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➢Finding and Hiring RCM 
➢Best Practices for Onboarding
➢Training & Retaining
➢How to Work from Home
➢Leveraging Business Partners



• Finding qualified or experienced people

• Training tools and resources

• Competition with organizations offering remote work and higher pay

• Systems to track quality, production, backlogs

• Letting go of low performers

• Vaccine/Mask Mandates
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A Healthy Culture:
• Principles & values guiding the 

organization

• Shapes the way people behave

• Reason we do things the way we do them

• Motivation for why people stay (or leave)

• Driving force behind high productivity & 
improved quality

• Environment makes people feel like they 
belong

• Only contagious thing we want in our 
hospitals!
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• Adaptable

• Team-player

• Strives to learn & improve

• Problem-solver 

• Good communicator 

• Ability to prioritize

• Confident/self-starter 

• Committed to wellness 

• Embraces technology

• Smart/makes good decisions
• Efficient, productive & fast 

moving
• Honest/integrity 
• Positive/happy 
• Reliable/dependable
• Conscientious & thorough
• Emphasis on quality & 

customer service
• Passionate
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Hire
• Hire Slow – (Fire Fast)
• Character over 

Experience

Train
• Formalize Onboarding
• Include Skill 

Assessments

Retain
• Defined Career Paths
• Reward Talent, not 

Mediocrity



• College Grad Recruitment
• No Experience Required – Offer Opportunity to Train
• Initial Contact – OAD Survey to Determine Profile & Fit
• Employee Referrals
• Phone Screen
• Phone Follow-up Questionnaire & Completion of Application
• In person interview
• KPH and WPM Assessment
• Interview Evaluation Form
• Reference Check



Tech
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• Shadowing departments
• Compliance assessments
• Certification programs
• CMS training programs
• 360 reviews on values/culture 

points
• Early detection of warning 

signs
• Audits and quality checks
• Scorecard with weekly check-

ins
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❑Elbow room - The job is big enough to allow 
room for growth

❑Headroom - Can make decisions without 5 
levels of approval

❑Impact, even legacy
❑Clear line of sight for business results 
❑Stretches but does not defeat me
❑I can get my arms around a business 
❑Always something new to work on
❑Provides opportunity to develop and grow
❑I get coached for my development 
❑Highly talented leaders and great teammates 
❑Clear values lived by all 
❑Action taken on poor performers
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Red Yellow Green Super Green

Additional details (Critical) (At risk) (As promised) (Over achieved) Results Comments

Workload Completion

eC Folders Completed-
Unworked Claims by User-eC 

Hold Dates Current-ATB 
Completion

<95%
<95% Documented 

explanation

92%
Claims and WQ's 

cleared daily or within 
specified timeframes

>95%
Claims and WQ's 

cleared daily

eC Claims

eC Rejections

ATB Completion

eC Holds Current

Blended

Meeting Production Standards Per Workload calculator  Standards are not met Productive hours within 
5% of hours worked

Productive hours > 
100% of hours 

worked

Monthly Audit Score at 92%
Employee will be audited at a 
minimum of 25 of accounts 

monthly
<92% < 92% (Training) 92% >95%

Write Offs

A/R Follow up

Denials

A/R Scorecard Details from Client Scorecard

GDRO

Aging Over 90 days



Cash Posting

Refunds/Credit 
Balances

Medicare A/R Medicaid A/R

Other Payers

Self 
Pay/Customer 

Service
Registration

Coding

CFO



20

• Team Meetings – via Teams or Zoom

• Teams “talking” instead of emailing

• Camera vs No Camera

• Lunch Mandatory

• Scheduling Breaks (forcing breaks)

https://www.youtube.com/watch?v=lGOofzZOyl8
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•Systems
•Complexity requires 
technology
• Improved efficiency
•Reducing cost (not 
always!)
• Improved compliance

•Personnel
•Complexity requires 
expertise
• Improved efficiency
•Reducing cost (not 
always!) 
• Improved compliance



Outside Partners –Why Not?

Systems

• Return on Investment

• Interface Issues with other Systems

• Cost vs. Budget

• Customization

• Compliance Concerns

Personnel

• Loss of Control

• Performance Deliverables

• Increased Expense

• Customization

• Compliance Concerns
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Don’t hesitate to reach out to our presenter with follow up questions or if you’d like to 
learn more about efficientC’s clearinghouse, claim scrubbing and analytics offerings. 

Lori Zindl
President

lzindl@os-healthcare.com

Contact efficientC to find 

about our special 

conference promotion

mailto:lzindl@os-healthcare.com

