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MANAGING STAFF
Can you turn Gen Yers into solid 
workers? And are you ready for Gen Z?
By Lynne Curry
Your youngest employees grew up fast. September 11 happened 
in 2001, when the oldest of them was six. They’ve known severe 
economic recession, the War on Terror and global warming. 
They’re 15 to 21, and entering the workforce. If you’ve hired Gen Z 
employees, or if your children were born between 1995 and 2001, you 
need to understand them.
What about your Gen Y workers, those born between 1981 and 2000, 
who seem so entitled you’d like to toss them out on their ears? What 
do you need to know to manage, bring out the best in them, and have 
your payroll dollars pay off?

About Gen Y
Please complete the following sentences:
Patience is a    .
Good things come to     .

MANAGING THE OFFICE
A dozen metrics for increasing your 
medical practice profitability
If someone asked you how many new patients visited your medical 
office last month, would you know? How about how much your office 
spent on marketing to acquire each patient?
Would your staff know these numbers?
“Bottom line, if you and your staff aren’t on top of the numbers game, 
you simply are not going to be as successful in your practice as you 
could be,” says Nick Hernandez, CEO and founder of ABISA LLC, a 
Valrico, FL-based consulting firm specializing in healthcare strategic 
growth initiatives. “Keeping track of numbers in your business is like 
checking the numbers on your car’s dashboard to see if you need to 
slow down, get gas, or change the oil.”

(continues on page 3)

(continues on page 10)
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medical office manager TM RETAINING STAFF
Is this the most valuable perk 
for your employees?
Flexible work hours are the perk that influences employee 
satisfaction the most, according to a new survey by Clutch, a B2B 
research firm. More than 40% of the full-time U.S. employees 
surveyed say that flexible hours are the most important perk they 
receive, and over half (54%) say it’s the perk that matters most to 
their job satisfaction.
Professional development is the second leading perk, with 22% 
of workers surveyed saying that it’s most important. The findings 
suggest that employers should invest in company culture and 
perks, such as flexible scheduling and professional development.
Women tend to value flexible scheduling more, which is not 
surprising, says Mary Pharris, director of business development 
and partnerships for Fairygodboss, a reviews website for women 
in the workforce.
“Having flexibility is key for working moms who want to be 
there for drop off or pick up, go to the parent/teacher conference, 
or take their child to the doctor,” said Pharris. Working moms 
want to adjust their hours as needed without being penalized or 
stigmatized.

Perks help employees feel appreciated
The Clutch survey indicates that employee perks contribute to a 
stronger work-life balance. Over half of the respondents said their 
employer-sponsored perks give them a better quality of life.
Perks also suggest that employers value their employees as 
individuals. Just under half of full-time employees (49%) say that 
their perks make them feel valued.

Perks can take many forms
There are numerous perks beyond flexible hours that employers 
can offer.
Almost anything can be an employee perk, says Lisa Oyler, human 
resources director at Access Development, a private discount 
network popular with employers.
“Even a candy jar sitting out lends to company culture,” she 
says. “It provides something that enhances employees’ daily 
experience.”
Experts recommend that companies be creative with what they 
offer and tailor perks to suit company-wide values.
For example, even free food or fitness classes can make a 
difference. “A healthy employee is a productive employee,” says 
June Palmer, director of sales at VIDA Fitness, a D.C. health club.
In the end, some perks may seem minor, but they matter.  



“If you’re doing something very poorly and you’re not 
tracking it, you may just be continuing to dig yourself 
deeper into that particular hole.”

— Nick Hernandez

page 3medical office manager / august 2018 / medicalofficemgr.com 

Why pay attention to metrics? 
Numbers matter, says Hernandez, because they 
help a medical practice determine which steps need 
to be taken to be successful.
“Your numbers will go up precisely because you’re 
paying attention to them. In fact, if your employees 
know their work is being monitored, it will 
improve. It’s a known fact. It’s actually called the 
Hawthorne Effect.”
A metric is a verifiable measure stated in either 
quantitative terms, such as budgetary numbers 
or accounts receivable billing collections, or 
qualitative terms, such as employee appraisal 
systems or patient satisfaction surveys.
Metrics can drive behavior in a number of ways, 
including:

 k Helping track performance,
 k Helping increase accountability,
 k Helping define your business model,
 k Helping communicate strategy, and
 k Helping align objectives.

