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Picture your old waiting room — a patient flipping through a lifestyle 

magazine, children distracting themselves with handheld video games, 

and a care provider calling the next patient’s name — all set to a light 

rock radio station. Your clinic was a place for people to receive care and 

it all started with a great experience in the waiting room. 

But a global pandemic caused waiting rooms to empty and the patient 

experience changed. No more leisurely chats at the reception desk, 

making small talk or connections with other patients, or taking photo 

shoots after a pup’s first checkup. For the better part of a year, the 

patient experience was no longer much of an experience at all.

But it’s not all doom and gloom.

Processes, technologies, and staff flexibilities were given a much-

needed boost to optimize the patient experience. The rules for the 

patient experience have changed, but the outcome is the same: 

An unmatched, positive patient experience. 

Time to fill that waiting room — virtually or in-person — again.
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From communication to scheduling options and building trust, you’ll learn 

what today’s healthcare patients truly need to leave your practice thinking 

they had a quality patient experience.

Engage a wider range 

of patients and book 

more appointments 

Keep your staff happy, 

so they can provide 

better care

Sustain a positive 

patient feedback loop

030201

KEEP RE ADING TO LE ARN:

This ebook is for you 
practice managers who 
are responsible for hiring 
new staff, managing 
budgets, and making sure 
your clinic runs smoothly 
and efficiently. And on top 
of that, are a driving force 
behind the overall 
patient experience.
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There's no longer a one-size-fits-all model for receiving patients. Some 
will still be hesitant to leave the house, even after getting their vaccine. 
Others will be eager to see their favorite practitioners face to face.

Expect the future of clinic visits to be a hybrid of virtual and in-person. 
You can create a better patient experience by offering choices that meet 
your patients’ individual preferences. As your local regulations permit 
more people to gather indoors, you can offer more live appointments 
while keeping your virtual options for those who prefer convenience.

Consider the same approach to scheduling appointments. Patients 
have different relationships to technology and communication styles. 
A younger crowd might prefer to do everything online when possible 
while other patients appreciate being helped in person or over the phone. 

And most importantly, remember that inclusivity and accessibility are 
key to giving your patients feel a sense of belonging. Your team serves 
a diverse group of patients and languages, reading comprehension, or 
audio impairments can be a barrier for some patients. 

Help make the patient experience better by making your practice as 
accessible as possible. From translating your website and pamphlets 
into multiple languages to providing special assistance when needed, 
you can give your patients a welcoming experience at every interaction.

Make room for everyone
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Quick tips

A diverse staff allows better care of diverse patient 

populations. Reach out to consultants who specialize in 

healthcare diversity to help train staff and build a culture 

of DE&I that makes all of your patients feel welcome.

Make sure all voicemails and emails are answered in 

a timely manner. For example, ensure all requests are 

confirmed within 24 hours.

Some patients love virtual care. For the convenience-

minded set, seeing a doctor over the computer 

should have been an option all along. In addition 

to encouraging in-person appointments, make 

telehealth part of your offerings.

Make diversity, equity, and inclusion a priority

Set a benchmark for replying 
to appointment requests

Make your virtual care permanent
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Quality care takes time. A good veterinarian will put an anxious pet 
at ease, ask comprehensive questions of the owner, and exhaust all 
possibilities when confronted with a mysterious illness. If the vet were 
to act too quickly, the pet could be at risk. 

Because attentive care can’t be rushed, waiting is a normal stage of the 
patient experience. But how long is too long? 

Alleviate the 
waiting game
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The emergency room at the hospital will help anyone that comes 
in, whether or not they have money and insurance. According to 
The Conversation

During the pandemic, wait times did slightly decrease, as patients were 
nervous about getting exposed in a public facility. This is good news for 
urgent care clinics and private practices. With emergency rooms falling 
out of favor, patients are turning to more personalized care. 

For practice managers, decreasing wait times should remain a high 
priority. Patients, already anxious, should be able to see their provider 
as soon as possible. Accommodating more appointments within a given 
day will also help your bottom line. You don’t have to compromise the 
quality of care for speed with the following strategies.

While wait times have 
declined in the last decade 
— now averaging about 40 
minutes — they remain 
stubbornly long. Millions 
of patients still wait at least 
two hours to see a provider 
— 7 million did in 2017 — 
and that is no guarantee 
they won’t have to wait 
even longer for treatment.”

“

https://theconversation.com/wait-times-remain-stubbornly-long-in-hospital-emergency-rooms-136314
https://theconversation.com/wait-times-remain-stubbornly-long-in-hospital-emergency-rooms-136314
https://www.cdc.gov/nchs/data/nhamcs/web_tables/2017_ed_web_tables-508.pdf
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Quick tips

Strong patient communications can be the difference 

between a full patient list or an empty appointment book. 

