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I f  your  pract ice has been impacted by staf f ing chal lenges in 
the last  few years ,  you ’re  not  a lone.  The heal thcare industry 
endured the worst  the pandemic could d ish out  only  to  be 
faced with cr ippl ing labor  short fa l ls  in  2021 that  appear 
to  have no end in  s ight .  According to the MGMA,  88% of 
medica l  pract ices  have had di f f icu l t ies  recrui t ing front-of f ice 
staf f . 1  A lmost  60% of  pract ices  are forecast ing that  staf f ing 
shortages wi l l  cont inue to be their  b iggest  chal lenge heading 
into 2023. 2 

Understaf f ing not  only  puts  a  stra in  on your ent i re  team but 
i t  a lso severely  impacts  your  product iv i ty  and the quant i ty  of 
appointments  you can schedule .  A  recent  pol l  found that  30% 
of  medica l  groups were below their  product iv i ty 3 goals  for 
2021,  wi th many c i t ing a  lack  of  staf f ing keeping them from 
atta in ing h igher  product iv i ty.  This  tr ick le-down ef fect  impacts 
your  pat ients  who can be lef t  wai t ing months to get  an 
appointment .  That  increases the r isk  that  f rustrated pat ients 
wi l l  be more l ike ly  to  switch pract ices  to  get  in  sooner for  a 
v is i t .

Despi te  these condit ions ,  there are severa l  proven ways to 
a l lev iate  staf f  recrui tment  chal lenges,  help your  pract ice 
operate more ef f ic ient ly  wi th fewer staf f ,  and boost  your 
pract ice ’s  product ion.  In  th is  guide,  we’ l l  look at  some of  the 
causes of  labor  shortages ,  contr ibut ing workplace factors , 
and ident i fy  strategies ,  best  pract ices ,  and tools  to  enable 
your  pract ice to  thr ive .
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A strong economy and record 
unemployment in  recent  years  made 
i t  d i f f icu l t  to  f i l l  lower wage posi t ions. 
When COVID hi t ,  i ts  intens i ty  and 
durat ion lef t  heal thcare workers 
stressed,  burned out ,  and bol t ing for 
better-pay ing,  less  stressfu l  pos i t ions , 
a  s i tuat ion further  exacerbated by “ the 
Big Quit ”  in  2021.  Pract ices  were lef t 
h igh and dry  and have struggled to gain 
minimum staf f ing leve ls  ever  s ince.

Current ly,  41% of  heal thcare workers 
p lan to leave their  job by 2025. 4 Whi le 
these profess ionals  are demanding 
h igher  wages to stay  put ,  soar ing 
inf lat ion is  creat ing a  f inancia l 
conundrum as of f ices  struggle to  pay 
team members more.  Conf idence is  low 
among pract ices  that  staf f  shortages 
wi l l  be resolved any t ime soon.

What’s Driving 
Staffing Issues at 
Practices?

Current ly,  41% of  heal thcare workers 
p lan to leave their  job by 2025. 441%
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Though 90% of  pract ices 
have increased wages in 
the past  year,  not  every 
pract ice can cont inue 
to take that  route g iven 
inf lat ion. 5

As a  pract ice manager,  you ’re  wel l  aware that  a  b igger  paycheck isn ’ t  the only 
reason for  someone to jump ship .  Severa l  workplace var iables  factor  into an 
employee’s  dec is ion to stay  or  move on to perceived greener pastures .

F i rst ,  excess ive work loads cont inue to take a  menta l ,  phys ica l ,  and emot ional 
to l l  on your  team.  Over  80% of  heal thcare leaders  reported their  leve l  of 
stress  or  burnout  increased in  2022. 5  “Demand on our  prov iders  exceeds 
their  abi l i ty  and capaci ty, ”  one pract ice leader  to ld MGMA.  “They are asked to 
show up in  ways that  l imit  their  abi l i ty  to  fee l  successfu l  at  work . ” 6  Second, 
heal thcare profess ionals  are demanding better  overa l l  compensat ion to stay 
at  their  pract ices .  Though 90% of  pract ices  have increased wages in  the past 
year,  not  every  pract ice can cont inue to take that  route g iven inf lat ion. 7 And 
f ina l ly,  58% of  employees qui t  a  job due to a  tox ic  workplace env ironment . 8 
Your  pract ices ’  workplace cul ture can help you attract  new ta lent—or i t  can 
make employees head for  the ex i t .

