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WORK FROM HOME:



Overview of Webinar Tool 



• Certification
– CHAM: Management/Director Level
– CHAA: Front-Line Staff

• Education
– Webinars: Live and On-Demand

• Resources 
– Toolkits: Disaster Preparedness, Patient Identity Integrity, Joint Commission, CMS 

Survey, Patient Experience 
– AccessKeys 3.0 

• NAHAM Members 
– Over 2,000

NAHAM: National Association of 
Healthcare Access Management 



Today’s Webinar Program

Overview

§ Introduction of Speakers

§ The Work from Home Series Update

§ Texas Health Resources Presentation

§ Live Poll Questions During the Webinar

§ Q&A



Speaker Introductions

Lynn Arrington 
Director

Insurance Verification

Alyssa Corallo
Director

Pre-Arrival/Financial 
Clearance

Patti Consolver
Senior Director
Patient Access



Moderator Introduction

Scott Overholt
Chief Marketing Officer

Vyne



Work from Home – The Series
§ NAHAM Webinar 1 – October, 2016: Trend Overview
§ NAHAM Presentation in Dallas – April, 2017: Thought Leader Panel Discussion 
§ NAHAM Webinar 2 – May 31, 2017: Basics of a Virtual Work Program in Rev Cycle



Work from Home – The Series
§ NAHAM Webinar 1 – October, 2016: Trend Overview
§ NAHAM Presentation in Dallas – April, 2017: Thought Leader Panel Discussion 
§ NAHAM Webinar 2 – May 31, 2017: Basics of a Virtual Work Program in Rev Cycle
§ Work from Home White Paper
§ Work from Home Case Study
§ Work from Home Toolkit
§ HFMA Forum Write-up 



Work from Home Series –
What We’ve Learned So Far
§ 1/3, 1/3, 1/3
§ Key drivers are space, costs, disaster planning, employee relations / retention
§ Technology makes it possible 
§ Requirements are a secure, paperless environment – and the software to handle this
§ Management tools are needed to monitor compliance and productivity
§ Employee satisfaction is raised
§ Productivity is higher (and sometime required to be higher)



Work from Home Series –
What We’ve Learned So Far
§ Training is critical
§ Communication and collaboration is key
§ Integration to EHR and other critical systems helps make WFH programs seamless
§ Employee recruitment advantage
§ Key employee retention is improved



POLL
Does your hospital currently have work from home 
Revenue Cycle Team(s)?

o Yes, we currently have team(s) working from home

o Yes, we currently have at home teams, and plan to expand

o No, but we plan to have at home teams in the future

o No, our IT department doesn’t support a work from home team

o No, leadership doesn’t support a work from home team



“The	How-To’s of	Managing	a	Virtual	Work	
Program	in	the	Revenue	Cycle”	

Patti	Consolver,	Senior	Director
Lynn	Arrington,	Director,	Insurance	Verification
Alyssa	Corallo,	Director,	Pre-Arrival/Financial	Clearance

Texas	Health	Presents…



25 Acute-care,	Transitional,	Rehabilitation	and	Short-stay	hospitals	that	are	
owned,	operated,	joint-ventured	or	affiliated	with	Texas	Health	Resources

§ 16	acute-care	hospitals
§ 6	short-stay	hospitals
§ 1	transitional	care	hospital
§ 2	rehabilitation	hospital
§ 27	Free	Standing	Emergency	Rooms

69 Outpatient facilities	and	more	than	250 other	community	access	points

More	than	3,800 licensed	hospital	beds	(approx.	3,700	operated/available	beds)

$4.6	billion	in	Total	Operating Revenue /	$6.7	billion	in	Total	Assets

Who	are	we?



Patient	Access	Intake	Center	–
Centralized	unit	under	the	Strategic	Revenue	Services	department,	which	

currently	preregisters,	financially	clears,	initiates	authorization	and	verifies	
patient	benefits	for	specific	scheduled	services.

PAIC	2016	Outcomes

600,000	Calls
29	sec	Avg.	Hold	Time
4.5	min	Avg.	Talk	Time	
98%	Ins.	Verification	Secure	Rate
96%	Pre-Reg.	Secure	Rate
$1M	Monthly	Avg.	Pre-Service	Collections

– $11.6M	End	of	Year

Who	are	we?



Agenda
• Technology

• Basic	Set	Up
• Performing	Site	Visits
• Audio	recording/QA/Faxing
• Skype	for	Business

• Platforms	for	Growth
• Virtual	Coaching/Corrective	Actions/Evaluations
• Virtual	KPI’s
• Virtual	Staff	Meetings
• Virtual	Training

• Lessons	Learned
• Constantly	Changing
• Metrics	– home	vs.	office
• Growth	/	Timeline
• Staffing

• Closing/Questions



POLL
What are the primary drivers of your interest in a 
work from home program? (Click all that apply)

o Office space limitations

o Employee satisfaction, recruitment and/or retention

o Improved productivity

o Disaster planning

o Other



Technology



Technology	Needs
Hardware

All	employees	utilize	a	THR	Laptop.	
All	applications	are	accessible	and	fully	functional	both	On-Site	

and	Off-Site	via	VPN.

