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When you hear the term “work-life balance,” you probably imagine 

a team that’s energized by seeing patients. They’re able to not only 

provide quality care, but also step away from your clinic to enjoy life 

outside of work.

But what does it look like when your staff don’t have that balance? And 

how can it impact your business?

Unexpected changes, such as those brought about by the COVID-19 

pandemic, can wreak additional havoc on your clinic staff’s work-life 

balance. To stay successful during any upheavals, big or small, it’s 

essential to constantly uplevel the patient experience. You’ll need to 

invest in the right technology — and delight and retain your staff.

So what matters most and what can clinics do better? According to a 

recent survey of 2,000 Americans, there are some clear-cut actions. 

Three-quarters of the respondents said receiving medical care when 

a healthcare professional appears stressed negatively impacts their 

experience. Only 45% said they’re likely to trust their health care 

provider if they seem stressed or frustrated, and women were less likely 

to say they’d trust a stressed HCP (38%) than men (56%).

This ebook is for anyone looking to gain a better insight into  

the impact of work-life balance on healthcare clinic staff from  

the consumer perspective — and discover the building blocks  

to tackle this challenge.

From identifying to minimizing burnout, you’ll learn how your team’s 

work-life balance (or lack thereof) could be hurting your business.  

Read on for strategies to promote a healthy atmosphere in your clinic 

and retain both your staff and your customers.
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Why your staff’s stress 

is costing you patient 

bookings (and revenue)

The top ways practice 

managers find zen

The unconscious habits 

holding you back from a 

better work-life balance
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WHAT YOU 'LL LE ARN

ME THODOLOGY

Consumers’ average age

States represented

The results of “The Practice Manager’s Guide to Work-Life Balance” survey 

are based on responses from 2,002 consumers across the country.

2,002

50

42

respondents
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Signs you need to 
improve your staff’s 
work-life balance
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Patients tend to notice the telltale signs of stress among clinic staff, 

especially irritability (45%) and forgetfulness (41%). While 42% said clinic 

staff usually seemed stressed before the pandemic, that number jumped to 

51% for the pandemic era.

More than half of consumers also said they’ve visited a clinic where the 

staff appeared consistently burned out — and that may be costing clinics  

a considerable amount of bookings.

Understaffed clinic

Disorganized company structure

Lack of clarity in roles

Inadequate mental health support 

Poor teamwork

Unrealistic expectations 
(e.g. schedule with few breaks, etc.)

Lack of recognition

45%

55%

27%

43%

30%

41%

39%

Causes of burnout among clinic staff (according to consumers)
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When respondents were asked to identify the main causes of staff burnout, 

understaffing (55%) topped the list, followed by inadequate mental health 

support (45%) and unrealistic expectations for staff, such as a schedule 

with few breaks (43%).

The types of facilities thought to have the most burnout were primary care 

clinics (44%) and urgent care clinics (42%). Not surprisingly, these were 

also the ones deemed the most understaffed (31% and 34%).

Although some respondents noted that all healthcare workers — from front 

office staff to surgeons — face challenges in attaining work-life balance, 

others pointed to specific occupations as being especially demanding.

In particular, consumers noted the difficulty of achieving work-life balance 

for nurse anesthetists, nurse practitioners and midwives (42%), physicians 

(39%) and medical assistants (32%).

Main causes of burnout

51% 45% 43%
Understaffed clinic Inadequate mental 

health support 
Unrealistic  

expectations

https://www.deputy.com/insights/practice-manager-employee-engagement-checklist
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How to identify when clinic staff need a better 
work-life balance

• Irritability. Is your staff more irritable than usual? Does a simple 
request by a colleague or patient result in a less-than-amicable 
response? Do they seem uncharacteristically annoyed by minor 
inconveniences?

• Forgetfulness. Do patients come in for an appointment only to find out 
they weren’t entered into the system? Does your staff forget to input 
important information? If you find your team has trouble remembering 
things that are usually second-nature, such as the name of a longtime 
patient, it may be a sign they’re overworked.

