RESUME

Full Name

: Sujaiha Binti Yusof
I/C Number

: 770814-02-5014

Address

: No. 3 Jalan Saujana Damai 4




  Taman Saujana Damai


 
  43000 Kajang, Selangor

Telephone Number
: 019-2899400 
E-mail Address
: sujaihayusof@yahoo.com

Date of Birth

: 14 August 1977

Age


: 41
Place of Birth

: Kedah

Race


: Malay

Nationality

: Malaysian

Health


: Excellent

Languages

: Bahasa Melayu and English – proficient both oral and writing.
EDUCATION

1997 – 2001

Bachelor of Business Administration (Honours)




International Islamic University, Malaysia

1995 – 1997

Matriculation in Economics




Matriculation Centre, International Islamic University,

Malaysia

1993 – 1994

SPM Grade 1, 8 Aggregate




SMK Agama Kedah

1990 – 1992

SRP Grade A, 10 Aggregate




SMKA (P) Almashoor, Pulau Pinang

WORK EXPERIENCES
3 July 2017 - present
Senior Manager, Patient Services - Front Office, Pantai Hospital Kuala Lumpur

8 Jalan Bukit Pantai, 59100 Kuala Lumpur
Job Purpose:

Responsible in managing Front Office Department which consists of Admission and Discharge Counters, Outpatient and Emergency Registration, Billing and Payment Counters, Bed Board Management and Cash Management Functions for the hospital.

The job functions require to handle all operational matters to ensure smooth registration, admission, billing and payment processes throughout the patient’s journey in the hospital.  Responsible to ensure an effective management of Front Office Department, to achieve and sustain highest quality of services provided to patients and stakeholders in order to meet customer and management expectations.
Job Accountabilities:

· Manage all Front Office Department activities for outpatient, inpatient and emergency counters.  Also responsible for bed board management and cash management functions.
· Full control of Front Office activities to ensure full compliant of all Standard of Procedure and Limit of Authority stipulated.
· Ensure smooth running of all Front Office Counters activities for Admission and Discharge, Outpatient and Emergency.  It covers registration, billing and cashiering functions.

· Ensure daily cash count activities are done accordingly and compliant with SOP stipulated.

· Actively involved in process improvement activities for PHKL and to manage the customer’s expectation towards improving the patient’s journey.
· Developing Yearly Department Initiatives KPI and Improvement Plan for Front Office Department and ensuring all KPI set are met accordingly, within reasonable and stipulated period set.
· Participate in the annual external auditing on related areas.

· Responsible to provide effective leadership in establishing an efficient and effective services in PHKL towards achieving excellent patient experience.
15 December 2016 – 23 June 2017:  

Senior Manager, Patient Services and Control, Prince Court Medical Centre

39 Jalan Kia Peng, 50450 Kuala Lumpur
Job Purpose:

Responsible for managing three departments namely Billing, Credit Control and Patient Services. Handling all operational and technical aspects to ensure accuracy and reliability of PCMC’s billing process for inpatient and outpatient, effective management for Patient Services Department involved in-patient admission and discharge, outpatient registration, billing and payment counters, emergency registration, billing and payment counters, credit control for uncollected bills for self-pay, insurance, third party administrator and corporate debtors.  Achieve and sustain highest quality service for patient services, staffs and visitors in order to meet expectations of customers and the management’s objectives.

Job Accountabilities:

· Manage all Patient Services Department activities for outpatient, inpatient and emergency department. 

· Provide full control of Patient Services, Billing and Credit Control activities to ensure full compliant of all Standard of Procedure and Limit of Authority stipulated.
· Developing Yearly Department Initiatives KPI for PSD and ensuring all KPI set are met accordingly, within reasonable and stipulated period set.
· Supervise the collection of all monies owing guided by billing and credit control policies and procedures to ensure that collection targets are met and minimize credit risk exposure.

· Manage and reconcile credit control accounts of the hospital to reflect an accurate accounts receivable profit of PCMC.

· Propose, recommend and manage bad debt write off to recovery collection of monies.

· Participate in the annual external auditing on related areas.

