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Driving Engagement and Leading Remote Teams

Wendy Burns
Vice President Revenue Cycle Solutions
Ochsner Health

Impacting Lives Across Louisiana, The Nation & The World
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Recognition & Accolades
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Ochsner Health Statewide Network

Driving engagement and leading 
remote teams
January 25, 2022
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Agenda

• Transition from office to home
• Communication
• Measuring Productivity
• Remote Training
• Engagement for Remote Teams

Transition to a remote workforce…

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

• No advance notice
• Technology
• Communication
• Timeline
• Workspace
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100% Remote Workers Hybrid Remote Workers Occasional Remote 
Workers
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Types of Remote Teams within the Revenue Cycle

Create the Framework
• Work from home Policy

• Designated Workspace
• Information Security
• Set Hours/Daily Structure
• Communication & Accessibility
• Hardware Acknowledgement
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• Printing/ Scanning/Faxing
• Lack of technical skill to join Zoom and 

conference calls
• Do not see each other often in person
• In-person rounding difficult and time 

consuming to coordinate 
• Difficult holding large group meetings
• Lack of detailed communication
• Space restrictions when employees do 

commute 
• Remote collaboration
• Building/maintaining trust
• Fear of loss of culture
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Weighing the Benefits & Challenges
Initial Challenges

• Autonomy
• Work life Balance
• Uninterrupted productivity
• Higher productivity
• Traffic avoidance
• Cost savings
• Ability to work at other locations
• Expand recruitment

Benefits

Communication
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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

Communication Rhythm

Quarterly State of the Division
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Quarterly State of the Division

Quarterly State of the Division
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• Zoom training for leadership
• Settings
• Polls
• Breakout Rooms
• Whiteboards
• Recording
• Close Caption

• Video Cameras required for meetings

• Zoom fatigue

Zoom Training

Measuring Productivity
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• 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
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Establishing Accountability 

Time Audit Dashboards

20

19

20



1/25/2022

11

21January 25, 2022

Measuring Productivity 
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Measuring Productivity
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Allows users to send faxes from their desks or 
remote location without compromising patient 
information.
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RightFax Desktop App Time Log Reports 

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

Measuring Productivity
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Measuring Productivity
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Remote Training
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Revenue Cycle Remote Training

Epic / Systems Training
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Operational Training
• Onboarding and Training Plan by Department

• Pre-Employment
• 0-30 Days of Employment
• 31-90 Days of Employment

• Shadowing Checklist by Department

• Buddy Assignment

• 30-60-90 Day Leadership Check-ins

Management Training
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Engagement for Remote Teams
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• Community and public recognition via e-mail, 
cards

• Weekly motivational e-mails as a touchpoint of 
progress

• Virtual Bingo
• Group mentoring
• Employ get-to-know-you surveys to personalize 

appreciation
• Begin meetings with ice breakers

• 3 facts about me – guess who!
• Riddle of the day
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Driving Engagement for Our Remote Teams
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Revenue Cycle Power of One

• Facilitated by Ochsner leaders via Zoom
• 50 Attendees
• Monthly offerings
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Employee Recognition

Career Advancement
Creating a connection in learning
Onsite career center

Engaged Teams
Development courses on creating 
highly engaged teams

Re-commit to Values

Focus on Retention
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• 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
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Virtual Rounding

• 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
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Virtual Best Friend
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Questions?
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