, as well as assisting in identifying process improvements.
Managing escalations from Care Navigators and providing necessary guidance for handling
customer interactions.
Promoting and sharing best practices to motivate Care Navigators, foster a collaborative team
environment, and cultivate a culture of innovation.
Regularly communicating with the team, along with the Associate Director, regarding policy
changes, improvement opportunities, and procedures.
Collaborating with various matrix partners internally and externally to ensure effective
communication, collaboration, and coordination across teams, facilitating information flow for
optimal job performance.
Strong critical thinking skills and the ability to multi-task.
Expertise working with data entry system(s), case management systems, computer software,
and telephone/fax technology.
Excellent phone and verbal communication skills – ability to follow oral and written directions.
Ability to effectively collaborate with various matrixed Novartis teams.
Forward thinker who can adapt and grow with the evolving Novartis Patient Support
landscape.

Required Experience:

Minimum 3+ years of Patient Services, Healthcare, or Contact Center experience.
Two (2+) years of proven case management experience [with specialty products]. Additional
experience with completing patient information Intake (data entry, obtaining consents) and
Reimbursement activities (benefits checks, prior authorizations) is preferred.
Previous leadership (minimum of 1 year) of team building, and performance management or
team leadership experience.
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Commitment to Diversity & Inclusion 
Novartis is committed to building an outstanding, inclusive work environment and
diverse teams representative of the patients and communities we serve. 

Accessibility and accommodation 

Novartis is committed to work with and provide reasonable accommodation to individuals with
disabilities. If, because of a medical condition or disability, you need a reasonable accommodation for
any part of the recruitment process, or in order to perform the essential functions of a position, please
send an e-mail to tas.mexico@novartis.com and let us know the nature of your request and your
contact information. Please include the job requisition number in your message. 

Novartis tiene el compromiso de trabajar y proporcionar adaptaciones razonables para personas con
discapacidad. Si, debido a una condición médica o discapacidad, necesita una adaptación razonable
para cualquier parte del proceso de contratación, o para desempe�ar las funciones esenciales de un
puesto, envíe un correo electrónico a tas.mexico@novartis.com y permítanos conocer la naturaleza
de su solicitud y su información de contacto. Incluya el número de posición en su mensaje. 

Why Novartis: Helping people with disease and their families takes more than innovative science. It
takes a community of smart, passionate people like you. Collaborating, supporting and inspiring each
other. Combining to achieve breakthroughs that change patients’ lives. Ready to create a brighter
future together?�https://www.novartis.com/about/strategy/people-and-culture�  

Benefits and Rewards:�Read our handbook to learn about all the ways we’ll help you thrive
personally and professionally:�https://www.novartis.com/careers/benefits-rewards��  
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Benefits and Rewards: Learn about all the ways we’ll help you thrive personally and professionally.
Read our handbook (PDF 30 MB)

  
  部门 
  US  

  Business Unit 
  Marketing  

  地点 
  Mexico  

  站点 
  INSURGENTES  

  Company / Legal Entity 
  MX06 (FCRS = MX006) Novartis Farmacéutica S.A. de C.V.  

  Functional Area 
  Market Access  

  Job Type 
  Full time  

  Employment Type 
  Regular  

  Shift Work 
  No  

  
  