· Provide meaningful reports on billing/collection to Management and recommend corrective action on observed areas of concern to achieve profit targets.

· Responsible to provide effective leadership in establishing an efficient and effective services in PCMC towards achieving excellent patient experience.
April 2014 – 14 December 2016:  

Manager, Patient Financial Services Department, Institut Jantung Negara

145 Jalan Tun Razak, 50400 Kuala Lumpur

Achievements: 

· Successfully managed to reduce debtors’ turnover days from 85 days to 50 days for overall debtors.
· Managed to increase monthly hospital collection to average RM45million to RM50 million per month as compared to RM35 million in previous years.

Functions:

· Planning, leading, organizing and controlling all Patient Financial Services (PFS) activities in accordance to policies and procedures and work instructions. 

Major Duties and Responsibilities
1. Ensure all PFS activities for all units, which are credit control of government, individual and corporate units, billing of inpatient and outpatient units, account receivable bank reconciliation and collection units activities are supervised and handled accordingly by Executive in charge.

2. Developing Yearly Department Initiatives KPI for PFS and ensuring all KPI set are met accordingly, within reasonable and stipulated period set.

3. Ensure sufficient cash flows in IJN by conducting planning, organizing and administrating functions of from billing to collections.

4. Establish and implement appropriate policies, procedures, internal controls and process improvement for PFS

5. Establish billing, credit control, bank reconciliation and collection process improvement by eliminating unnecessary steps and to maximize the usage of resources in increasing the hospital revenue.

6. Ensure completeness and accuracy of billing, collection and refund activities comply as per required timelines.

7. Monitor timeliness of credit collections as per credit terms required to meet monthly KPI in obtaining timely payment

8. Recommend waiver to management as per Limit of Authority (LOA) on behalf of patient who has sent an appeal letter for waiver and attach it with background of the case and required form: “Request for Rebate on Hospital Charges”.  

9. Ensure all staffs have exhaust all recovery actions required before recommending to the management for specific provision for bad debts and bad debts written off.

10. Recommending the assessment of existing and prospective customers’ credit worthiness and provide proactive feedback of credit risk profiles to management. Ensure all corporate clients are registered with IJN for Credit Facility, sign the letter of indemnity and provides Bank Guarantee.

11. Dealing with queries in a timely and professional manner.

12. Corresponds (in writing) and liaises with patients, family members, external parties and corporate clients including private and government on matters related to billing, collection and credit control for sustainable of customer relationships.

13. Conduct courtesy and recovery visits to the corporate and government offices in relation to collection of outstanding accounts and billing process improvement to ensure payment made with credit terms provided.

14. Ensure all patients’ payment, collection, approved discounts and waivers and refund are processed timely and accurately by respective unit. 

15. Appointed as PFS Zakat Assessor.  Responsible to interview and assess and recommending potential applicants for financial assistance through zakat funding.

16. Continuously review existing procedures or workflow and recommend changes to billing, credit control and collection process as part of process improvement and update the work procedure and work instruction manual.

17. Ensure sufficient supervision and training to staff to ensure all staffs are well-trained and competent. 

18. Responsible in overseeing the department’s human resources management functions as below:
i.
Prepare staff planning to ensure adequate and optimal staff level and numbers necessary to perform related scope of services of the department.  Those needs sometimes can be changed or are not fully met;

ii.
Proactively respond to any resources shortages to ensure safe and effective working environments for all staff;
iii. Provide space, equipment, technology and other resources necessary for staff to work in 
     safe, effective and efficient environment;

iv. Staff training needs and development programs;

v. Perform annual staff performance appraisal;

vi. Perform staff administrative functions such as approving leaves and overtime, monitoring     

     staff performance and disciplinary issues.

19. Assist superior in any other ad hoc assignments as and when required.
September 2011 – April 2014:  

Manager, Credit Control – Gleneagles Hospital Kuala Lumpur

Achievement: 
· Successfully managed to reduce debtors’ turnover days from 50 days to 45 days for corporate and individual debtors.

•  
Managed to increase monthly hospital collection to average RM16 million to RM18 million per month as compared to RM10 million in previous years.