What Workplace Conditions are to 
Blame for Staff Leaving?
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I t  s tarts  wi th f inding creat ive ways to take more of  the load 
of f  of  your  team.  One ef fect ive  way to do that  is  to  adopt 
patient communications technology .  These next-gen 
tools  are des igned to g ive re l ie f  to  your  f ront  of f ice  team 
by automat ing many of  their  mundane and repet i t ive  tasks . 
Dig i ta l  tools  help you end the insani ty  of  bury ing staf f  under 
mountains of  pat ient  phone ca l ls ,  emai ls ,  and voicemai ls .

Instead,  empower your  team with solut ions that  enable them 
to automat ica l ly  send personal ized v is i t  reminders ,  reca l l 
not ices ,  and other  key messaging at  the c l ick  of  a  mouse. 
A  more manageable work load trans lates  to  happier,  more 
product ive staf f  who can g ive their  fu l l  at tent ion to in-of f ice 
pat ients ,  tack le  pr ior i t ies ,  and st i l l  have t ime to enjoy wel l -
deserved breaks .  Let  your  staf f  work smarter  instead of 
harder  in  help ing your pract ice book more v is i ts .

How Can My Practice Overcome 
Staffing Challenges?

In today’s healthcare 
environment where practice 

workflow and patient experience 
are paramount, the use of technology is 
more instrumental than ever in helping 

providers enhance operations and overall 
patient care

“

“

Halee Fischer-Wright, 
M.D., president and CEO of 

MGMA9
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Reminders & Recal l : 
Hav ing your team spend the bulk 
of  their  sh i f t  on ca l ls ,  emai ls ,  and 
voicemai ls  is  a  rec ipe for  burnout , 
and turnover.  Digital  reminder 
and recall  tools  s treaml ine the 
workf low,  enabl ing your team to 
automat ica l ly  send mult ip le  v is i t 
reminders  and recal l  not ices  to 
minimize no-shows.  This  ef f ic iency 
a l lows them to cover  more 
important  tasks ,  g ives them a more 
var ied work load whi le  ensur ing 
they can st i l l  catch their  breath. 
A  more manageable work load 
enables  your  staf f  to  perform 

at  a  h igher  leve l ,  increases job 
sat is fact ion,  and bolsters  employee 
morale  and retent ion.

Digital  Intake: 
Paper  forms are the bane of 
your  staf f ’s  ex istence.  Instead of 
work ing through pr ior i t ies  on their 
to-do l is t ,  your  team is  re legated to 
dec ipher ing i l leg ib le  handwri t ing 
and doing mind-numbing data 
entry  that  increases the chances 
for  errors  and potent ia l  c la im 
denia ls .  Let  your  team focus on 
more meaningful ,  rewarding work 
by adopt ing a  digital  intake 
tool  that  s impl i f ies  form intake. 
Pat ients  vast ly  prefer  d ig i ta l  intake 
because they can complete forms 
convenient ly  f rom home pr ior  to 
the v is i t  and i t  he lps reduce their 
wai t  t imes.  Your  staf f  wi l l  love the 
feature because i t  lets  them do the 
job they were h ired to do rather 
than them being a  data entry  c lerk .

Payment Reminders: 
40% of  medica l  pract ices  d id not 
h i t  their  revenue goals  in  2021, 
many of  which c i ted staf f ing issues 
hold ing back their  abi l i ty  to  work 

c la ims. 10 Help ing frustrated and 
angry pat ients  reconci le  their 
outstanding balances is  the last 
th ing your staf f  wants  to  do.  

Compl icated and confus ing manual 
b i l l ing processes can lead pat ients 
to  argue with your  staf f .  Min imize 
the migra ines by switching to 
an online bi l l  pay tool  which 
drast ica l ly  streaml ines the payment 
exper ience for  pat ients  and staf f . 
The solut ion reduces the number 
of  b i l l ing ca l ls  your  staf f  takes by 
automat ica l ly  sending pat ients 
texts  wi th a  secure l ink  to  eas i ly 
make a  payment .  You ’ l l  co l lect 
more outstanding balances whi le 
your  team wi l l  get  fewer ca l ls  f rom 
discouraged pat ients .

Automate 
and Digitize 
Monotonous 
Tasks

What Tools and 
Strategies Can 
I Use to Retain 
More Staff?