• Lack of focus/insomnia. Are there recurring instances of referrals 
gone awry? Do you find staff suppressing a yawn throughout the day? 
Do they look exhausted before the day has even begun? Do they seem 
spaced out when a colleague or patient asks them a question? Are they 
making more errors than usual? This lack of focus may be directly 
connected to a lack of sleep. Talk to your team about how much sleep 
they’re getting, and suggest they take time off to recharge, especially if 
they haven’t in a while.
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It turns out, being stressed can even undermine a healthcare professional’s 
credibility in the eyes of their patients. Only 45% of consumers said they’re 
likely to trust their healthcare provider if they seem stressed or frustrated. 
Women were less likely to say they’d trust a stressed HCP (38%) than men 
(56%). Furthermore, just one in 10 consumers in the Southwest said they 
were “very likely” to trust a stressed health care provider.

While poor service/care would keep seven in 10 patients from returning to  
a health care clinic, results also showed disgruntled staff would be a bigger 
deterrent to a repeat visit (54%) than price (47%) or the clinic’s location (41%).

Why your team’s work-
life balance could be 
hurting your business
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Poor service/care

Location

Disgruntled staff

Price 

70%

54%

47%

41%

02

Biggest deterrents to a repeat visit (according to patients)
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3 tips to measure the business impact of  
work-life balance

• Track staff turnover and absences. A consistently stressed staff is 
unlikely to stick around for long. They may also feel uncomfortable 
bringing up the topic of their schedule, opting instead to give subtle 
hints such as taking more sick days or time off than usual, or by being 
consistently absent from work. Observe the turnover rate throughout 
the year, as well as when staff is requesting time off the most. If it 
coincides with the busiest times of the year, you may be able to better 
pinpoint when your team needs additional resources to get things done.

• Keep a pulse on foot traffic. Record when there are fewer patients 
than usual, especially repeats. Do you notice a drop in the number of 
patients at certain times of the year? Pinpoint these moments and keep 
a record of recurring patterns. Knowing there’s a certain time of year, 
month or week that’s most frustrating for patients will also help better 
allocate resources and budget for staffing needs.

• Get feedback from patients. Develop a patient satisfaction survey. 
Ask patients to rate and describe the best and worst parts of their 
experience, and follow up with those who express frustration to 
learn more about their pain points and what can be improved.  
Pay especially close attention to those who didn’t schedule a return 
visit, or ended up canceling it altogether. Did they have trouble just 
getting an appointment to begin with? Were their pain points linked 
more to the appointment itself? How quick and accommodating was 
the front office staff? How would they rate their HCP’s bedside manner?

https://www.deputy.com/insights/3-secrets-to-improving-patient-satisfaction
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A better work-life balance has a much wider impact to your business than 
staff retention. Having the right talent present is only part of the equation — 
it’s also about keeping your staff consistently happy and productive on the 
job. A healthcare professional that enjoys coming to work is one that patients 
enjoy seeing, as they’re able to provide the best quality care they can.

Many consumers agreed that a better balance between health care 
professionals’ work and their outside lives would make staff happier (66%), 
improve patient care (62%) and boost productivity (60%).

In addition, more than half of patients (55%) were aligned that teamwork and 
internal communication could benefit from bridging the gap between work 
and the outside.

Improving working conditions for clinic staff can also help retain patients by 
better aligning with those patients’ priorities. Consumers said the most 
important qualities of an HCP are clear, consistent communication (82%), 
friendly staff (77%), and a calm/focused demeanor (68%).

How work-life balance 
can grow your business 
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Happier staff

More time/energy for innovation

Better patient care

More productivity

Better teamwork/communication

66%

62%

60%

55%

41%

The impact of a better work-life balance (according to consumers)
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3 tips to grow your business

• Recognize your team’s contributions Incentivizing workers may hold 
the key to stabilizing the work-life scale, as consumers agreed health 
care employees should receive perks such as increased compensation 
(52%), bonuses (47%), and more paid time off (45%). Be transparent 
about what staff need to do to be eligible for monetary rewards or 
awards. Having the time to relax and use some of their financial perks, 
such as discounts to their favorite stores, can boost morale and keep 
your team around for longer.

• Encourage innovation. Always have an ear to staff feedback on what 
processes can be improved for both your team and your patients. You 
never know where the next best suggestion might come from, so take 
the time to hear out your team and maintain an “open door” policy.

