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As the COVID-19 pandemic continues to put a strain on health care, 

everyone from caregivers to nurses is working harder than ever to 

meet demands. As a result, health care clinic owners and practitioners 

are rethinking their approach, not just at the point of care, but also in 

retaining and recruiting talent.

Clinic managers and staff foresee various trends for 2021–2022 that 

will impact their business — and whether or not patients will return. 

Employee pain points and advancements in tech are among the key 

factors that will affect what budgets will be focused on.

And with patient satisfaction becoming even harder to attain, clinics  

will need to focus on how internal improvements can affect consumers. 

Research shows nearly seven in 10 Americans now have higher 

customer service expectations if they were to use a health clinic than 

before. A recent study of 2,000 American consumers revealed 68% 

placed friendly staff at the top of their expectations, more than social 

distancing protocols (64%) and masked personnel (61%).

This ebook is for anyone aiming to understand the evolution  

of the healthcare clinic landscape in 2021 and beyond. 

From recruiting and retaining talent to improving patient satisfaction, 

you’ll learn how to plan ahead and better focus your budget for the 

upcoming year. Read on for insights into patient and staff pain points 

and learn tips to maximize your clinic’s efficiency and productivity with 

a more holistic approach.
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How to fill the workforce 

gap and build employee 

retention

The areas most  

clinics are investing in  

(and why)

Which undervalued patient 

satisfaction metrics can help 

your practice grow
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WHAT YOU 'LL LE ARN
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Consumers’ average age

States represented

The results of the 2021-2022 Clinics Industry Report survey are based 

on responses from 2,003 consumers and 571 health care practitioners 

across the country.
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Part of this survey was taken by 500+ U.S. health care professionals:

Another part of the survey was taken by 2,000+ consumers:

The healthcare 
landscape in 2021
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Half of clinic owners/practitioners revealed they’re facing challenges 
retaining talent, and of those, a whopping three-fourths said their staff  
are moving on to new employers. Other difficulties included staff 
moving within the country (26%) and retiring personnel (25%).

While certain kinds of staff turnover, such as retirement, are inevitable, 
many of your team’s pain points were likely amplified by the pandemic. 

Your staff are undoubtedly overworked, and may not feel their monetary 
and verbal recognition matches the amount of effort they’re putting in.  
Not surprisingly, burnout was the biggest pain point brought to 
employers’ attention (50%). Clinic staff are also concerned with the 
quality of communication (31%), their compensation package (30%), 
issues with their schedule (29%) and lack of recognition (29%).

Teams and   talent
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Burnout / fatigue

Lack of recognition

Lack of development opportunities

Compensation package

Quality of communication

Too much time spent on admin 

Other

N.A.

Issues with staff schedule package

Lack of diversity/inclusion
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Staff have not brought pain points to my attention
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Biggest pain points

https://www.deputy.com/blog/tips-to-help-fight-staff-burnout-in-your-clinic
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To recruit talent, clinics are mostly turning to traditional means. Three in 
five are currently recruiting through general job boards, while nearly 
half turn to specialized ones. More than two in five also said they’re 
hiring internally. 

An area your clinic may be overlooking? Recent graduates. Campus 
recruitment for internships is currently used by just 21% of clinics.

It takes time to build experience and the hesitancy to tap into the intern 
pool may be setting clinics back in the long run. A lack of qualified 
applicants topped the list of recruitment challenges (58%). Nearly half 
(48%) also called out an imbalance between potential employees’ 
experience and education. More than one in three (32%) found the 
screening process itself a source of frustration. And hiring for rural 
areas comes with its own set of problems, according to 28% of clinic 
owners/practitioners.

With that in mind, there are multiple ways to bolster working conditions 
for your existing staff. 

Listening and actively addressing pain points is key to ensuring 
employees stay for the long haul. Nearly two-thirds of owners/
practitioners said they’re improving compensation, with about half 
saying they’re recognizing their employees more and streamlining 
communication, as well. In addition, 40% are providing development 
opportunities for existing staff, giving their career and morale a boost.

More than half are also thinking about the health and well-being of 
employees post-pandemic by speaking candidly about mental health in the 
workplace and encouraging them to take days off for mental health needs.
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How will you improve the health and well-being  
of your staff post-pandemic?

51%

48%

50%

41%

Encourage them to take days  
off for mental health

Facilitate access to mental 
health resources

Speak candidly about mental 
health in the workplace

Design a mental health 
friendly workplace  

(e.g. improve lighting, etc.)
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In the past three years, consumers have visited a health care clinic an 
average of 5.4 times. Those in the West visited a clinic 6.7 times in this  
time frame, more than any other region in the country.

Before the pandemic, people were most likely to rely on primary care 
clinics (57%), urgent care (41%), dental clinics (25%), and eye centers 
(22%). If you’ve seen less foot traffic than usual, you’re not alone —  
most clinics were hit hard in the past couple of years, as this survey’s 
respondents reported a decrease in usage.

People are setting higher standards for the service they receive, resulting 
in a greater ask of you and your staff. Research shows nearly seven in 10 
Americans now have higher customer service expectations if they were  
to use a health clinic than before.

This was especially true for millennials, nearly half of which “strongly 
agree” their customer service expectations for health care clinics have 
gotten bigger.