1
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Pre-Visit  Messaging & Post-Care 
Instructions: 

L ighten your staf f ’s  manual  ca l l  burden for  gett ing 
important  pre-v is i t  and post-v is i t  messages to 
pat ients .  A  digital  messaging  tool  enables  your 
team to automat ica l ly  send personal ized pre-v is i t 
instruct ions such as  to  complete lab work ,  fast ,  or 
to  prov ide wayf inding instruct ions so pat ients  arr ive 
prepared and on t ime.  And s ince most  pat ients  don’ t 
remember the care instruct ions they receive ,  the 
tool  can be used to automate sending personal ized 
post-appointment  care messages which boost 
adherence and help them book important  fo l low-up 
v is i ts .

Message Templates: 

With the volume of  pat ients  you serve ,  your  staf f 
doesn’ t  have t ime to create unique messages for 
every  pat ient  communicat ion.  A  messaging tool 
with a template l ibrary  enables  your  team to 
reach more pat ients  for  reminders ,  reca l l ,  intake, 
and mass messages.  Your  team can connect  wi th 
more pat ients  s imultaneously  instead of  t ry ing 
to compose the perfect  text  or  emai l .  Keep your 
pat ient  messaging consistent  and on-brand whi le 
a l lowing your staf f  to  concentrate on greet ing 
pat ients  and booking v is i ts .
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Non-stop ca l ls  can inundate and overwhelm your staf f 
and prevent  them from complet ing other  important  dut ies 
and tasks .  Dia l  down the ca l l  vo lume by adopt ing pat ient 
communicat ions tools  that  streaml ine pat ient  interact ion and 
a l low pat ients  and staf f  to  connect  more convenient ly.  D ig i ta l 
communicat ion features help take the pressure of f  of  your 
staf f  whi le  ensur ing you f i l l  your  wai t ing room.

	• Two-Way Texting:  In  today ’s  text ing-centered wor ld , 
there ’s  no replacement for  the abi l i ty  to  send and receive 
text  messages from pat ients .  An average phone ca l l  takes 
4  to  8  minutes whi le  sending a  text  averages only  30 
seconds.  Pat ients  don’ t  want  to  be hass led by phone ca l ls 
and voicemai ls—and nei ther  do staf f .  A  rea l - t ime,  two-way 
texting feature  g ives  pat ients  the abi l i ty  to  ask quest ions , 
reschedule ,  etc . ,  wi thout  ever  hav ing to make a  ca l l . 

	• Online Scheduling:  Min imize incoming phone ca l ls  wi th 
an online scheduling solution  that  of fers  easy 24/7 onl ine 
access to  pat ients  to  book a  v is i t .  More pract ices  are moving 
to onl ine schedul ing because i t  g ives  pat ients  yet  another 
convenient  opt ion to access appointments  whi le  minimiz ing 
incoming ca l ls  for  staf f .  I t  a lso g ives you an appeal ing way 
to attract  new pat ients  whi le  ensur ing you reta in complete 
control  of  your  schedule .

Get Your Team Off the Phones2

4-8
An average phone call 

takes 4 to 8 minutes while 
sending a text averages only 

30 seconds.
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Enhance Practice & 

Staff Flexibility

I t ’s  no secret that jobs in many sectors 
have gone remote.  And though for 
obvious reasons not al l  healthcare 
providers can fol low suit ,  i t  doesn’t 
mean that certain funct ions can’t 
be completed outside the off ice. 
A recent pol l  revealed that 29% of 
medical  pract ice leaders stated f lexible 
schedules were a key retention tact ic . 11 

There are plenty of  use cases in which 
pat ient communicat ions tools can 
give you the f lexibi l i ty  to complete 
administrat ive tasks and interact 
with pat ients from home or after 
hours.  Extend your staff ’s  abi l i ty  to 
conveniently  reach pat ients through 
their  smartphone to get more done, 
even with a smal ler team.

Mobile App:  Top pat ient 
communicat ions software partners 
offer pract ices a versatile mobile app 
so your staff  can interact with pat ients 
and your schedule after hours or out 
of  the off ice.  Catch those last-minute 
conf irmations or cancel lat ions so you 

can nai l  down your schedule for the 
next morning.  For doctor i l lness or 
a weather event,  don’t  mobi l ize your 
ent ire team to frant ical ly  make cal ls 
to affected pat ients.  Instead,  use the 
mobi le app’s mass messaging feature 
to quickly and effort lessly not i fy 
scheduled pat ients.

Telehealth:  For certain appointment 
types l ike fol low-up vis i ts  and 
medicat ion management,  staff  can 
conduct v is i ts  anywhere from their 
smartphone via a robust telehealth 
tool .  I t ’s  huge for pat ients with 
distance or transportat ion barr iers to 
be able to meet their  provider from 
the comfort  of  their  home. Simi lar ly, 
te lehealth capabi l i t ies give your team 
greater f lexibi l i ty  and reduce v is i t 
t imes for some appointments.