“How do you know that the overall business of 
your medical practice is healthy? How would other 
people know? How do you know that the business 
processes that you perform are working properly? 
How would other people know—your staff that 
report to you, or the physicians that you report to?” 
he asks.
Without using metrics to measure how well you are 
doing, it’s difficult to know what to keep doing and 
what needs changing. 
“If you’re doing something very poorly and you’re 
not tracking it, you may just be continuing to dig 
yourself deeper into that particular hole,” he warns.
If you are going to your physician owners or 
physician partners to make an argument or to make 
a case about something you’re trying to change 
or do in the practice, if you don’t have verifiable 
numbers to back it up, the physicians oftentimes 
see that as being your opinion, according to 
Hernandez.
Metrics provide control over processes, 
equipment and employee performance; reporting 
of actual performance relative to expectations; 
communication of what constitutes value and key 
success factors; opportunities for improvement by 

showing gaps in performance; and expectations to 
staff, patients and referring physicians.
Hernandez says good measurements are objective 
and quantifiable and are non-conflicting and 
relevant to what it is that is important toward doing 
a good job.
They are also achievable and verifiable and 
therefore, motivational in nature.
Monitored frequently, good measurements 
provide timely feedback on recent actions. They 
are also visible to all who can make an impact, 
comprehensible and actionable, according to 
Hernandez.

12 key financial metrics to assess the 
current health of your practice
Here are a dozen metrics you can use in your 
medical office:
1. Overhead ratio: Total operating expenses, 

minus provider salaries and benefits, divided by 
total collections.

2. Staff ratio: Total fulltime-equivalent (FTE) 
employees divided by total FTE providers 
(doctors).

3. Individual category expense ratio: Individual 
expenses by category divided by total collections.

4. Laboratory expense ratio: Total monthly 
laboratory expenses divided by monthly net 
charges for lab-related current procedural 
terminology (CPT) codes.

5. Average cost per patient: Total expenses per 
month divided by total monthly patient visits.

6. Payor mix ratio: Individual payor receipts 
divided by total receipts.

7. Average revenue per patient: Total monthly 
collections divided by total monthly patient 
visits.

8. Average revenue per day: Average charges for 
the last three months divided by the number of 
business days in the last three months.

(Increasing your medical practice profitability  continued from page 1)



Related reading: 
 � www.medicalofficemgr.com/12-essential-financial-metrics-
for-increasing-medical-practice-profitability

 � www.medicalofficemgr.com /quick-tips-to-deliver-useful-
easy-to-use-financial-reporting

 � www.medicalofficemgr.com /3-questions-to-help-you-
handle-patient-credits

Your subscription to this newsletter includes access to Medical 
Office Manager online. Click the links above in the digital version 
of this newsletter, or go to www.medicalofficemgr.com
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9. Accounts receivable per FTE physician: 
Outstanding accounts receivable divided by the 
number of FTE physicians in the practice. This 
metric calculates an average amount owed for 
each physician’s work.

10. First-pass resolution rate: Total number 
of claims paid divided by the total number 
of claims submitted. This is the share of 
the practice’s claims that get paid on first 
submission. This number should be above 90 
percent, according to Hernandez.

11. Percentage of accounts receivable greater 
than 120 days: The dollar value of accounts 
receivable past 120 days divided by the dollar 
value of total accounts receivable. Another 
useful related metric is days in accounts 
receivable: This is outstanding accounts 
receivable divided by average adjusted charges 
per day. Hernandez says this number should 
stay below 50 days.

12. Gross collections ratio: Total collections 
divided by total gross charges. This number 
shows how much of what you bill for you 
actually receive. Another related metric is net 

collections ratio: Total collections divided 
by total gross charges after write-offs or 
adjustments.

Conclusion
“In a nutshell, as you are thinking about your 
metrics, find out what the key essentials are for 
your practice,” says Hernandez. “Keep it simple—
simple to operate, simple to understand and simple 
to action.”  

COMMUNICATION
3 tricks that make your 
business writing stronger
By Cheryl Toth
Ever finished reading a well-written report, article, 
or white paper and say to yourself, “I wish I could 
write like that.” Well, with a little fine-tuning 
and practice, you can. You don’t have to be a 
professional wordsmith to produce strong business 
prose. Add power your documents using these 
straightforward techniques.

1. Use active voice
Unlike the passive voice style preferred by so many 
high school English teachers (including my own), 
active voice adds energy to your writing and is 
preferred in business documents. 
When using active voice, the subject of the sentence 
performs the action, which makes sentences 
stronger, clearer, and often shorter. For example:

Passive Voice Active Voice (Subject is 
performing the action)

The credit balance report was 
given to Joan by Dr. Smith.

