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Impacting Lives Across Louisiana, The Nation & The World

Ochsner serves patients from across

LOUISIANA, EVERY STATE
in the nation,and more than 75 COUNTRI ES.

Ochsner seeks to move Louisiana
Healthy into the top 40th healthiest
State states with America’s Health
By 2030
Rankings by the year 2030.

Ochsner is

LOUISIANA’S LARGEST

not-for-profit health system and one
of the largest independent academic
health systems in the United States.
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Our Values
Our enduring beliefs and inspired behaviors

Patients are always our
First priority.

Inclusivity inspires us to
do our best.

Excellence is an ongoing

Always act with Integrity. journey.

Teamwork makes us
stronger.

Approach every experience
with Compassion.

Our Vision

Inspiring healthier lives
and stronger communities

Our Mission

We serve, heal, lead,
educate and innovate

YOchsnerHealth
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Driving engagement and leading
remote teams
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Agenda

Transition from office to home
Communication

Measuring Productivity
Remote Training

Engagement for Remote Teams

March 2020 staff were sent to work from
home due to Pandemic

No advance notice
Technology
Communication
Timeline
Workspace
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ypes of Remote Teams within the Revenue Cycle

100% Remote Workers Hybrid Remote Workers Occaml:ile:isemote

/ Ochsner

Create the Framework

* Work from home Policy
* Designated Workspace VOc:hsner Health

* Information Security Policy

TITLE: Remote Work

* Set Hours/Daily Structure e oviom

APPROVER(S): Tracey Schio (EVP-Chicf Risk & HR Officer), Wamer Thomas (CEO-Ochsner Health
stem)

* Communication & Accessibility e oas o
* Hardware Acknowledgement

. Scope
This policy applies to (i) Ochsner Heaith, (i) Ochsner Clinic Foundation, an<
faciliies and entities wholly owned and/or leased by Ochsner Clint
(‘Ochsner).
OCHSNER HEALTH SYSTEM
ACKNOWLEDGEMENT OF RECEIPT OF COMPANY Purpose

This policy sets forth the Ochsner Health administrative guide”
3 ums ’ o i
belonging to Ochsner Health System (OHS), effective  9/° ll. Definitions

A. Primary Caregiver- the person responsible
Employee to initial by each item that is being assigne Sick child) that would interfere with the w .
« DDBadge__ WB toa central worksite location in the ev- aves
« Parkingpass_ W8 assistance o another person w* asks of
. access card _ WE. personal or household care ne O
- Buildingkeys W8 B. Remote Work—An altern ployee and their
e Deskkeys leader in which job f ~ation, such as the
 Mailboxkeys employee’s home- work
©  Electronig a. Perm~ -t between employee and
* Emplo N len =d at an off-site location during
« EL “wves, discs, tapes, cards, cte.) -y come on site for events such as
ations.
agreement between employee and leader in
< - ~ormed in an office setting and off-site location,

~nome. The leader should approve the set days
-at (specify and initial);

I financial obligations: o the event of i _note Work- A work agreement between employee and
_pen employee accounts (c.g., cash advances, credit card liabilitics. wich employee works primarily in an office selting but job
JHS property (specified above or on attached sheet). upon my lnst day . are performed at an off-site location on an cccasion basis, for
by my leader and/or HR Business Partacr). If for any reason  do not ple due to weather event
roperty upon termination of cmployment, T understand that T will be
ost of which will be

xin the final
¥ 15 not sufficient to pay the balance of the cost, ] am responsible and liable for the
an. .cduc, and Iwill make proper repayment arrangements with Ochsner Health.

