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Zusammenfassung

NPS provides mission critical support to Novartis brands by helping patients prescribed Novartis products with
assistance to address any access challenges and get on medications needed to improve their health. We have
an incredible opportunity to formulate exciting new partnerships to deliver transformative patient services as
we continue to build out our Patient Support Center (PSC). The NPS team is uniquely positioned to help
support our goal of providing appropriate medications to twice as many patients twice as fast. The PN will
support the Breast & Women’s Cancer franchise by providing omni-channel customer support and patient
access. By leveraging workforce management, technology, and through staff retention and engagement, it will
ensure strong appropriate alignment with NPS goals. The team is committed to helping customers by
improving delivery of medication access information. •If you are customer obsessed. •If you are energized by
leading teams of people through change. •If you are motivated by measured outcomes. You should consider
joining the Novartis Patient Support Center.

About the Role

Location: Hybrid Working Requirements: Ability to work on-site (East Hanover, NJ or Tempe, AZ) one week
per month in the office.

JOB DESCRIPTION:

The Patient Navigator provides education and reimbursement/case management support for healthcare
providers and patients.  From Intake to Outcome, Patient Navigators are dedicated to supporting healthcare
providers and patients throughout the treatment journey by providing ongoing disease state and product
education, case management, and adherence support to help limit barriers that may hinder appropriate patient
outcomes.

POSITION SUMMARY:

Under the general supervision of the Novartis Patient Support Center Team Manager, the Patient Navigator is
responsible for customer service, support, education, outreach, and case management. The Patient Navigator
will work interactively with internal teams, patients, healthcare providers, pharmacies, and payers.  The Patient
Navigator team will also support various reimbursement and patient assistance functions. The Patient
Navigator will respond to all patient and customer/provider account inquiries.

This position does not involve the practice of nursing, provide clinical advice or counseling for the patient.1/5



Documents all interactions with the Novartis Patient Support Center are in compliance with HIPAA regulations.

PRIMARY DUTIES AND RESPONSIBILITIES:

The Patient Navigator interacts directly with patients and/or their caregivers via telephonic support and
acts as a single point of contact and voice for patients.
Works as a patient advocate, demonstrates compassion and coordinates access to therapies, conducts
appropriate follow up and facilitates access to appropriate support services
Collects and review all patient information, to the degree authorized by the SOP of the program
Validates completeness of all required information and provides assistance to provider and/or patient
Provides guidance to physician office staff and patients on how to complete and submit all necessary
program applications in a timely manner
Provides exceptional customer service to internal and external customers; responds and resolves
customer requests in a timely and accurate manner; escalates complaints accordingly
Maintain frequent phone contact with patients, provider representatives, payer, third party customer
service representatives and pharmacy staff
Educates on support resources and information relating to Novartis therapies as prescribed by an HCP,
including access offerings, disease state and relevant dosing/administration, treatment reminders within
the established guidelines of approved call cadence guides and work instructions 
Confirm patient eligibility according to approved work instruction within the CRM platform
Responsible for ongoing management of primary caseload
Provides payer education, reimbursement information, resources and support to providers and/or patients
to support access to therapy. 
Reports all Adverse Events (AE) disclosed in alignment with training and Standard Operational
Procedures (SOP)

Maintain accurate and thorough documentation of all patient interactions, including adverse event
reporting as required by corporate guidelines within the electronic CRM platform.
Lead triage of daily caseload in Salesforce and assign to Navigator team
Required to adhere to compliance guidelines as required by Novartis Pharmaceuticals and the Novartis
Patient Navigator Program including Up4Growth, approved call guides and scripts, HIPAA guidelines and
adverse event reporting
Participate in ongoing training with Patient Navigator team on new and/or updated Program  information,
i.e. work instructions, call guides, disease area, product specific content, Patient Navigator overall role
and responsibilities as well as brand, call cadences, and compliance training
Exhibit collaborative behaviors with external vendor teams to ensure seamless program/platform
operations, enhance operational efficiencies, and ensure that all materials and activities are executed in
full alignment with NPC and Patient Navigator standards with
Exhibit collaborative behaviors with cross functional teams (Patient Services, Brand(s), Patient Safety,
Legal, Compliance and Privacy) to ensure seamless program operations, enhanced operational
efficiencies and reporting
Works on problems of moderate scope where analysis of data requires a review of a variety of factors.
Exercises judgment within defined standard operating procedures to determine appropriate action
Typically receives little instruction on day-to-day work, general instructions on new assignments
Extensive knowledge of HIPAA regulations and follows all company policies
Provides education and support for Risk Evaluation and Mitigation Strategy (REMS) Program
requirements
Perform related duties as assigned
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EXPERIENCE AND EDUCATIONAL REQUIREMENTS:

