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Digital Competencies for Managers

· Subject Matter Knowledge
· Possess knowledge of the digital SOPs/ workflows for teams
· Demonstrate ability to answer questions from staff and leaders on digital workflows consistently and confidently. 
· Observe staff doing new workflows- (this is especially important on teams where there have been significant changes (some examples TOC and DM)
· Communication
· Staff
· Schedule one on one with staff to discuss digital metrics and explain where staff need to be from a performance perspective. 
· Set up regularly scheduled one on one(s) with direct reports to review performance metrics. 
· Prepare one-on-one with staff. This includes looking up the previous performance scores and current performance scores, and if staff are not at their target metric level, create an action plan for these staff members. 
· Hold one on one conversations – discuss staff progress in performance scores- specifically in digital care management. Discuss action plan with staff members that may not be at target metric level. Schedule follow-up dates to check progress. 
· Leaders
· Communicate team’s digital metrics/goals to direct leaders
· Communicate any barriers to meeting these digital goals with proposed solutions at touch base meetings.
· Coaching
· Use data/evidence to determine where improvements in digital metrics can be made
· Invites, Onboards, Conversions, Engagements, Ratios (telephonic to digital)
· Listen to calls in which digital care management is offered.
· Determine if training or encouragement is necessary (will or skill)
· Are digital workflows being followed?
· Provide guidance to staff using coaching strategies/techniques to ensure they meet digital goals. Digitial CM Coaching strategies can be provided by WF either as an OOB guide or classroom format.
· Create individual staff action plans based on the data/evidence noted above, being sure to include digital metrics.
· Create team action plans based on the data/evidence noted above, making sure to include digital metrics.
· Ensure staff can learn from each other within team meetings – provide time for best practices, what’s working, discussion topics, case reviews including digital use cases. 
· Consistency
· Review metric scorecard weekly, focusing on digital metrics- Digital Adoption Partner will be available for managers to review scorecards within the Implementation phase.
· Staff level
· Track digital trends week over week.
· Determine improvements and opportunities to work on
· Present these to the staff quarterly.
· Team level
· Track digital trends week over week.
· Determine improvements and opportunities to work on.
· Present these opportunities to leaders.
· Follow the digital SOPs
· Track incoming referrals to each care management team to ensure the number of digital invites is appropriate. 
· If the number of referrals drops, identify solutions to ensure consistent referrals are consistent with all teams and adjust as soon as possible. 
· Hold staff accountable to digital SOPs/workflows. 
· If staff are not accountable to SOPs/workflows, identify if there are better workflows to implement.
· If there are not better workflows to implement, and coaching/training has taken place, begin the internal performance improvement process. 
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