1/25/2022
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eighing the Benefits & Challenges

Initial Challenges Benefits
Printing/ Scanning/Faxing Autonomy
Lack of technical skill to join Zoom and Work life Balance
conference calls Uninterrupted productivity
Do not see each other often in person Higher productivity
In-person rounding difficult and time Traffic avoidance

consuming to coordinate
Difficult holding large group meetings
Lack of detailed communication

Space restrictions when employees do
commute

Cost savings
Ability to work at other locations
Expand recruitment

Remote collaboration
Building/maintaining trust ~——
Fear of loss of culture _—

"/Ochsner‘

Communication
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Communication Rhythm
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Daily Check-in’s
Weekly Team Meetings
Monthly Newsletters

Quarterly Revenue Cycle State of the Division
System Highlights
Awards and Certifications
Good News
Department Highlight
Diversity and Inclusion Highlights
Future Events

Weekly/Monthly System updates
Power of One Messages
Monthly Webex

Quarterly State of the Division

DEPARTMENT HIGHLIGHT — HIM/CODING

Qur Health Information Management, Coding & Documentation
Excellence team is responsible for overseeing the quality, integrity, security
and protection of our patient’s health information. While we don't often
see our patients, we do impact the quality of the patient information at
many touchpoints in the healthcare delivery cycle. Our team is part of
the middle revenue cycle and has a direct impact upon revenue to
Ochsner!

1/25/2022



Quarterly State of the Division

What is

0 I I ve ; An automation solution to take out

the redundancies and help you
focus on the important work!

* Claims Status * HRSA billing
* Insurance discovery < Patient Estimates

e Authorizations e ..and more!
o’

15

Quarterly State of the Division

— — “""“" =  _RCA Tableau Dashboards

lllll f\/\/“'“\,_/\, il [Y)i:::a};ffectingAdjustments: E;h%f:i
— = S - KPI - CDE & HCC
< — — ] HB Trending + ED Deficiency

e\ EE BN E ! = \ - POS Collection - DNB

’ : e = E:Z. : = Copay Collection Rate * And many more!
16
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+ MANY Uses.

*+ HOWTOUSE:

BREAKOUT ROOMS

When to use: To separate attendees into smaller groups for discussion.

Make sure the Breakout Room feature is turned on.

You may randomize the groups or manually select.
« *7ToPre-Assign, only authenticated users may join.

You may choose the size of the groups.
The host may go in and out of any room.

Attendees will get a 60 second warning when breakout rooms will close.
* You can change the amount of times under options, when creating the room.

TPs:

To stay in the main session, instruct attendees not to join breakout rooms.

« Useful if you only want a few people to have a side conversation.

As host, tell people how long they’ll be in the room and be clear about what you want them to discuss.
Attendees can no longer see your screen/chats once they’re in the room.

+ e Breakers

+ Bansorming

Zoom Training

[ e

ANNOTATIONS/WHITEBOARD

+ ColbortieEdtg

+ Openended poling

+ Hare someone sharescreen

+ Atendees vl ot uton fthehoer oer
evieingAny St

Zoom training for leadership
Settings
Polls
Breakout Rooms
Whiteboards
Recording
Close Caption

Video Cameras required for meetings

Zoom fatigue

G — o0 x © rote
Checkpoint 2 in Progress 010

1. Salct anything you'd ke to 90 over agsin: (Multiple
wice)

1. Selact anything yourd like to go over again: (Multple
wice)

17

Measuring Product
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Establishing Accountability

Set expectations

Provide feedback early and often

Establish a culture of empowerment

Make consequences and rewards clear
Communicate, communicate, communicate
Establish collective values and objectives

Time Audit Dashboards

it B Refresh [ Pause [0 View: Original [\ Alerts 53 Subscribe & Edit o Share [{J Download [ Comments [ Full Scree
& £ ¥ 23 3 imary Cost Center (filter)
Kronos Login Time vs Epic Login Time W
first EPIC login first each day.
GPT dates, /, and can be seen by he ‘a partie date. Employee Name (filter)
e
‘Sumof Time Variance (in minutes)
2000 I S 40
g 8 8 § § 8 § § § & g 8§ § &8 3§ 3 § &8 & &§ § § & 8§ 8 8§ 8
I S S S - - 2 8 @ 5 & g & § @ § 42 € § @© § &§
£ H H £ H g g g ¢ Fl [/ e e e e H s g H g g

Frimary Cost
Center

Employes lame Employee ID

enter
1182016

20
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Measuring Productivity

= oLsu TICE - prdasii 2

5] 1xinauiy & Follow-up W [ HOSPIAl ACCOUNt MAIMenance g FUWG Summary Keport (5 Hegistranon g FUWQ Payor Lag hime Heport [, My Dasnooaras