Dr. Smith gave Joan the 
credit balance report.

Last month, a new 
governance agreement 
was implemented by the 
physicians.

The physicians 
implemented a new 
governance agreement last 
month.

A HIPAA training video will 
be watched by the entire 
staff every year.

The entire staff is required to 
watch a HIPAA training video 
every year.

Review some of your most recent reports, emails, 
and documents. Are you predominantly using 
passive or active voice? If it’s the former, try 
flipping your sentences into active voice like the 
preceding example, and notice if it makes your 
writing feel faster to read and easier to understand.

http://www.medicalofficemgr.com/12-essential-financial-metrics-for-increasing-medical-practice-profitability
http://www.medicalofficemgr.com /quick-tips-to-deliver-useful-easy-to-use-financial-reporting
http://www.medicalofficemgr.com /3-questions-to-help-you-handle-patient-credits
http://www.medicalofficemgr.com


Related reading: 
 � www.medicalofficemgr.com/5-ways-managers-can-better-
communicate-with-staff

 � www.medicalofficemgr.com /for-personal-success-get-
beyond-the-words-and-metacommunicate

 � www.medicalofficemgr.com /how-to-write-a-strong-
collection-letter

Your subscription to this newsletter includes access to Medical 
Office Manager online. Click the links above in the digital version 
of this newsletter, or go to www.medicalofficemgr.com
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2. Convert paragraphs to bullet lists 
when you can
This is a magical change that will clean up your 
writing quickly. Like Moses parting the Red Sea, 
converting information in chunky paragraphs to bullet 
lists allows the reader to see your point faster. Behold:

Good Better

Team: Thank you for your 
input during yesterday’s 
meeting. After reviewing it 
with the physicians, we’ve 
decided to start evaluating 
secure text messaging 
platforms and consider 
purchasing one after we have 
reviewed three demos. All of 
you will be asked for feedback 
and participate in helping 
make a decision about which 
tool is best for our practice 
and patients. Our hope is to 
make a decision by Sept. 1 
and initiate implementation 
before October.  

Team: After considering 
everyone’s input, the 
physicians have approved the 
following plan for secure text 
messaging systems. We will:

 � Schedule three demos 
of secure text messaging 
platforms.

 � Assess each platform as 
a team.

 � Choose a vendor by 
Sept 1.

 � Initiate implementation 
by Oct 1. 

Notice that each bullet statement starts with an 
action verb. Action verbs are words that express, 
well, an action, be that physical, mental, or 
intended. To identify an action verb in a sentence, 
look for the word that describes an activity or thing 
that can be done. For instance:

 k The manager will interview him for the billing 
office job next week.

 k Please review this report and provide me with 
your edits.

 k The goal of today’s meeting is to discuss the 
copier lease agreement.

Use this list of Action Oriented Bullet Statements, 
compiled by the Stanford Graduate School of 
Business, as a reference to help you integrate action 
verbs into your writing. Or this list, from ELON 
University, which provides business categories for 
the verbs.

3. Lose the exclamation points
Unless you are a teenage girl or a rageaholic, 
the use of exclamation points is almost always 
unnecessary and makes business documents 
look sophomoric. Unfortunately, they are highly 

overused and almost always incorrectly used in 
business writing. 
Exclamation points are correctly used when the 
information is: hugely important or exciting, a real 
emergency, or an actual exclamation. (For example, 
Hey!) Check out this cheeky and useful flow chart 
from Hubspot to help you determine when and 
when not to use exclamation points.
I pulled these examples from recent business emails:

 k Thank you for agreeing to speak at our national 
conference! 

 k I’m looking forward to having lunch with you 
next week! 

 k I will take care of that when you come to the 
office!

From a correct usage standpoint, are any of these 
statements exclamation point-worthy? Nope. These 
sentences should all end with a period. 
Business writing is professional writing. Use as 
many !!!!’s as you wish in Facebook posts and 
Google Chats. But in business emails, proposals, 
customer communications, and reports, use the 
exclamation point only once in the document, 
if you use it at all. This one simple change will 
instantly make your documents read as if written by 
a level-headed professional as opposed to an overly 
enthusiastic adolescent.
Cheryl Toth, MBA, is a Tucson-based business writer 
and healthcare professional who blends exceptional 
communication skills with an ability to educate and inspire. 
She brings 20 years of practice consulting, technology 
management, and presentation experience to her projects. 
Cheryl is a co-host of Sound Practice, a Greenbranch 
Publishing podcast for physicians and practice leaders, 
launching in the fall of 2018.  

