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The Opportunity 

Children’s Healthcare of Atlanta (Children’s) is seeking a visionary and collaborative 

Director of Access Operations to provide strategic leadership in the development and 

implementation of a more integrated, operationally efficient Access Center. As we move 

toward seamless access for providers and families, the Director will strive to continuously 

evolve the contact center quality and service in order to meet key performance metrics 

and goals.  

The Director of Access Operations will be responsible for planning and leading both 

strategic and tactical system-wide call center initiatives. This will include the initial 

implementation of call center standards and protocols and overseeing day-to-day 

operations of the contact center that serves patient and provider needs.  

Job Responsibilities 

• Partners with the Director, Access Support and the Access Guiding Team to build 

and transform contact center operations to meet and exceed expectations of families 

and referring providers  

• Actively participates in Access Improvement projects to deliver on key contact center 

performance metrics (first contact resolution, service level within 30 seconds) and 

access improvement metrics (scheduled within 1 business day, last minute 

cancellation and no show, schedule utilization, scheduled within 14 days) 

• Builds and leads a unified and streamlined contact center by merging the operations 

and workflows of the former One Point of Contact, Nurse Advice Line, and Central 

Scheduling 

• Plans and leads system-wide call center initiatives with accountability for successful 

implementation of call center standards and protocols 

• Oversees the day-to-day operations of the Children’s contact center, serving patient 

and provider needs including solutions to quick problems (directions, hours of 

operations), referral management, appointment scheduling, and clinical advice 

• Develops and implements both strategic and tactical initiatives to continuously evolve 

the contact center quality and service, and meet goals and deliverables  

• Provides oversight of contracts and vendor relationships for all technologies 

supporting day-to-day contact center operations  

• Encourages an engaged and enthusiastic workforce, hitting retention targets  
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Candidate Qualifications 

Experience 

• Five years of progressive leadership experience in a contact center environment; 

ten years, preferred 

• Experience with contact center telephony and scheduling systems, preference for 

Epic and Cisco 

• Experience leading transformation and change 

• Advanced leadership and management skills 

• Strong strategic business insight and judgment 

• Experience in building a high-functioning team and engaging employees to create a 

positive, enthusiastic environment that fosters loyalty and employee satisfaction 

• Experience in project management  

Knowledge, Skills, and Abilities 

• Collaborative and works well across campus, practice, and cultural barriers  

• Able to achieve industry standard (or better) performance in key performance metrics 

• Strong communication, presentation, and interpersonal skills 

• Spirit of continuous improvement and leadership by example  

• Able to manage and motivate large teams effectively with high energy and a positive 

attitude 

• Demonstrates a personal commitment to promoting high performance and putting the 

needs of the patient first 

• Demonstrates diplomacy and patience while interacting with consumers and 

colleagues 

• Drives projects independently 

Education 

• Bachelor's degree 

• Master's degree in health administration or business, preferred 

 



  
 

Children's Healthcare of Atlanta 4  
 

About Children’s Healthcare of Atlanta 

The mission of Children’s Healthcare of Atlanta is to make kids better today and 

healthier tomorrow. Across three hospitals, 19 neighborhood locations and 13 

telemedicine sites, we manage more than 1.2 million patient visits each year from 

444,000 unique patients. More than 2,000 pediatric physicians provide care across 60 

specialties with support from 11,000 staff and 10,000 volunteers. In addition to 

fulfilling our role as the community’s trusted source for pediatric healthcare, we 

conduct groundbreaking research to discover new cures and train and attract some of 

the best pediatric physicians in the world.  

Our dedication to caring for our community’s children has garnered national 

recognition and secured our reputation as one of the best pediatric healthcare 

systems in the United States. We are ranked as one of the top pediatric hospitals in 

the nation by U.S. News and World Report, have earned The Joint Commission’s 

Gold Seal of Approval by upholding national standards for healthcare quality and 

safety, and have achieved Magnet® recognition for our dedication to nursing 

excellence. 

Children’s is also the trusted safety net for all of Georgia’s kids. We serve children 

from all 159 Georgia counties and beyond. Our patients come from more diverse 

backgrounds than any other provider in the state. We serve as a bridge to our state’s 

rural communities and hospitals through transfer agreements and telemedicine sites 

throughout rural Georgia. Every child we serve has access to some of the best 

pediatric healthcare available, regardless of their ability to pay.  