Function:
· Full in charged of Accounts Receivables of Gleneagles Hospital Kuala Lumpur.
· Directly reporting to Financial Controller and indirectly to Head of Finance of Pantai Group.
· Consistently lead the team to meet management target of collection amount of RM18 million per month and reduce debtor turnover days to 45 days.
· Ensure effective and efficient running of Credit Control Department by closely monitoring the credit control team daily activities and ensure all action taken are compliance with Standard of  Procedure (SOP).
· Monitor and maintain good working relationship and communication with all Insurance and Corporate companies on any claim inquiries, billing and payment issues via phone calls, emails and field visits to ensure consistent payment particularly for Top 10 debtors of Insurance and Third Party Administrator (TPA) - Contribution of Top 10 debtors collections consists of 90% of monthly hospital collection of corporate debtors.
· Full in-charged of collection of Top 10 Corporate Debtors for Insurance and Third Party Administrator (TPA).
· Ensure all staffs closely follow up with corporate and self-pay debtors assigned, to ensure 
             payment receive on time within credit term period granted.
· Conduct credit risk assessment, evaluation and recommendation for credit facility applications of new corporate debtors or companies.  
· Responsible to prepare monthly credit control reports for submission to Pantai Group. i.e. –  Monthly Debtors Aging Report, Monthly Collection Report, Top 10 Debtors Analysis   

    Report and other reports as and when required by Pantai Group.
· Check and verify companies bill batching and submission to all insurance and corporate    companies with complete documentation within the required time-frame given.
· Review and approve cases to Debt Collection Agency and full monitor their performance and results.
· Review and approve cases to be sent for legal and managed the lawyers to ensure appropriate legal actions are taken against defaulters or debtors.
· Review and approve full set of documents for bad debt written-off for board approval     

             (Quarterly basis).
· Guide and support the credit control team in order to meet collection target set by the   management, in line with hospital revenue target.

13 December 2010-August 2011:  
Finance Executive – Columbia Asia Hospital Cheras
Lot 33107, Jalan Suakasih, 43200 Cheras Selangor.

· In charge of Accounts Receivables, Accounts Payable and all finance related functions to ensure smooth run of hospital’s operations.
· In charged of cashiers, prepare duty rosters and ensure all the cashier counters at Emergency, Outpatients, Discharged and Cafeteria operate accordingly.
· Provide on the job training to all cashiers to ensure billing accuracy and no shortage upon closing daily cash register.
· Perform credit card processing function by reconcile the bank statement and Care21 systems, by matching the transaction updated in Care21 systems and the amount received by the bank.  Any differences need to be rectified and resolved.
· Check all the corporate debtors’ invoices and the validity of guarantee letters, to ensure the bill submission is done on time without any errors.
· Perform credit control functions by contacting all the corporate debtors pay within 30 day to 45 days based on their credit terms.  Perform close follow up with corporate debtors to ensure receive payment on time.
· For private patients, ensure all the bills are check and close accordingly from time to time on a daily basis to avoid any runaway patients or unpaid bills.  For inpatients, ensure all the deposit top-up letters are sent to the patients.  Matching the vendor invoices with Care21 systems to ensure all the vendor invoices are raised correctly in the systems.

· Prepare Daily Collection Report and Monthly Utilization Report for review of Management Office.

· Ensure Columbia Asia Hospital Cheras meets the monthy collection target set by Management Office.

· In charged of cash count, petty cash and reimbursement of staffs claims.

· In charged of payment for LOCUM Medical Officers and Nurses.

November 2007- 10 December 2010:

Executive-Patient Financial Services Department, Institut Jantung Negara

145, Jalan Tun Razak, 50400 Kuala Lumpur
Achievement: 

· Successfully managed to reduce debtors’ turnover days from 250 days to 90 days for corporate and individual debtors.

· Managed to settle old outstanding debt since year 2000 especially for government debtors which are include Local Authorities, Statutory Bodies and State Governments.

 Functions:
· In charge of collection and recovery of Individual debtors, Government debtors portfolio which is Local Authorities, Statutory Bodies and State Governments, Corporate debtors which include Insurance and Private Companies. 