Front-load patient information ahead of time. Have your 

patients submit their data and reasons for visiting before 

they come to the clinic. Once they arrive, a provider can 

pull up their profile and save time on paperwork.

Are you running behind because you accidentally 

scheduled the wrong person? With a scheduling tool in 

place, your staff can communicate their absence and 

find a replacement. 

If a patient shows up 30 minutes past their appointment, 

respectfully reschedule their visit so that patients already 

in the waiting room aren’t pushed further back.

Amplify patient communication

Maintain the right staff coverage

Honor a late policy

https://info.deputy.com/amer-strong-patient-communication2021
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“I like to see the labor 
projections and 
percentages so I can 
schedule appropriately 
without putting us too 
far over or too far 
under and I can see 
trends and where I 
need people the most.

Megan Strickland 
University Veterinary Hospital

https://www.deputy.com/customers/university-veterinary-hospital
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You can’t create a better patient experience without assessing your 
internal operations — both are intertwined. Are your staff preoccupied 
with manual busy work when they could be providing better patient 
service? Are there processes in your patient workflows that could 
be automated? 

From booking appointments to receiving follow-up treatment, consider 
removing the burden of admin processing where you can. Automation 
doesn’t make your patient interactions any less human, but rather gives 
space to higher quality face time where it counts. 

Automate your 
workflows
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Implement a central communication tool for your staff 

so they can receive real-time updates directly on their 

phone. Emails can easily get lost in the mix, especially 

when insurance companies are sending in new orders 

or processes.

Drowning in paperwork? You didn’t get into healthcare 

for the paperwork. And your patients expect your team 

to provide the best care. But that’s hard when you’re tied 

up doing other work. Free up time where it matters with 

a simple staff scheduling tool and let your team focus 

on providing a better patient experience.

Automating the patient processing stage will decrease 

waiting room times and free up your staff to handle more 

pressing questions. Going paperless will keep operations 

organized so your patient data stays safe and secure.

Quick tips

Make communication easy

Streamline payroll and timesheets

Make patients feel like their time is well spent

https://www.deputy.com/features/collaboration
https://www.deputy.com/industry/healthcare/clinics
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Your staff are your frontline. They’re helping patients 
book appointments, sort through the confusing insurance 
negotiations, and provide consistent quality care. It’s a mix 
of technical skill, endurance, and empathy.

And with that comes employee burnout. And staff burnout 
can impact the patient experience. Team happiness and job 
satisfaction can translate to higher quality work, so you 
need to invest in their well-being. 

Childcare obligations, business closures, and unpredictable 
hours mean that your assistants and technicians have to 
juggle personal priorities like never before. When they need 
to suddenly call out sick, can they find a replacement?

Beyond flexible schedules, consider internal resources that 
promote mental wellness. Create opportunities for open 
dialogue and equity, so staff feel more connected to their 
work, their patients, and their mission. 

Prioritize staff 
wellness
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According to NEHM Catalyst, a collective resource for clinical leaders 
and practitioners,

When you boost staff engagement, they’ll be better positioned to 
ensure the best patient experience. 

The pandemic will continue 
to take an emotional toll on 
clinicians and support staff. 
We must expand on the pre-
pandemic progress made in 
addressing burnout. 
Wellness resources, ranging 
from peer support to individual 
or group psychotherapy must be 
readily available to support all 
health care workers, especially 
as we begin to emerge from what, 
for many, has been a truly life-
altering epoch.”

“

https://catalyst.nejm.org/doi/full/10.1056/CAT.20.0349
https://info.deputy.com/amer-practice-manager-employee-engagement-checklist2021
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Reassess your employee resources

If staff are relying on paper and email chains to manage 

their time off, they’re wasting time that could be spent 

responding to patients. Go mobile and give employees 

the freedom to accommodate their priorities on the fly.

Healthcare staff are prone to burning out. There are lots 

of tools and tips to help you ensure the mental health 

of your staff. Start a conversation, create a culture of 

mindfulness, and remember that good patient care 

begins with good staff care.

If someone has a personal issue, do they have someone 

on staff to talk? You can leverage team meetings, 

employee surveys, and standups to solicit upward 

feedback as well. Take every opportunity to encourage 

meaningful conversations.

Flexible schedules are here to stay

Quick tips

Look for signs of burnout

https://www.deputy.com/mobile
https://www.deputy.com/blog/19-ways-to-ensure-the-mental-health-of-your-hourly-employees
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The emergence of telehealth services provided a new level 
of convenience and safety to patients everywhere. If you 
offered virtual services in the last year, consider keeping 
them available for the foreseeable future. 