Nothing shapes patient experience quite like quality care, which was 
ranked as “very important” by nearly seven in 10 respondents.

Patient satisfaction  
and expectations
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In fact, more than two-thirds of consumers (68%)  said friendly staff is 
among their top expectations, more than social distancing protocols (64%), 
a short wait time (63%), masked staff (61%) and quick responses (55%).

When it comes to the most important aspects of the patient 
experience, friendly staff was chosen by nearly nine in 10 consumers 
(89%), outranking quick response (86%) and even staff hygiene (85%).

Whether or not people would want to return to a clinic, though, depends 
on the quality of customer service they receive (65%), wait time (63%) 
and hygiene levels (56%).

In addition, nearly half of respondents said office decor was important 
for their patient experience.

And a similar amount revealed they’d feel intimidated to use a health 
care clinic if there were a lack of diversity.

The pandemic has not only taken a toll on the healthcare industry but 
also magnified the areas that need improvement. Clinics are looking at 
the needs of both patients and staff, which are often connected.

This survey shows that patients prioritize friendly staff in their clinic 
experience and improving conditions for the latter can help in that regard.

Provided their expectations are met or exceeded,  
three in five said they’d prefer a clinic over a hospital  
or doctor’s office because of a walk-in option, more  
appointment availability (55%), location (54%),  
and specialized care for their condition (44%).
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3 tips to improve patient satisfaction

• Focus on diversity and communication. Making staff more 
representative of your consumers can build trust, making newcomers to 
your clinic feel welcome. Forty-six percent of consumers polled for this 
survey shared the sentiment that multilingual staff is important for 
patient experience. Improve interactions between staff and patients by 
enhancing customer service training for both in-person and telehealth 
visits. This can go a long way toward building lasting relationships with 
your patients.

• Do more with office decor. While pandemic protocols continue to be 
important, so, too, is the way an office looks and feels. Nothing puts a 
patient’s mind at ease like comfortable (socially distanced) seating and 
some classy wall art. Make sure your lights aren’t a “sight for sore eyes,” 
either. Your clinic’s decor should be calming and take patients’ minds 
off the reason for their visit.

• Shrink wait time. Consumers polled in this survey have said both 
quality of service and speed would affect their decision to return to a 
clinic. Invest in tools that will streamline your internal communications 
to make sure staff aren’t overwhelmed, and patients get the time and 
personalized care they deserve.
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The biggest trend for clinics’ budgets in 2021? 
Investing in their people. 

Among the areas deemed “very important” for allocating their budget, staff 
(66%) and personal development (54%) were front and center, followed by 
tech (53%) and marketing (36%).

And clinics plan to continue budgeting for their personnel. Looking ahead 
to 2022, staff and personal development (59% and 50%) will remain top of 
mind in the ongoing efforts to attract and retain talent.

When it comes to tech investments, however, a paradox emerges in the 
form of a gap between prioritizing the patient experience and keeping staff 
better-equipped to care for them.

The bulk of current budgets is centered on patient tools such as telehealth 
(52%) and patient experience platforms (39%), more than staff scheduling 
software (37%), and AI/machine learning for diagnostics and operations 
(26%).

Investing in tech is just as much about making the lives of clinic staff a little 
easier as it is about shaping the patient experience. Making sure tech solves 
pain points beyond the point of care can help retain staff in the long run.

Budget
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How to make smart budget decisions

• Mind your marketing. While word of mouth can certainly cement your 
clinic’s reputation, taking advantage of the latest digital and social 
media platforms is the icing on the cake that helps you stand out. 
Almost half of consumers are tech-savvy Gen Z-ers and millennials,  
so this is an area that should not be overlooked. Take the time to 
explore opportunities for more engaging digital ads, especially on 
emerging platforms like TikTok.

• Continue to put people first. Whether by increasing compensation 
and providing training for existing staff or widening your efforts to 
attract new talent, keep fostering and building relationships within your 
clinic’s ecosystem.

• Invest in tech to help patients and staff. It’s not enough to simply 
invest in staff if they’re not provided with the best tools available. Clinic 
managers and staff alike foresee the “rise of hybrid work environments” 
and “continuation of offsite work,” so telehealth should continue to be at 
the forefront of your spending. Keep abreast of the latest advancements 
in AI/machine learning that can improve diagnostics and operations. 
This survey also shows that only 37% of clinics are investing in staff 
scheduling solutions, which can be a time- and money-saver. Don’t 
forget — greater appointment availability is a big part of why consumers 
opt for clinics over hospitals or doctor’s offices. Make it even easier for 
them by avoiding coverage shortages and reducing scheduling 
inefficiency with an employee scheduling tool.
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Nurturing existing staff while broadening your scope to attract new 
talent has never been as challenging as it is today. Add rising patient 
expectations to the mix and it’s easy to feel like you’re bracing yourself 
for an uphill battle. Yet focusing on simple changes, such as improving 
communication between staff and patients, can have a greater impact 
than you think.

You may already be putting money toward retaining and recruiting 
talent, but don’t overlook investments in tech that can help achieve this 
goal, as well as improve the overall patient experience. Being mindful of 
how your investments affect both staff and consumers lays the 
groundwork for retaining both.

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.

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