http://www.medicalofficemgr.com/5-ways-managers-can-better-communicate-with-staff
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http://www.medicalofficemgr.com /how-to-write-a-strong-collection-letter
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EMPLOYEE WELLNESS
Focus on employee health and 
see an increase in productivity
A survey of executives at large corporations, conducted 
by CoreNet Global and CBRE Group, Inc., has found 
that when a company focuses on employee health 
and wellness, there is an increase in engagement 
and retention rates and a decline in absenteeism.
“Corporations that take an active role in managing 
health and wellness programs for employees are 
seeing positive returns on those investments,” said 
Tim Venable, Senior Vice President at CoreNet 
Global, a leading professional association serving 
the corporate real estate profession. “As the line 
between work and personal life is increasingly 
blurred due to technology, remote work, and 
24/7 access to information, employers are taking 
measures to ensure employee health and wellness.”

Components of a successful 
wellness program
The survey saw responses from 211 senior level 
executives in the corporate real estate profession: 
66 percent were corporate real estate end-users 
(occupiers), 25 percent were in technology firms, 
and 23 percent were in financial services firms. 
Eighty-nine percent of the firms represented in the 
survey reported that they are focused on health and 
wellness initiatives. 
The respondents ranked wellness design and construction 
elements in the following order of importance:

 k ergonomic furniture,
 k lighting quality,
 k daylight and views,

 k thermal comfort, and
 k air quality.

Other features that companies are offering include:
 k operating gyms, health clubs, and wellness 
clinics,

 k implementing green cleaning standards,
 k managing a bike share program,
 k changing food options and vendors, and
 k offering fitness challenges, yoga classes, mental 
relaxation, and group meditation.

Ninety percent of the firms surveyed have either 
implemented or are piloting active design—that 
is, buildings that encourage physical activity—and 
a similar percentage have either piloted or are 
implementing workplace designs that offer and 
encourage employees to work from multiple areas.

Wellness works
According to the survey, when companies have 
focused on wellness efforts with specific goals, 
the efforts have paid off. Nineteen percent of 
respondents reported a decrease in absenteeism, 25 
percent reported increased retention, and 47 percent 
reported increased employee engagement. 
“Employee Health and Wellness is no longer 
a programmatic afterthought; rather it’s a 
deliberate workplace strategy that top employers 
are addressing at all project stages—from 
idea conception through space delivery and 
management,” said Julie Whelan, Head of 
Americas Occupier Research at CBRE.
Matt Toner, Managing Director of the CBRE 
Institute, added, “This increased focus is tied to 
a clear ROI for the business, where even small 
yet targeted adjustments in CRE capital and 
operating strategies have proven to increase 
employee engagement, productivity, and retention 
rates—each of which supports the longevity of 
organizational success and profitability.”  

YOUR CAREER
5 ways to sweat the small 
stuff and impress your CFO
Want to get on your CFOs good side? Don’t let the 
details slide.
In a new survey by staffing firm Accountemps, more 
than one-third (35 percent) of CFOs cited lacking 
attention to detail or sloppy work as the most 
annoying behavior by coworkers. For 28 percent of 
respondents, gossiping or engaging in office politics 
was their biggest pet peeve, marking a five percent 
increase from a similar survey in 2011. 
CFOs were asked, “Which one of the following 
coworker behaviors annoys you the most?” Their 
responses:

Lacking attention to detail or sloppy work 35%
Gossiping or engaging in office politics 28%
Missing deadlines 17%
Being perpetually late 12%
Presenting other’s ideas as one’s own 8%

“Staff members shouldn’t rely on others to catch 
their mistakes,” said Bill Driscoll, a district 
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president for Accountemps. “Organizations 
benefit when employees slow down to review a 
project carefully before submitting because there 
is less need for revisions later and reduced risk 
that uncaught mistakes damage the companies’ 
reputation. Hitting the ‘pause button’ also allows 
professionals to think about how they work, and 
whether there are better and more innovative 
approaches they can take.”

5 ways to improve your work quality
To meet expectations for work quality—and 
avoid earning a reputation as a sloppy worker—
Accountemps suggests professionals apply the 
following five strategies: 
1. Reduce distractions. Checking emails while 

proofreading a critical report or perusing social 
media while performing complicated calculations 
can lead to embarrassing mistakes. Set aside 
dedicated time to focus solely on a task, while 
avoiding outside “noise” like texts and emails. 