· Perform all actions for debt recovery from telephone calls, field visit to legal actions to ensure full settlement of debts.

· Ensure the collection is increase from month to month and reduce the debtors’ turnover days for all type of debtors.

· Conduct field visit to government offices, corporate offices and individual houses.

· Prepare reports, statistics and summaries for meetings and Key Performance Indicators (KPI) evaluation.

· Supervise and monitor staff’s performance and prepare monthly department collection report.

· Write and reply letters attend patients’ enquiries; recommend solutions for patients to settle their debt. 

· Ensure all cheques and Electronic Fund Transfer (EFT) is keyed accordingly via TRAKCARE on daily basis.

· Reconcile the unidentified items in the bank reconciliation.
· Prepare Credit Risk Assessment for companies that apply for credit facility with Institut Jantung Negara, provide recommendations and obtain approval from Senior Manager and General Manager of Finance Division to register the credit facility.

· Ensure the operation of payment counters in Institut Jantung Negara run smoothly and resolve the problems or enquiry of walk in patients related to payment and guarantee letters.

· In charge of refund of patient’s cheques.

· Ensure all Credit Controllers and Cashiers work accordingly based on their job descriptions.

· Conduct on the job training for all Credit Controllers and Cashiers.

· Monitor current patients in wards bills that exceeded the deposit amount paid by the patients and take immediate actions to ensure the patients top-up the payment immediately.

May 03 – October 2007



Assistant Manager – Credit Management, CIMB Bank Berhad  (July 2007-October 2007)

Executive Officer – Credit Management    CIMB Bank Berhad (May 2003-June 2007)

CIMB Card Centre, Level 2, Menara Southern Bank

83 Medan Setia 1, Plaza Damansara, 50756 Bukit Damansara, Kuala Lumpur 

Achievement:

· Able to achieve monthly individual and group target set by management.

· Managed to reduce the non performing loan amount and ratio.

Functions:
· Working with Cardpac System (Credit Card System), CCRIS (Central Credit Review Information System), CTOS, AS400 System and OASA.
· Managing the collection of credit card payment.
· In charge of 5 – 6 months overdue accounts (cancelled and pre-NPL accounts). Actions taken include calling customers, sending reminders and instructing lawyers to send Letter of Demand (LOD) and summons (for selected cases) to prevent accounts from being classified as Non-Performing Loan (NPL).

· Attend costumers’ enquiries, recommend and prepare full proposal and documentation in order to get management approval especially regarding reinstatement, waiver, repayment proposal, review and restructure payment, etc.

· Resolve complaints, reply in writing, attend walk-in customers, direct negotiation on restructuring of repayment terms.

· Identify and highlight potential Non-Performing Loan (NPL) accounts that need urgent legal actions by sending summon instructions.

· Ensure that both individual and group target as set by the management is achieved, at least KPI: 60% from base given before or by closing date (last day of the month).

· Prepare work procedure for Credit Control Department to obtain ISO as guided by SIRIM.

· Monitor and prepare daily team performance report.

· Ensure meet meets both individual and team target (evaluated by balanced scorecard, monthly) in order to reduce the NPL ratio.
September 2001 – April 2003


Collection and Recovery Officer, RHB Bank Berhad

RHB Card Centre, Jalan Tun Perak, Kuala Lumpur

· Working with Cardpac System (Credit Card System), IBS System (Saving and Current Account System), Mobius System (Cheque System).

· Handle 3 months overdue accounts (suspended accounts) in queue and get customers to settle arrears within specific period.

· Attend customers’ inquiries, resolve complaints, negotiate with customers regarding repayment schedule, identify and highlight accounts that need special handling and potential loss account.

· Recommend on potential loss accounts that need to be sent to external collection agency and accounts that need early cancellation and legal action.

AWARD AND ACHIEVEMENT
· Promoted to Assistance Manager, Credit Management of CIMB Bank Berhad.