=o - - o .
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User Activity Summary Report Daily User Activity Summary Report
User Activity Summary Report

Dally User Act.

ort Settings
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Resubmit Selectes Dater, Transter, Write-o Requasted Resubmit Clalm NRP Transfer to Seif-
pa =1on rance

Timo is tho avorage duration botween the first actnity and iho last activity porformad in o day by the uscr over the grouped tme poricd.
Fonts under Foliow-up refers to the totel payment smount matched o 3 charge after an sctiity was peronmed that reset the last worked dats.
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Tue 1126519

user

Eoliow up Workguouc

L)

EESE:

- —— .
user FrislScorelActviy Gniliny oi[Chs CHFmS|ScorelAciviy on
ol o e —-
. e = o— |
= e
= L
= 3 |
vo| v ol of

Wisit iling Urder Change

orar Tsar £
user ivity Cot|  Wisit Cot Score] Actvity cnt| __ Wisit il
0.0 of 0| 0.0 o|

Z.0] 2| 2| =y E =

20 2| 2| Xy E 3|

9.0 19| 17, 19.0| 19| 17|

0.0] of 0| 0.0] o] of

v.0] of ol 0] o] ol

<

Last ratrashad: 10:50:69 AM

[ Rt Seivng

/Ochsner‘

21

Measuring Productivity

Monday Wednesday

Thursday

s 1/ujm 11372019 1142009

D | Productivity | MTD Average% |EpicProd| Worked | AdiProd | %Prod | EpicProd| Worked | AdjProd | %Prod | EpicProd | Worked | AdiProd | %Prod
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w1 us us | s ol o ug 2 Y T I T
B 130 wor|  we| s | e 1 ) m| a0 5] 8 o] wom e g 1s] ma
so3 & ush| 7| sy [ o 1o 13 we] ww w7 o] w7 s wom
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Measuring Productivity

(=3 Fax Information -

ightFax Desktop App

(#100) on Server w12v-rigfaxas

Main | Gover Sheet Notes | Atachments | More Options.

To DS

Name: [ Phonesook.

Faxhumber > |[ Addemy.
r |

Veice Numbr —

Compeny: [

Ciy/stote

Al FaxNumber: —

Acooune T

Matter -

Time Log Reports

Optione.
[¥ Fine mode

¥ Use cover shest

[ Hold for proview
¥ Use smartresuma

[~ Cresta POF image. J
[~ Use chasp rates

e ) [ )

formation.

‘*Q’ r/Ochsner‘

llows users to send faxes from their desks or
bmote location without compromising patient

the activity action was completed.

This report reflects the selected user’s productivity
in detail by listing the activity action taken and time

23

Measuring Productivity

My Dashboards
CRM Entry Dashboard ~

= In Basket Glance #

Last Refresh’ 1217:53 PM

Unresolved CRM Current Tasks

© Report completed: Wed 12/4 12:17 PM

New Total Your data source retumned no rows.

Patient Calls
Patient Call Back
CRM

PtAdvice Request

PLCRM Request

First Call Resolution - Last 30 Days
© Repart completed: Wed 1214 12:17 PM

Your data source retumed no rows.

CRMs Resolved per Day

© Report completed: Wed 1214 12117 PM
Your data source returned no rows

CRM In Basket Messages
@ Report completed: Wed 1214 12:17 PM

Message Age (Hours)

W Q2

Number of CRMs

146 187 0-12

72-9999

Total count

Favorite Reports #

Report Name
+ Unorganized (3)

CRMs Resolved By User

PACS - Outstanding CRM - RTS ONLY

Results Status

Ready to run
Ready to run

0
0
0
0
0
0

1/25/2022
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Remote Training

YOchsnerHealth

Revenue Cycle

Revenue Cycle Training and Education is committed to educate you on managing Ochsner's claims processing, payment

and revenue generation.