2. Simplify big projects. Large and complex 
assignments can be overwhelming—which 
can, in turn, lead to procrastination. In the mad 
dash to meet a deadline, mistakes can easily be 
made. Avoid this scenario by dividing work into 
smaller, more manageable tasks. 

3. Take a break. Spending long hours on the 
computer can be exhausting. A short pause 
during the workday or stepping out of the office 
can help give fresh perspective when returning 
later to the assignment. 

4. Enlist help from coworkers. Build time into 
the process for a trusted colleague to provide a 
“second pair of eyes” to check accuracy and work 
quality. Be sure to acknowledge that person’s 
contributions and reciprocate in the future. 

5. Take time to assess expectations. Meet briefly 
with your manager at the start of a complex 
assignment to discuss goals and clarify any 
outstanding issues.  

HIRING
Do you have any of these 
12 missing links in your 
candidate experience?
Any business process is only as strong as the weakest 
link—and your candidate experience is no different.
A CareerBuilder study of more than 4,500 workers 
and 1,500 hiring managers outlines the complex 
perceptions, attitudes, and behaviors of both 
candidates and hiring managers to better help 
employers identify and address where they fall 
short in their current process, which may be putting 
them a step behind competitors.

Why is the candidate experience 
important?
“A positive candidate experience is a competitive 
advantage in a job market where candidates have 
flexibility in their job selection,” said Rosemary 
Haefner, chief human resources officer at 
CareerBuilder. “To remain competitive and create 
a candidate experience that attracts, secures, and 
retains today’s top talent, you need to determine 
how your current hiring methods measure up to 
what candidates are looking for.”

Where your processes may fall short
Insights from the study show what peers and 
competitors have identified as shortcomings in their 
process, illustrate the role for technology to help 
improve the process, and provide tips to make things 
easier for employers and prospective employees.
Here are some aspects employers are struggling with:
1. Not having a quick apply process for every 

device: The application process itself can 
contribute to a negative experience for modern 
candidates as “applications taking too long” 
(28 percent), “having to customize documents 
for every job” (34 percent), and “uploading 
a resume into a system but still having to 
manually fill out fields” (29 percent) are 
reiterated as frustrating aspects of the process 
by a considerable amount of candidates.

2. Not preparing hiring managers: On average, 
only 2 out of 5 hiring managers are prepped 
by recruiters or talent acquisition specialists. 
Of those who do, only 2 out of 5 prep hiring 
managers specifically on the topic of candidate 
experience. This means only 16 percent of hiring 
managers overall are prepped by specialists to 
help manage the candidate’s experience.
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3. Not having an effective career site: An 
employer’s career site is important for getting 
key information, according to 89 percent of 
job seekers. But a quarter of employers (24 
percent) say their company career site doesn’t 
accurately portray what it’s like to work for their 
organization, and only 45 percent of candidates 
say they can typically tell what it would be like 
to work for a company based on their career site.

4. Not tailoring communications methods 
to specific segments: The ever-emerging 
multigenerational workforce demands a shift 
in the way we communicate. Millennials 
significantly prefer email communications (57 
percent) over phone calls (31 percent), whereas 
boomers significantly prefer phone calls (58 
percent) over emails (37 percent). Gen Xers 
have equal preferences towards email and phone 
calls (47 percent for both). Further, millennials 
are 2-3 times more likely to prefer alternative 
communication methods (text messaging, social 
media messaging and video calling) compared 
to Gen X and baby boomer generations.

5. Not recognizing when the employee experience 
really begins: The lines between the candidate 
and employee experience are blending—at 
least in the eyes of candidates, as 3 in 4 say 
their candidate and onboarding experience 
with a company is the first part of their broader 
employee experience with that company.

6. Not building relationships with candidates 
for future opportunities: The most valuable 
resource an employer has is their talent pool. 
While it is important to attract the top candidates, 
it is equally as important to frequently and 
effectively communicate with your talent pool, 
but more than a third of employers (35 percent) 
say they don’t put time into doing this.

7. Not having an efficient background check 
process: Employers that want to keep top talent 
from talking to other companies while they 
wait to receive employment screening results 
should improve their screening process. Sixty 
percent of candidates continue communicating 
and interviewing with other companies while 
waiting on background results.

8. Not having the right ATS or an ATS at 
all: Organizations currently utilizing an ATS 
(applicant tracking system) reported placing 

more emphasis on the candidate, employee and 
hiring manager experiences. For example, those 
who currently use an ATS are 25 percent more 
likely to have a standardized process to help 
deliver a consistent candidate experience.