· RHB Bank Berhad, GM Award – Top Collector and meeting the challenge for 30 days (3 months overdue account)

TRAINING/CONFERENCE ATTENDED
· 7 Habits of Highly Effective People, 2018 at Gleneagles Kuala Lumpur

· Performance Management Programme, 2017 at PHKL.

· Healthcare Management Excellence Conference 2016, PWTC Kuala Lumpur

· Financial Management Division Team Building 2016, Swiss Garden Kuantan Pahang

· Executive Development Program 2015

· Management Development Program 2015

· Healthcare Management Asia Conference 2015, Yangon Myanmar

· GST Conference 2015, PWTC Kuala Lumpur
· Team Building Training at Nexus Hotel, Port Dickson.
· Managerial Skills at Holiday Villa Jalan Ampang.

· Pivot Table Excel Course by KSt Training at Melia Hotel.
· Customer Focus Culture, Mr Sidik, Excellence Consultancy.

· 5S Practices, Mr. Tan Por Sing, Quality Dynamics Consultancy.

· “Producing High Quality Board Papers” by MAICSA Leading Governance, Chartered Secretaries Malaysia.

· Credit Evaluation by Dun & Bradstreet.

· Emotional Intelligence by TAR College.
· Effective Debt Collection, Mr. William Leong, Institut Bank-bank Malaysia (IBBM)

· Collection & Bankruptcy Against Credit Card Holders, Mr. Tang Kean Onn, Institut Bank-bank Malaysia (IBBM)

· Collection Management Services, Southern Bank Berhad

· Total Quality Management (TQM) – ISO Training Programme, SIRIM Berhad

· Legal Proceedings Course, Sidek, Teoh, Wong, Dennis (Legal Firm)

· AMLA (Anti Money Laundering Act), Southern Bank Berhad

· BAFIA (Bank Act and Financial Institution Act), Southern Bank Berhad

· Quantum Leap Training Programme, Southern Bank Berhad

· Up to You Service Training Programme, RHB Bank Berhad

· Lotus Notes 6, Mesiniaga Berhad

· Team Building Course, Teamwork Management Sdn Bhd

· Balanced Score Card Course, Southern Bank Berhad

· Merger Integration Systems, CIMB Bank Berhad
· Applied Project Management, Applied Thinking Dimension (M) Sdn. Bhd.

· Key Performance Indicator (KPI) Training Program by Ideal Lifelong Learning

· Annual Credit Management 2009 by MECA Consultancy

· Negotiation skills by Malaysian Institute of Accountant (MIA).
EXTRA CURRICULAR ACTIVITIES
· Organized Team Building Program for Financial Management Division 2016

· Organized Educational Trip to Johor Bahru 2016

· Appointed as Task Force Member for IJN Medical Ethics Committee 2015
· Appointed as Panel for IJN Staffs Promotion 2015, 2016

· Appointed as Change Manager for SAP Implementation in IJN, 2014

· Appointed as Panel for IJN Domestic Enquiry 2014

· Committee of Institut Jantung Negara 5S Practices.

· Manager of registration, IIU Rakan Muda Mountain Bike Challenge 1998
· Committee of Publicity, Economics and Management Sciences Society

· Assistant head Committee for Special Takss, Consumer Club, IIUM

· Sub-Committee of Multi Info Senario Fest 1997, ENMS

PERSONAL CHARACTERISTICS

Personal Qualities
: I have been described as an outgoing, hard working, well-organized and  

  punctual person.

Preferred Work Style
: I prefer to work in fairly organized environment, where my   


performance can be measured with some accuracy. I would like to think that I am an ambitious person, yet realistic about my chances of completing a task successfully.

Executive Qualities
: I enjoy taking on decision making in various capacities. I look forward  

  to learning more especially in a new environment.

Availability

: I would be able to start after giving three months notice.

REFEREES
Mr Tan Weng Teik

Senior Finance Manager of CVSKL.
(Former Senior Finance Manager at Pantai Management Operation Division.)
Tel.: 012 3507615

Ms. Carolynn Yeoh
Senior Financial Controller, Davita Dialysis Centre
(Former Financial Controller at Gleneagles Hospital Kuala Lumpur)
Tel:  019 3843963
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