  var kPlayer = KalturaPlayer_55802022 || KalturaPlayer; var config = { targetId:
"kaltura_player_6a737252d09d6920011602", provider: { widgetId: "1_0m7rm1pm", partnerId:
"2076321", uiConfId: "55802022" }, playback: { autoplay: false, autopause: false, muted: false, loop:
false }, sources: { options: {}, startTime: 0 }, disableUserCache: "true", plugins: {}, sources: { options:
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{}, startTime: 0 }, ui: { showCCButton: false, settings: { showQualityMenu: true, showSpeedMenu:
false }, components: { fullscreen: { disableDoubleClick: false } }, uiComponents: [ { presets:
['Playback', 'Live'], area: 'BottomBarRightControls', replaceComponent: 'Fullscreen', get:
kPlayer.ui.components.Remove } ] } }; // Check and add plugins only if they exist if
(kPlayer.plugins["download"]) { config.plugins.download = { disable: true }; } if
(kPlayer.plugins["transcript"]) { config.plugins["playkit-js-transcript"] = { position: "right", // Default:
bottom;('left', 'right', 'top', 'bottom') to enable transcript. expandMode: "over", // Default:
alongside;('alongside', 'hidden', 'over') expandOnFirstPlay: false, showTime: true, downloadDisabled:
false, printDisabled: false, disable: true }; } if (kPlayer.plugins["preventSeek"]) {
config.plugins.preventSeek = { preventSeekForward: false, preventSeek: false }; }
config.plugins.floating = { disable: true }; if (kPlayer.plugins["navigation"]) { config.plugins.navigation =
{ position: "right", expandMode: "over", expandOnFirstPlay: false, visible: false }; } if
(kPlayer.plugins["hotspots"]) { config.plugins['playkit-js-hotspots'] = { disable: true }; } if
(kPlayer.plugins["moderation"]) { config.plugins['playkit-js-moderation'] = { disable: true }; } if
(kPlayer.plugins["info"]) { config.plugins['playkit-js-info'] = { disable: true }; } if
(kPlayer.plugins["share"]) { config.plugins.share = { disable: true }; } config.ui.uiComponents = []; if
(kPlayer.plugins["googleAnalytics"]) { config.plugins.googleTagManager = {};
config.plugins.googleTagManager.customEventsTracking = {};
config.plugins.googleTagManager.containerId = 'GTM-57RJQ5';
config.plugins.googleTagManager.customEventsTracking.custom = [];
config.plugins.googleTagManager.customEventsTracking = { preset: { coreEvents: true, UIEvents:
false, playlistEvents: false, castEvents: false } }; } 
  

// Ensure the global player registry array always exists, regardless of embed type.
window.kalturaPlayerVideos = window.kalturaPlayerVideos || []; try { var thumbEmbedPromise =
__thumbnailEmbed({config, mediaInfo: {entryId: "1_dgfvmafo"}}); // __thumbnailEmbed() returns a
Promise that resolves with the player instance // when the user clicks the thumbnail. Use .then() to
capture the player directly. thumbEmbedPromise .then(function(player) {
window.kalturaPlayerVideos.push(player); // Notify kaltura_datalayer.js that a new player is ready so
it can // attach custom event listeners immediately, regardless of when // the user clicked the
thumbnail relative to page load. document.dispatchEvent(new CustomEvent('kalturaPlayerReady', {
detail: { player: player } })); }) .catch(function(error) { console.error(error); }); } catch (e) {
console.error(e.message) }  

  

Accessibility and accommodation

Novartis is committed to work with and provide reasonable accommodation to individuals with
disabilities. If, because of a medical condition or disability, you need a reasonable accommodation for
any part of the recruitment process, or in order to perform the essential functions of a position, please
send an e-mail to tas.mexico@novartis.com and let us know the nature of your request and your
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contact information. Please include the job requisition number in your message.

  
  
  
  
  
  Job ID 
  REQ-10084938  

  Program Management Supervisor NPS  

Apply to Job 

  
  
 

                               6 / 8

https://novartis.wd3.myworkdayjobs.com/en-US/Novartis_Careers/job/INSURGENTES/Program-Management-Supervisor-NPS_REQ-10084938


  

  
  
  Job ID 
  REQ-10084938  

  Program Management Supervisor NPS  

Apply to Job 

Source URL:
https://www.novartis.com.cn/careers/career-search/job/details/req-10084938-program-management-

                               7 / 8

https://novartis.wd3.myworkdayjobs.com/en-US/Novartis_Careers/job/INSURGENTES/Program-Management-Supervisor-NPS_REQ-10084938


supervisor-nps

 List of links present in page 

1. https://www.novartis.com/about/strategy/people-and-culture
2. https://www.novartis.com/sites/novartis_com/files/novartis-life-handbook.pdf
3. mailto:tas.mexico@novartis.com
4. https://novartis.wd3.myworkdayjobs.com/en-US/Novartis_Careers/job/INSURGENTES/Progra

m-Management-Supervisor-NPS_REQ-10084938
5. https://novartis.wd3.myworkdayjobs.com/en-US/Novartis_Careers/job/INSURGENTES/Progra

m-Management-Supervisor-NPS_REQ-10084938

Page 8 of 8

Powered by TCPDF (www.tcpdf.org)

                                                     8 / 8

http://www.tcpdf.org