On-Site
o Laptop
o Docking	Station
o Monitor,	Keyboard,	Mouse
o Desk	Phone
o Access	to	Office	Router

Off-Site
o Laptop
o Laptop	Bag
o Laptop	Charger
o USB	Headset	or	IP	Phone
o Access	to	Office	Router



1. Laptops
Chose	15.6	inch	with	10-Key

2. Headsets
Tested	various	types	of	headsets.
The	chosen	headset	had	a	higher	quality	since	the	staff	spend	

the	majority	of	their	time	on	the	phone.			

3. Phones
Supplied	with	IP	Phones/Headsets	to	take	home	and	connect	to	home	
internet	router	or	USB	Headsets	for	the	Soft	Phone	on	the	laptop.

All	employees	are	required	to	log	in	with	their	in-office	
extensions	while	teleworking	to	give	the	appearance	
to	our	customers	that	they	are	still	in	office.

Technology	Needs
Hardware



Internet

1. Staff	use	their	own	internet	provider
2. Must	be	able	to	plug	directly	into	

router
3. Provide	Internet	Speed	requirement	

to	all	staff
4. Require	Upload	Speed	to	be	at	

minimum	4.5	mbps	for	application	
functionality	and	phone	quality	to	
mirror	in-office

5. Speed	is	checked	with	all	
applications	opened

6. Speed	test	is	completed	quarterly	
and	kept	in	employee	file

Technology	Needs



Faxing	Solution	–
We	eliminated	the	need	to	print,	scan	

and	manually	fax	documents.	
The	tool	automatically	captures	both	

inbound	and	outbound	faxes,	along	with	
details	such	as	sender/recipient,	date/time	
and	proof	of	receipt.	

Faxes	are	digitized,	indexed	by	patient	
and	available	for	retrieval	and	routing.	

Audio	recording –
We	automatically	record	calls	through	seamless	integration	with	our	Avaya	

telephone	system.		Can	index	by	patient	account	efficient	for	retrieval.	

Technology	Needs



POLL
In what areas are your existing or planned 
work from home teams? (click all that apply)

o Scheduling
o Pre-registration
o Authorization / Eligibility
o Coding
o Financial counseing



1. Provide	all	Employees	THR	Acceptable	Work	Space	Policy
2. Employee	provides	pictures	of	their	home	work	space	to	management
3. Management	does	in	home/virtual	site	visits
4. Ensure	employee	adheres	to	Policy	and	is	Safe-Guarding	Information

Work	Site	Visits



Work	Site	Visits



POLL
What is your hospital’s estimated cost savings 
per year from work at home programs?

o $0
o $0 to $50,000
o $50,000 to $100,000
o $100,000 to $200,000
o +$200,000



• Virtual	Coaching/Corrective	Actions/Evaluations
• Virtual	KPI’s
• Virtual	Staff	Meetings
• Virtual	Training

Platforms	for	Growth



• Set	up	Coaching	Meeting	via	Phone	using	Outlook	Calendar	

• Call	is	recorded	via	Auto-Record,	indexed	and	Saved	to	Employee	File

• Email	Corrective	Action	to	the	employee	with	a	Read	Receipt	
– Employee	will	be	required	to	Electronically	Sign	and	Email	back	to	their	

Manager

• HR	Requirements
– Completed	timely
– Develop	standardized	language	“	I	have	read	and	understand	the	

contents	to	this	action”
– Standard	language	among	all	PAIC	Leadership

Virtual	Coaching	&	Corrective	Action



HR	Required	Attached	Acknowledgement	Form

Email	with	Read	Receipt	Weekly	KPI	Scores



Virtual	KPIs



Teleworking	Performance	Tracker



1)	Schedule	Staff	Meeting	with	Skype	in	Outlook

2)	Join	Skype	meeting	from	the	outlook	request

3)	You	have	the	option	to	video	conference,	phone	
conference	or	share	your	desktop

Virtual	Staff	Meetings



Additional	Skype	Features

Features



Virtual	Training



POLL
What is your remote team(s) productivity level 
vs. the in office team(s)?

o 90% to 100%
o 100% to 105%
o 105% to 115%
o 115% to 130%
o +130%



Constantly	Changing

Lessons	Learned

Metrics	– Home	vs.	Office





Teleworking	
Performance	Tracker



Timeline	– take	it	slow

• IV/PR	– differences
• Staffing	– not	for	everyone



POLL
Which c-suite executive was / will be the primary 
decision maker in the initiative to deploy work 
from home programs? 

o CIO
o CFO
o HR
o COO
o Other



Open Discussion

Questions or	Comments



Q&A

webinars@vynecorp.com
For more information, email