Keep the virtual 
office open

05

Even prior to the pandemic’s 
onset, telehealth visits and 
remote patient monitoring had 
doubled since a 2016 survey, 
increasing from 14% to 28% 
of physician respondents. She 
estimates that “60% to 90% of 
physicians are using some sort 
of telehealth services. About 
half are using the approaches 
for the first time.”

Meg Barron,  
AMA’s Vice President of Digital Innovation

“

https://www.ama-assn.org/practice-management/digital/telehealth-s-post-pandemic-future-where-do-we-go-here
https://www.ama-assn.org/practice-management/digital/telehealth-s-post-pandemic-future-where-do-we-go-here
https://www.ama-assn.org/practice-management/digital/telehealth-s-post-pandemic-future-where-do-we-go-here
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Telehealth services benefit patients in the same way that the gig 

economy transformed transportation and food delivery. Traditionally, 

telehealth was used in remote monitoring and intensive care 

environments. The pandemic accelerated a rise in virtual services 

for urgent care and primary care, attracting younger users who are 

accustomed to on-demand applications. 

You might be wondering if telehealth is right for your practice. Will 

it work every time? Will providers be able to assess and diagnose 

symptoms as effectively? Will older patients respond well? David 

Gutierrez, MBA, MHA and assistant operations officer at Alamo 

Osteopathic explains that “it's still hard to really assess a patient 

over a camera, especially if they're not very tech savvy. If they're 

required to do labs every one to three months, it's very hard for 

the provider to really assess the patient.”

New technologies will improve over time, and adopting them will 

require a learning curve. Still, you can be confident that providing 

virtual appointments will attract more patients. Medical leaders are 

working to increase telehealth collaboration between long-term care 

facilities and one-stop appointments so that patients can receive 

consistent attention and monitoring.

https://www.mgma.com/resources/operations-management/developing-strategies-and-protocols-to-optimize-pa
https://www.mgma.com/resources/operations-management/developing-strategies-and-protocols-to-optimize-pa
https://www.mgma.com/resources/operations-management/developing-strategies-and-protocols-to-optimize-pa
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Do your research

Telehealth provides both compelling 
advantages and challanges

Remember to smile

Make sure to choose a telehealth platform that 

is reliable, HIPAA compliant, and user-friendly 

so that you won’t have to involve IT at every turn.

Consider solutions that accommodate your patients’ 

preferences. Some will love the convenience while 

others prefer traditional care. Experiment and collect 

feedback to find the best solution for your practice.

Whether you’re talking to a patient in person you’re 

communicating over the phone or video, a smile goes 

a long way to making patients feel comfortable.

Quick tips
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Patient loyalty is the secret to a lasting practice. As with 
restaurants and consumer brands, repeat customers will help 
your business thrive beyond the pandemic. Creating a better 
patient experience means maintaining support after they 
leave your office. How do they receive follow up treatment 
and guidance? Do you collect feedback for their visit? Would 
they feel confident to use your services again? 

Work on touchpoints to engage with the patient after their 
visit. And provide them with resources to maintain their 
health. If they need follow-up treatments, make sure that they 
can access their documents electronically. 

Patients appreciate knowing that their time mattered, and no 
one likes feeling like another case to process. The patient 
experience is a full cycle journey that benefits from thoughtful 
and consistent engagement. Fold your patients into a thriving 
community that weathers uncertain times together.

Sustaining excellence
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Send those surveys

Get that email

Showcase testimonials

Patient satisfaction surveys are invaluable tools to 

improving your operations. They’ll help you find areas 

of improvement and validate your performance.

Email nurture campaigns are a great way to keep 

patients connected to your practice. Use them to send 

appointment reminders, promotions, health tips, and 

best practices.

If your patients leave a positive review, leave 

a personalized reply. Patients love a positive 

feedback loop.

Quick tips
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Revamping your patient experience will require a bit 
of openness to change. Fortunately, you aren’t alone.

Thousands of practice managers are also trying new 
initiatives to preserve their clinics. You’re likely to have 
already implemented the above strategies before the 
pandemic. Now, you’ll just need to adjust to a climate 
that demands more empathy, patience, and resilience. 

Let technology, like employee scheduling software, 
do most of the work so you can focus on maintaining 
the relationships that keep your employees and patients 
confident in your practice. 

Contact us to keep the momentum going.

Practice makes perfect
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https://info.deputy.com/ww-book-a-consultation?utm_source=hubspotlp&utm_medium=organic&utm_campaign=awr_amer_all_all_patientexperienceebook_&utm_content=txt&stream=all_hc&dh=hslp_hslp_hslp