Education: Bachelor’s degree and an active Nursing licensure (RN, NP, PA) in state in which candidate
resides
Previous 5+ years of experience in a specialty pharmacy, medical insurance, reimbursement hub
experience, physician’s office, healthcare setting, and/or insurance background preferred
3+ years of experience working with Complex Specialty products in a pharmaceutical/healthcare setting
required (such as Biologics, Medical Devices, Oncology, Transplant, Infusion, Rare Disease, etc.)
Bachelor’s degree; Active Nursing Degree (RN, NP, PA) licensure in state in which you resides
Knowledge of HIPAA regulations
Knowledge of pharmacy benefits, and medical benefits
Global understanding of commercial and government payers preferred
Preferred Experience

Oncology/Rare Disease
Telemedicine/Contact Center/Patient Support
Risk Evaluation and Mitigation Strategy (REMS)

OTHER REQUIREMENTS:

This job requires you live within 90 miles of the East Hanover or Tempe site of Novartis.
Proximity and ability to commute to work onsite in East Hanover or Tempe as required by our hybrid
model for occasional meetings or events.  To be scheduled at the discretion of the business.
When working from home, a quiet dedicated space where the employee can work without interruption
For Patient Support Center (PSC) Roles with a Dedicated Training Period: The individual hired for
this role will be required to successfully complete initial training, including passing simulations and
become certified to do the role.

Why Novartis: Our purpose is to reimagine medicine to improve and extend people’s lives and our vision
is to become the most valued and trusted medicines company in the world. How can we achieve this?
With our people. It is our associates that drive us each day to reach our ambitions. Be a part of this
mission and join us! Learn more here: https://www.novartis.com/about/strategy/people-and-culture  

You’ll Receive: You can find everything you need to know about our benefits and rewards in the Novartis
Life Handbook. https://www.novartis.com/careers/benefits-rewards

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.

Novartis Compensation and Benefit Summary: The pay range for this position at commencement of
employment is expected to be between $88,000.00 and $132,000.00/year; however, while salary ranges
are effective from 1/1/24 through 12/31/24, fluctuations in the job market may necessitate adjustments to
pay ranges during this period.  Further, final pay determinations will depend on various factors, including,
but not limited to geographical location, experience level, knowledge, skills and abilities. The total
compensation package for this position may also include other elements, including a sign-on bonus,
restricted stock units, and discretionary awards in addition to a full range of medical, financial, and/or
other benefits (including 401(k) eligibility and various paid time off benefits, such as vacation, sick time,
and parental leave), dependent on the position offered. Details of participation in these benefit plans will
be provided if an employee receives an offer of employment. If hired, employee will be in an “at-will
position” and the Company reserves the right to modify base salary (as well as any other discretionary
payment or compensation program) at any time, including for reasons related to individual performance,
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Company or individual department/team performance, and market factors.

Join our Novartis Network: If this role is not suitable to your experience or career goals but you wish to
stay connected to hear more about Novartis and our career opportunities, join the Novartis Network here:
https://talentnetwork.novartis.com/network

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

Join our Novartis Network: Not the right Novartis role for you? Sign up to our talent community to stay
connected and learn about suitable career opportunities as soon as they come up:
https://talentnetwork.novartis.com/network

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

EEO Statement:

The Novartis Group of Companies are Equal Opportunity Employers who are focused on building and
advancing a culture of inclusion that values and celebrates individual differences, uniqueness, backgrounds
and perspectives. We do not discriminate in recruitment, hiring, training, promotion or other employment
practices for reasons of race, color, religion, sex, national origin, age, sexual orientation, gender identity or
expression, marital or veteran status, disability, or any other legally protected status. We are committed to
fostering a diverse and inclusive workplace that reflects the world around us and connects us to the patients,
customers and communities we serve.

Accessibility & Reasonable Accommodations

The Novartis Group of Companies are committed to working with and providing reasonable accommodation to
individuals with disabilities. If, because of a medical condition or disability, you need a reasonable
accommodation for any part of the application process, or to perform the essential functions of a position,
please send an e-mail to us.reasonableaccommodations@novartis.com or call +1(877)395-2339 and let us
know the nature of your request and your contact information. Please include the job requisition number in
your message.

Abteilung
US
Business Unit
Innovative Medicines
Ort
USA
Website
East Hanover
Company / Legal Entity
U014 (FCRS = US014) Novartis Pharmaceuticals Corporation
Alternative Location 1
USA
Functional Area
Market Access

4/5

https://talentnetwork.novartis.com/network
https://www.novartis.com/about/strategy/people-and-culture
https://talentnetwork.novartis.com/network
https://www.novartis.com/careers/benefits-rewards
mailto:us.reasonableaccommodations@novartis.com


Job Type
Full time
Employment Type
Regular
Shift Work
No
Apply to Job
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