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Why Cross-Training Matters: A Lesson from Broadway a

Swing: A member of the company that understudies several ensemble roles.

Added Flexibility

Opening Act:
Dros & Cons

Cross-Training Pros & Cons )

Pros Cons

Increased flexibility & coverage Initial training costs and time

Overreliance on a few key employees
Improved efficiency & workflow
Mercenary” behavior

Better patient experience Overwhelming the “Good Employee”

Cost Savings Jack of all trades-Master of none

What happens with the less desirable work?

Employee engagement and job satisfaction

Checks and balances/cash controls

More effective problem solving Large vs. Small practice variables




Second Act:

Case Studies
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Case Study #1: Essential Role of Versatile Team Members ®
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Case Study #2: Resolving Call Center Shortages through Cross-Training a

Before: November 2024 Industry Benchmarks for
healthcare

+ Abandoned call rate ~2-5%
* Avg. wait time is <1-3 minutes
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Case Study #2: Resolving Call Center Shortages through Cross-Training a

In Process: December 2024 Compared to November:

« Handled 14% more calls
Decreased Abandoned Rate by
23%
Reduced Avg. Wait Time by 12
min. 42 seconds
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Case Study #2: Resolving Call Center Shortages through Cross-Training a

After: January 2025 Compared to November:

Handled 29% more calls
Decreased Abandoned Rate by
29.4%

Reduced Avg. Wait Time by 13
min. 37 seconds
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Case Study #3: Specialty Billing Cross-Training as

Specialty
Billing Team

Benefits
Verification
Team

Authorization Copay Cards
Team Team

Encore

5 Essential Tasks for Practice Staff )

Based on survey feedback from 19 practices, these key tasks ensure team efficiency,
collaboration, and continuity.
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=7 Understand authorizations and coinsurance ‘
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