9. Not informing the candidate where they 
stand: More than half of job seekers say 
employers don’t do a good job of setting 
expectations in terms of communication at 
the beginning of a potential hiring interaction. 
Eighty-one percent of job seekers said 
continuously communicating status updates to 
candidates would greatly improve the overall 
experience.

10. Not staying connected with candidates once 
they have accepted the position: Once the 
hiring process is in the post-acceptance and 
onboarding stage, the expectation is for the 
process to be seamless and frustration-free 
for new hires—yet a noticeable number of 
candidates say this stage has not been ideal. 
Two in 5 candidates (40 percent) say they’ve 
experienced a lack of communication in the past 
between when they accepted the job and their 
first day of work. This is not surprising, since 
less than half of employers (47 percent) have a 
formal process in place for communicating and 
interacting candidates between the time the day 
they accepted the job and the day they start work.

11. Not paying attention to how their employer 
presence/brand is portrayed on social media: 
Employers are trying to reach an audience, 
and they can’t afford to let their brand’s social 
media pages fall by the wayside. Yet, 60 percent 
of employers don’t monitor their employer 
presence/brand on social media. Of those who 
do, 68 percent take steps to encourage positive 
reviews while 16 percent just react to negative 
information.

12. Not treating candidates with the same 
respect as employees: While the majority of 
employers (51 percent) say the line is blurring 
between the company experience and employee 
experience, less than half of job seekers (49 
percent) say employers treat candidates with 
the same level of respect and accountability as 
current employees. This is an issue since the 
vast majority of job seekers (nearly 4 in 5) say 
the overall candidate experience is an indicator 
of how a company values its people.  
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WORKING WITH PHYSICIANS
7 reasons physicians should join a professional organization
By Nick Hernandez
There are plenty of healthcare professional 
organizations, but are the yearly dues worth it to 
join? As budgets get squeezed, many physicians 
and practice managers have been cutting back on 
the number of professional associations they belong 
to. Although there is often a lack of perceived 
benefit, membership in professional associations 
yields a number of benefits.  Taking an active role 
in professional associations can benefit physicians 
through networking opportunities, policy alerts, and 
continuing education. 

1. Education
Perhaps the most important benefit is education. (A 
plea here to physicians is to remember this applies 
to your practice managers. If you want a successful 
practice, run by a talented practice manager, you 
must be willing to support his or her professional 
continuing education.) Most associations provide 
an enormous amount of access to resource 
information such as: case studies, articles, white 
papers, and books written by experts in your field 
or area of interest. Providers and managers can 
keep up with the newest developments (clinical and 
operational) through their association membership 
benefits, including conferences. Take advantage of 
all the information your associations provide and 
remember that most of it is online and free.

2. Networking 
Another important benefit is networking. There is 
no better way to connect with peers and industry 
experts than through professional association 
membership. There is often a variety of possible 
venues to network at (e.g., listservs, membership 
connections and groups, national conferences, 
regional seminars, etc.), providing you are willing 
to get engaged with other members. Networking 
with professionals outside your place of 
employment can give you a broader perspective on 
the market and healthcare in general.

3. Industry standards 
Webinars are frequent these days as a means to 
deliver information on hot topics such as best 
practices, new statistics, etc. No matter what your 
specialty is, staying on top of all of these issues is 
important.

4. Policy updates 
All of us in healthcare know how much one 
piece of legislation can impact our profession. 
Professional associations not only update members 
about these types of changes but also often play an 
advocacy role on behalf of the membership. I have 
been involved in this with professional associations 
and it can often be a tiring effort to work with 
legislators at the state and national level. However, 
associations involved in this are able to inform 
members how to prepare for any upcoming change.

5. Group benefits 
Oftentimes, members also have the ability to save 
money with group benefits.  These could be things 
such as discounts with insurance like medical 
malpractice liability or a host of other vendor-
related industry discounts.  By taking advantage 
of these membership benefits, not only does 
the physician practice win, but the association 
benefits as well in that the vendors gain a true 
understanding of the value of their support to the 
healthcare professional organization.

6. Jobs 
Most people already know that they can often 
search for jobs on association job boards as 
members. Keep in mind that your practice may 
want to utilize these job boards to post positions 
for your practice. Recruiters will often post on 
the job boards as well, so if you are working with 
a recruiter, be sure to let them know about your 
preferred associations.