Children’s is one of the most respected pediatric healthcare providers in the United 

States. Children’s offers access to more than 60 pediatric specialties and programs and 

is ranked among the top children’s hospitals in the country by U.S. News & World 

Report. With generous philanthropic and volunteer support, Children’s has impacted the 

lives of children in Georgia, the United States, and throughout the world for more than 

100 years. 

This is a moment of unprecedented opportunity for Children’s and for the patients and 

families we serve. In preparation for our next chapter, the dedicated leadership at 

Children’s has extensively studied growing patient care complexities, current capacity 

constraints, the breadth and depth of our current and growing reach, and the need for 

better healthcare access, and forged a bold plan for the future of Children’s. We have 

begun construction on a hospital campus that will replace our aging Egleston hospital 

and will transform pediatric healthcare for generations to come. 
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Anticipated to open in 2025, the Arthur M. Blank Hospital will have 446 beds, and will 

be a full-service facility for inpatient medical care. The hospital will consolidate some 

high-acuity programs to one location. 

The North Druid Hills campus will serve as the breeding ground for expanded research 

innovations. The hospital, Clinic Building, and the Center for Advanced Pediatrics will 

include space to accommodate increased Children’s-led clinical research studies and 

trials, giving patients access to investigative drugs, procedures, and devices. Because 

of unparalleled patient volumes, Children’s can conduct more clinical trials than our 

peer institutions, drastically reducing the time between discovery and treatment.  

Rendering of the Arthur M. Blank Hospital, scheduled to open in 2025.   
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The Community 

Atlanta offers a mixture of small-town Southern charm and the sophistication of world-

class amenities of a modern international city. 

Metro Atlanta is home to nearly five million people and more than 137,000 businesses. 

Its vibrant economic growth attracts hundreds of companies and thousands of well-

educated job seekers annually. The area’s low cost of living, high employment and 

strong, diverse industry base will ensure its continued record- setting growth. Metro 

Atlanta’s openness has proven to be an alluring magnet for the world’s foremost 

companies. Metro Atlanta ranks among the top five in the nation in net new job growth 

for the last decade, adding nearly 460,000 new jobs. Metro Atlanta is forecasted to be 

the third largest job generator over the next decade. 

Atlanta is home to 16 Fortune 500 companies. Many iconic brand name companies call 

Atlanta home including The Coca-Cola Company, Chick-fil-A, Delta Airlines, Genuine 

Parts Company, The Home Depot, Mercedes-Benz North America, NCR, Newell Brands, 

Southern Company, and United Parcel Service. 

Metro Atlanta is also home to the world-renowned U.S. Centers for Disease Control & 

Prevention, Arthritis Foundation, as well as several distinguished universities such as 

Emory University, Georgia Institute of Technology, and Morehouse School of Medicine. 

Atlanta is fast becoming a leading center for healthcare technology and innovation. 

Approximately 300,000 students are enrolled in the 54 two- and four-year colleges and 

universities in the metro Atlanta/Athens area. 

Atlanta hosts many professional sports teams such as the Atlanta Braves (MLB), Atlanta 

Falcons (NFL), and Atlanta Hawks (NBA), and Atlanta United (MLS). There are also 

numerous arts and cultural venues: 

Atlanta Botanical Gardens 

The Carter Presidential Center 

Imagine It! Children’s Museum  

The Fernbank Museum 

Georgia Aquarium  

Georgia’s Stone Mountain Park 

Martin Luther King Jr. Center and  

National Historic Site 

 

Woodruff Arts Center 

The World of Coca-Cola 

Zoo Atlanta 

Alliance Theatre 

Atlanta Ballet 

Atlanta History Center 

Atlanta Opera 

Atlanta Symphony Orchestra 
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Procedure for Candidacy 

Please direct all inquiries to Kristi Ferdoussi, Executive and Physician Recruiter, via 

email at kristi.ferdoussi@choa.org. 

 

Children’s Healthcare of Atlanta is an equal opportunity employer and is committed to 

providing environments that support a diverse and inclusive workforce. 

 

mailto:kristi.ferdoussi@choa.org.