• Streamline your tech. The right software de-silos teams by providing 
greater visibility into everyone’s schedules — from front office staff to 
managers. It also allows staff to take paid time off and sick days with 
greater confidence knowing someone will be there to cover their load. 
Consider simplifying appointment bookings for patients,  
as well — anything that can be automated will be  
one less thing for your staff to worry about.

https://www.deputy.com/insights/essential-tech-stack-to-launch-and-grow-your-practice
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Creating a healthier work-life balance can sometimes be a matter of 
investing in the right tech. Have you considered changing your staff 
scheduling solution?

More than three in five healthcare consumers suggested better schedule 
management to alleviate burnout. Look for a scheduling solution that will 
minimize paperwork, create more realistic workloads for teams and shorten 
wait times for patients.

With greater scheduling clarity comes an easier way to see when things are 
slower, and allow staff to take some time off, as well. All too often, taking a 
break elicits feelings of guilt or worries of being perceived as unmotivated.

To prevent or minimize staff burnout, healthcare clinics can turn to a 
solution they may sometimes overlook: listening to their consumers.

How to promote 
healthy work-life 
balance at work
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Better schedule management

Dietary improvements

Ability to work remotely

Breaks for relaxation

On-site counseling

Employee bonding activities 

62%

52%
37%

30%

30%

29%

Consumers’ tips for preventing clinic staff burnout

https://www.deputy.com/industry/healthcare/clinics
https://www.deputy.com/industry/healthcare/clinics
https://www.deputy.com/blog/mastering-healthcare-team-scheduling-with-deputy
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More than half of patients recommended that staff have breaks for 
meditation/relaxation. This can help them be better focused and get more 
done, rather than being “on” all the time. Give them some much-needed 
breathing room, which fosters productivity and allows them to bring more 
of their potential to the table.

Communicate with your team frequently. Check-in with staff in both group 
meetings as well as one-on-one. Not only is this a great way to make sure 
everyone’s workload is realistic and reflected accurately in the software 
you’re using, but it’s also a good opportunity to reconnect with your team 
outside the daily grind. These connections foster a greater sense of trust, 
allow for real-time feedback from your staff and provide a mini-break for  
all involved.

When staff feel they’re being heard, patients are likely to echo 
the sentiment.
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How managers can lead by example

• Amp up the authenticity. Aside from taking mini-breaks together with 
staff, managers should be transparent about their own PTO.  This could 
strengthen trust by showing they’re part of the team. When leadership 
is perceived as more authentic and relatable, it can result in more 
realistic expectations for everyone.

• Make mental health a priority. Kick-off conversations on mental 
health or provide on-site counseling (being sure to join in, as well).  
This can help further de-stigmatize discussing the topic internally. 
Posting about this online, too, can aid in dispelling an oft-romanticized 
image of a “superhuman boss.” Your team is much more likely to look up 
to someone they can relate to, rather than a manager whose glamorized, 
somewhat distorted version of reality conceals their own inner turmoil.

• Step up to the plate. When the going gets tough, the last thing you 
want to do is watch from afar as your team braves a never-ending wave 
of appointments. While there’s no quick fix for understaffing or a magic 
wand that will hire the best and brightest at a moment’s notice, stepping 
in and helping where you can is a simple way to take some of the load 
off your team’s shoulders. Whether it’s taking care of some of the 
paperwork, answering calls or seeing to some online inquiries, you’ll be 
showing that you’re a part of the team, too, rather than a separate entity. 
Your staff will thank you for it, and will be much more willing to listen 
and take on your requests when they know you’ll do the same for them.

https://www.deputy.com/blog/pto-and-leave-management-tools-to-master-healthcare-staff-scheduling
https://www.deputy.com/blog/mental-health-in-the-workplace-managers-guide
https://www.deputy.com/blog/mental-health-in-the-workplace-managers-guide
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As a practice manager, you need to create a healthy work-life balance 
for yourself — but you also need to help your team achieve work-life 
balance. Believe it or not, it can be the difference between quality care 
and disgruntled patients.

For more insights and tools to help your staff and patients communicate 
at their best, contact us to learn how you can make staff scheduling the 
simplest part of your day. Spend less time worrying about who is 
working when — and more time connecting with your patients. Watch 
that work-life balance become easy and achievable.

The right balance
05

https://info.deputy.com/ww-book-a-consultation
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Simplifying shift work.