2. Networking 
In addition to money, associations need support 
to survive. Associations are always in need of 
new blood to help organize their annual meetings, 
workshops, CME courses, and legislative 
committees. This means taking an active role in 
leadership positions or committees can not only 
help the association, but also help you personally 
(from leadership development to networking, to 
potential job searches). As the saying goes, “You 
get out of it what you put into it.” Undoubtedly the 
members who get the most out of an association 
are the ones who get involved and are more 
interactive.  
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If you wrote “virtue” or “those who wait” you 
clearly aren’t a Gen Y employee.  If you wrote 
“mystery” and “those who go after them,” you 
might be Gen Y or at least understand Gen Yers. 
Gen Y employees refuse to do the “what” until they 
hear the “why.” Raised by teachers and parents who 
allowed them to freely speak their minds, these 
employees can drive managers crazy with questions 
such as “why should I believe you?” and “why do I 
need to do it that way?”  
Techno-literate Gen Ys grew up with IM (instant 
messaging) and watched the Gulf War fought 
on television screens in their own living rooms. 
Stimulus junkies, they want instant feedback, rapid 
results, immediate compensation, and often have 
a stronger connection to the Internet than to their 
supervisors.    
For these employees, job security is an oxymoron 
and a $1 reward today outweighs $50 at the end of 
the year. Raised in large part by television, video 
games, and their peers, these employees want to 
live now because they don’t know what the future 
holds. Further, they’ve seen the bad guy get away 
with it too many times to buy into the starry-eyed 
innocence of “all this and more can be yours in 
the future if you work hard and fly right.” Thus 
managers can’t easily stir their emotions with rah-
rah motivational pep talks nor expect them to be 
deeply saddened by verbal warnings.  
Because they’ve witnessed a president shade the 
truth to get out of trouble and heard endless stories 
from their parents about Dilbert-style managers, 
Gen Ys consider most rules negotiable and refuse 
to treat those in authority with fear, reverence or 
even respect. Gen Y employees need jobs that offer 
excitement as well as a paycheck and can’t abide 
micromanagement. 

About Gen Z
In the workplace, Gen Zers operate differently 
than Gen Xers, Yers and Baby Boomers. Gen Zers 
grew up with Gen X and not Baby Boomer parents. 
They watched many of their Gen Y siblings return 
to live with their parents because they couldn’t 
afford to live on their own. Gen Z doesn’t want 
this fate. Unlike some Gen Y employees who feel 
“entitled”, Gen Z hasn’t been given everything they 
needed or wanted when growing up and know they 
need to work for success. As a generation, they’re 

independent, realistic, adaptable, entrepreneurial 
and flexible.
Here’s how to make them happy, with a few warnings.
Gen Zers crave constant and immediate feedback. 
They want information now and at the touch of a 
keystroke. They grew up with the Internet and can 
process massive amounts of information quickly. 
They prefer texting, because it’s faster than email 
or voice mail.
According to surveys, Gen Z employees are 
motivated by opportunities for advancement money 
and meaningful work. They don’t intend to wait 
years for their chance and view their opinions 
equally worthy to their managers. While they don’t 
look for the freely-given hand-holding that many 
Gen Ys expect, they do expect quick results.  

Conclusion
Do you know how to bring out the best in Gen Y? 
Are you ready for Gen Z? If not, get ready.  

NEW ROLES TODAY 
Not just another HR story
By Lynne Curry
Which do you believe?

 ^ You can’t trust anyone in HR: they’ll get 
you talking, look sympathetic, but then turn 
everything you say over to management;

 ^ HR is a luxury we don’t need when we need 
all our budget resources to pay the employees 
who produce;

 ^ HR = a partnership for managers, employees 
& organizations;

 ^ HR = lots of talk + little action.
Thirty-nine years ago I leapt off the cliff, deciding 
to create a business that offered employers and 
employees assistance in handling employee 
challenges. The last thing I wanted to do was to 
offer traditional HR, which I understood to be 
focused on compliance and paperwork. Then I 
found out what HR can be and do for employers—
but doesn’t always. 

How HR shoots itself in the foot
In many organizations HR has minimal impact. 
Supervisors don’t let HR know about problem 

(Can you turn Gen Yers into solid workers?  continued from page 1)



When employees don’t trust HR to solve problems, 
they disengage, vote with their feet or negatively 
impact other employees.
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employees until they’re ready to terminate them, 
when HR intervention earlier might have made a 
difference. Senior managers rarely invite HR to 
the table to discuss strategy. A significant number 
of employees avoid HR, distrusting what might 
happen if they air their grievances.
Some HR professionals contribute to this problem. 
They falsely promise but then break employee 
confidentiality; it only takes one betrayal for the 
“don’t trust them” word to spread.  They fail to 
balance organizational interests with employee 
advocacy, when HR needs to serve both groups. They 
act as if HR certifications trump real-world experience 
and talk over supervisors and employees who leave 
conversations with HR thinking “you don’t get it.”