-— Our Services

Hospital Billing
« Hospital Follow Up
= Hospital Denials
+ Revenue Ingenuity

Pre-Service Clearance

* Clinical Review Team
1 — e Financial Call Center

* Insurance Verification

Single Billing Office

* Credit Resolution
Guarantor Follow Up
Patient Account Services
Patient Financial Services

-
-
-
* Financial Clearance Policy

Patient Access Services
» Clinic Registration
= Clinic Scheduling
« Hospital Registration

Professional Billing
» Clinic Billing
s Clinic Denials
* Coding

RC Leaders
e RCLT
* RCSA
« RCSP
-
-

s Tl B

Mentor Program
Toastmasters

26

1/25/2022

13



Revenue Cycle Remote Training

Revenue Cycle Training & Education Training Calendar Mailbox In-Services Meet Our Team Contact Us

Revenue Cycle Training & Education

Patient Access
Ochweb 2. Hospital Billing Pre-Service Cleara ssional Billing single Billing Office RC Leaders

“This information is intended for Revenue Cycle. For clinical training, please visit Epic Training,

Mailbox In-Services
How to
y .. Meet Our Team Enroll via OLN @ New A upload & sync y lore v

v Name

» Topic : Insurance (52)

raini T
lass Catal _ Training Tracks » Topic : Medicaid (2)

» Topic : Payment Plans (1)

r 5;17;;1‘5; - e I Topic : Registration (9)
=" Mailbox In-Service |

» Topic : Scheduling (3)

Epic / Systems Training

o Do i 5 e

€ appiomk Regutitin, sty >
Detailed View

et Viow & Pt sebue | Bectet

Patricia Worthy

7 e vefed turme 2

T Chmbg O

T — Pationt Demographics

Pationt Contsts Nare

- e kodi dunn
i Gusarsor ecou x
B AZINAKTE,

Alcigie= Hot on fie

=5 L
Syt it et sy
+ Hame Edit. [ = |
Kelsey Smith
o - oo Kazan
i Lomw i mith
iy o s
Camy.  Uneed Sen tamanea | W98 e 0 Hare prere o ctmnig s o
2 - jennifer winn Lakeisha Moss
General Information oo
[Re— A
[ »
A y | P vl e
Facs ] A - Qi i megan francis Lakeisha Moss

Registry Information

M i Both oy

Mathers makdes Bt e K Ricei Jennifer Winn p...
iPhone

" Bostare #5ack §  Lloss

1/25/2022
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Operational Training

Policy

* Onboarding and Training Plan by Department Someicton e wan
* Pre-Employment O ins o mspiorss
* 0-30 Days of Employment e e

* 31-90 Days of Employment

- Wiile-off Lirnils 8 YAA Training
- Documentation Requirements
- Deferral Guidielines

- VFO Review

- Relro Review

* Shadowing Checklist by Department o e ibin 08w b oo

» 22 Coverage may be covered by another payor
= 109 Sorvice not covered by this payor
- B9 Patient anroliad in Hospico

* Buddy Assignment o T N ——

165,197 Missing or invalid autherization and/or referral

* 30-60-90 Day Leadership Check-ins e it oy i i st

0 Coding Denlals
4 Ihe procadure code is Inconsistent with the madifier

11 Ine Dx code s inconsistent with the pracediure codl
Clinic DenialsFollow-Up Repr esentative: 1815 Qualitied oth,
Invoice Number BB Treatment c

Paticut Nume

1514 Only one | &M per

Date of Service
B1& New pafient o

. Did the represcntative verify the claim statua? (verify claim accepted, rejectod, ote.)
2. Did the representative access the appropriate ancillary system to thoroughly review invoice concerns?
a. Varify Inurance Covarage for date of cervice.
b. Reaa Prior Notes.
. Review Xeim for claim status.
5. LI the representative call or send a Ietier to the patient, If necessary”
4. Did the ive iesue paymente to invoice?

a. Contractual
b. Distributs the undistributed
5. Was the payer sent all necessary Information to resolve the Invoice

H
»

\ representative allow the correct length of time on deferring the Invoice
Sent Infarmatian, Hardeapy  depending on paynr
Sent Information, axed..depending on payor
Sent information, Electronically..depending on payor
claim in P . on payor
Insurance states ciaim Paid___30 days from date of check
Claim on l1ok.._ 30 days
Callto patient.__5 days

H*«Nﬂ.nv!iﬁ=x

Management Training

% Ochsner

Managing Performance

Remote Team
Management
Resources r — 4 Virtual Teamwork

This resource was created to help leaders learn about effectively

leading and managing virtual teams. It contains a compilation of , - Virtual Meetings
resources that we have curated for you from the Harvard c

Business Review and the MIT Sloan Management Review.

