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From guest blogger Gena Taylor (Maestro eLearning), as she interviewed Lynne Bauerschmidt (HCR
ManorCare)

Lynne Bauerschmidt is the Business Training Services lead at HCR ManorCare for the homecare,
healthcare and hospice divisions. She supervises five team members who are responsible for the
development of all business office training programs and training on all back office functions as they
relate to payroll, accounts payable, and how to utilize our computer system for patient management.

Over 20 webinar classes are offered each month and open to anyone in the office. The team is also
responsible for training all office managers with an extensive 6 week training program, developed by the
team, and all done via webinar. The business units are located across the United States in 154

locations. Lynne has been in the healthcare field for 29 years and has a bachelor’s in Management of
Health Services.

What follows is an interview between Lynne and Maestro eLearning, as a part of a new series called
Trainer Talks. This series explores the difficulties of being a trainer and how to overcome them, along
with tips and advice to make your training more effective and even more engaging.

Q. What have you found to be the greatest challenges in the training profession today?

Our greatest challenge is finding ways to ensure our audience is retaining and learning the information
we are presenting. In January 2009 my team went to 100% webinar training. Without the aid of face-
to-face training, you are continuing to look for ways to ensure your audience is still engaged.

Q. Webinars have escalated in popularity. What are the most effective ways you have found to ensure
you audience is still engaged?

Listed below are some of the different methods we use to try to ensure the student is engaged and
learning:

e Ask questions regarding how the process (training topic) currently works at their office. What
works/does not work for them?

e Demonstrations/pass the mouse

o Tests

e Switch between PowerPoint presentations, desktop, manual information, etc.

e ask questions to them directly and have them respond, create a dialogue

The most important thing is finding out what they hope to achieve with the class and making sure the
material suits their need.



Q. Are there certain things every webinar host should keep in mind?

1. Keep the audience engaged utilizing the tools available in the webinar software (check marks
and X’s — yes/no; poling questions; pass the mouse, etc.).

2. Keep the training interactive. Mix up the tools/methods of training. Don’t rely on power points
only. Share your desktop; use the white board; ask questions; demonstrate; pass the mouse;
have them practice on their own and check their work. Don’t just read or talk to them.

3. Give breaks every 50 minutes or so, even though they are not in a typical classroom, participants
still need to take a break from the material.

4. Know your audience. Not everyone is comfortable using a computer; some may not be familiar
with the material.

5. Beflexible, be ready to change based on what your audience needs.

Q. What do you like most about teaching the webinars?

What | like most about teaching via webinar is the great number of people we can reach. We began
teaching exclusively using the webinar method in January 2009. At first we were apprehensive and not
at all sure it would be successful, believing that face-to-face training was the best. Due to financial
cutbacks, we had to find a way to make it work. My team worked together to put together more than
20 webinar presentations that we conduct and offer each month, in addition we offer customized and
software upgrade trainings. These trainings are reviewed and updated routinely.

Prior to 2009 our audience was focused on just office managers. The office managers were then
responsible for training their staff. Since we went to the all webinar format, we have expanded the
positions we train to all office positions, both clerical and clinical as it relates to back office processes
and systems. This allowed us to train 2,947 individuals in 2009 and 4,091 in 2010, compared to 420 in
2008. Another added benefit, the students can re-take any of the courses at any time to brush up on
their skills or refresh themselves on a process not used often. Cost is reduced as there are no travel
expenses when training via webinar.

Q. What other advice do you have to present and future trainers?

Be positive, make it fun! Always be looking for new, more inventive ways to convey the information you
want to present. People attending your classes can’t see you, they need to hear your

enthusiasm. Facilitate participation and encourage feedback.