The HR we need
True HR is real-world. True HR focuses on what 
organizations need in terms of its people and how 
HR can help employers achieve success—by 
making the right hiring decisions, helping managers 
motivate and retain productive employees and by 
fairly removing the wrong employees before they 
destroy others’ morale.
HR professionals can vet applicants by 
creating recruitment ads that draw the most 
qualified candidates, by assessing them against 
organizational needs, and by conducting reference 
and background checks that spot problems.
HR can create the skills-training programs needed 
to keep managers and employers working at 
the highest levels and can teach managers and 
supervisors how to best motivate, appraise and 
retain employees.
While employees still value basic health 
and retirement benefits, they also want more 
individualized, flexible benefits.  HR can design the 
right compensation, benefit and incentive programs 
that fairly reward high performers without breaking 
the bank. 
HR can help senior management assess the 
organization’s pulse by administering employee 
surveys, 360-degree reviews that assess each 
manager, and grievance channels that allow 
employees to voice concerns. 
If employees deserve termination, HR can 
investigate the supervisor’s claims to ensure 
fair decisions have been made and can provide 
departing employees outplacement.  HR helps 

organizations avoid risk with EEO compliance, 
safety and OSHA compliance, workers’ 
compensation administration, drug testing, 
policy creation and enforcement and other risk 
management processes. 
Finally, HR can partner with senior management 
to forecast organizational needs and strategically 
develop the organization’s future structure—if 
senior management sees them as a viable partner.

The balance: organizational interests & 
employee advocacy
To do the above, HR needs to fairly balance 
employer and employee needs. Some HR rookies 
so eagerly strive to please management that they 
fail both employees and their organizations; after 
all, management needs to hear what they’ve done 
wrong to make it right. Also, employees aren’t 
widgets, and HR serves no one if it forgets H in HR.

What happens when employees don’t 
bring issues to HR because they don’t 
think HR does anything?
When employees don’t trust HR to solve problems, 
they disengage, vote with their feet or negatively 
impact other employees. How can management fix 
what they don’t know exists?
As just one example, the federal Equal 
Employment Opportunity Commission recently 
noted that three-quarters of those with sexual 
harassment allegations hadn’t brought their 
complaints forward. As a result, these long-buried 
complaints allowed anger to fester, allowed 
potential harassers to create problems for others 
even as they secured promotions, and resulted 
in defamation against some potentially falsely-
accused employees. We see the result all over the 
media.

HR’s future 
Some “old-style” thinkers believe HR departments 
need to focus on administering payroll and 
employee benefits, processing hiring decisions 
made by others, and managing terminations, layoffs 
and Department of Labor paperwork. All true, but 
HR needs to move beyond these boundaries.  
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5 Common Sexual Harassment Policy Blind Spots & 
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Nothing shows the problem that results from 
employers and HR sticking their heads in the “HR 
is only compliance and paperwork” sand more 
than the #MeToo movement. Thousands of women 
and men aired long-buried painful stories, igniting 
anger that swept through many workplaces. Others, 
feeling unfairly targeted for behavior they believed 
acceptable, fought back.  
Employers need HR’s help to address these 
complaints, many of which take aim at senior 
managers and others that organizations hope to 
retain. HR needs to do more than fairly investigate 
these allegations; it needs to help organizations 
overhaul themselves at the cultural DNA level. 
HR needs to make it safe for targets and witnesses 
to come forward, to ensure that no one is above 
the law and to hold managers, supervisors 
and employees accountable for creating and 
maintaining a respectful work environment for 
everyone.  
While harassment issues are glaringly obvious, 
they represent only one area in which HR needs to 
exercise interventionary muscle. Our workplaces, 
like our larger world, appears to be coming apart, 
with escalating amounts of workplace violence and 
polarized groups who shout at rather than talk with 
and listen to each other. A truly effective HR may 
be the one group most suited to help organizations 
address these needs.
Lynne Curry is author of “Solutions” and “Beating the 
Workplace Bully” and founded The Growth Company, an 
Avitus Group company. Curry is now a Regional Director of 
Training and Business Consulting at Avitus Group. You can 
reach her at Lcurry@avitusgroup.com, follow her on twitter 
@lynnecurry10 or at www.workplacecoachblog.com. Curry 
was recently named one of the Top 30 Conflict Management 
experts on LinkedIn  
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