You do not need to read all of the articles at once. Moreover, you

might probably get overwhelmed if you read all of them in one

sitting. Choose the ones that pique your interest at the moment

and study them. Then, bookmark this course and return to the ; = Remote Work Challenges
resources later to keep learning from experts about different 4

facets of working with remote teams.

1/25/2022
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Engagement for Remote Teams

YOchsnerHealth

Driving Engagement for Our Remote Teams

Community and public recognition via e-mail,
cards Monday, October 26

Door Decorating Contest (any household or office/department door)

Weekly motivational e'mails as a tOUChpOint Of Take a picture and send to amwiiliams@ochsnerorg Monday by 11am. g ¥

Tuesday, October 27

progress Nailed It Baking Contest: Taco Tuesday oy
‘We will provide a sample picture and you will try to match it. %% g
. . Take a picture of what it should look like and how it came outl e S
Virtual Bingo o Bkt B e sk by 45 %

G rO U p m e ntO rl n g Pu@kin Decorating Contest o
Take a picture and send to amuilliams@ochsner org Wednesday by 11am.

Employ get-to-know-you surveys to personalize sy, ocose2s

. . Covid Mask Decorating Contest
a p p re C | at | O n Take a picture of your mask and send to amwilliams @ochsner.org by

Wednesday, 12 noon. Mask should be “homemade”™
Begin meetings with ice breakers Friday, Octobor 30

Costume Contest

3 facts about me — guess who! birmiceidniioleldl i ol IO
Riddle of the day

Ochsner

16
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Revenue Cycle Power of One

Facilitated by Ochsner leaders via Zoom
50 Attendees
Monthly offerings

Agenda

Trellis

Introduction

Bring Your Whole Self to Work

Driving Vision & Purpose: Finding Your Why
Crafting Your Pitch

Driving Your Personal Excellence: How to Own Your
Career & Fully Committing to Your Plan

Driving Excellence Together

About Trellis

Trellis' mission i to provide New Orleanians with an
affordable, supportive and individualized pathway to a
college degree. Degree pathways include healthcare
management and business. Trells staff are devoted to
Your success and want you to leverage your degree into
career advancement

";\(ﬂ(

Your Degree. Your Path.

You'll graduate with a degree from Southern New Hampshire
University, a nationally recognized, nonprofit institution. SNHU's.
College for America programs put you in control,

but don't sacrifice quality. That's what makes Trellis different

To schedule an introductory meeting with our Trellis Enroliment

\,‘ Affordable Personalized
33
Focus on Retention
Employee Recognition
Career Advancement Career
Creating a connection in learning Center s 2 e
Onsite career center
Engaged Teams Helping Team
Development courses on creating Members Find
highly engaged teams e Their Path
Re-commit to Values “OchsnerHaaith
Our Values
Our enduring beliefs and inspired behaviors
000060
34
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irtual Rounding

* Use rounding to build relationships and connect
with your team

* Be sure your discussion includes established
questions, but isn’t robotic

* Be creative with your focus questions

* Use the focus questions to identify Performance
items
*  Example Topics:
* Relationship building
*  What is working well?
* Staff to recognize and why

*  Process/systems you would like to improve and
your ideas to fix

* Tools, equipment, other resources needed

/ Ochsner

irtual Best Friend

*  Team members take a virtual coffee break via video call in order to create a more comfortable, well-
rounded environment with 1 or two team members

* Facilitates discussing mutual hobbies and prevents isolation and burnout

*  Optional weekly topics to discuss

1/25/2022
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37

Questions?

1/25/2022
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