Enhance Practice & Staff Flexibility3
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Nothing damages new hires ’  morale  more than gett ing a  lousy 
onboarding and tra in ing exper ience.  Forty  percent  of  employees 
who don’ t  receive adequate tra in ing leave their  job with in a  year. 12 
Proper ly  t ra in ing your team is  cr i t ica l  to  increas ing employee retent ion. 
Ef fect ive  onboarding re inforces a  pos i t ive  workplace env ironment , 
sets  c lear  expectat ions ,  and integrates new hires  into your  pract ice ’s 
cu l ture.  Make sure to connect  new hires  wi th ex ist ing team members to 
ensure a  smoother  onboarding process .

An exper ienced,  dependable pat ient  communicat ions partner  prov ides 
you with the r ight  software tra in ing to get  new employees up to speed 
with tools  wi th in a  week.  The partner  should a lso of fer  re l iable  support 
and expert ise  that  staf f  can access whenever  there are quest ions or 
when the unexpected occurs .

Over ly  complex pat ient  communicat ions software can be frustrat ing 
and stressfu l  for  your  team.  Choose technology that  is  easy  to  use for 
prov iders ,  s taf f ,  and pat ients .  You ’ l l  want  a  customizable ,  user- fr iendly 
so lut ion that  eas i ly  integrates wi th your  ex ist ing e lectronic  heal th 
record (EHR)  or  pract ice management system.  Ensure you choose 
a  p lat form from an establ ished leader  in  pat ient  communicat ions 
technology.  Adopt  a  so lut ion that  g ives you the best  combinat ion of 
automated tools ,  serv ice re l iabi l i ty  to  minimize outages and downt ime, 
and dependable ,  on-demand support .

Provide Proper Onboarding & Training

Adopt Reliable, Easy-to-Use Solutions

4

5
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We al l  know that  acquir ing g lowing 
onl ine rev iews is  essent ia l  to 
at tract ing new pat ients ,  but 
we often forget  that  potent ia l 
employees a lso check out  these 
rev iews.  Seventy- f ive  percent  of 
job candidates wi l l  research a 
company ’s  onl ine reputat ion before 
apply ing for  a  job opening. 13 I f 
your  pract ice gets  poor rat ings and 
rev iews that  ment ion unfr iendly 
staf f ,  poor  communicat ion,  and 
long wait  t imes,  i t  can be a  major 
red f lag to appl icants .  

Invest ing in  an online reputation 
management tool  i s  a  win-win 
for  at tract ing and acquir ing both 
new pat ients  and staf f .  I t  of fers 
features to  help your  pract ice get 
rave rev iews and quick ly  respond to 
rev iews to boost  your  rat ings.  The 
tool  can a lso be used to help you 
monitor  and reward staf f  who earn 
posi t ive  feedback in  rev iews,  and 

to ident i fy  team members who may 
need more guidance or  tra in ing.

And don’ t  forget  soc ia l  media . 
S ixty- two percent  of  job seekers 
use soc ia l  media  channels  to 
eva luate an employer. 14 Ut i l i ze 
your  soc ia l  media  channels  as  a 
way to showcase and recognize 
staf f  members .  Not  only  wi l l  i t  he lp 
boost  morale  and performance,  but 
i t  wi l l  a lso promote your pract ice ’s 
enthusiast ic  cu l ture to potent ia l 
employees and pat ients  a l ike . 

Cultivate an Inviting Practice 
Culture

I t ’s  d i f f icu l t  to  recrui t  the best 
ta lent  i f  your  workplace cul ture 
is  lack ing or  perceived as  tox ic . 
F l ip  that  percept ion by creat ing 
meaningful  ways to  ce lebrate your 
staf f ,  recognize their  contr ibut ions , 
and boost  morale .  The fo l lowing 

are but  a  few examples of  poss ib le 
act iv i t ies  to  help you express your 
apprec iat ion to you team whi le 
engaging better  wi th pat ients :

	• Host  a  staf f  apprec iat ion day 
and share photos on your soc ia l 
media . 

	• Reward indiv idual  employees 
monthly  wi th a  pr ize for  their 
contr ibut ions. 

	• Record a  b ir thday wishes v ideo 
featur ing staf f  to  send to 
pat ients  on their  spec ia l  day.

	• Make a fun recal l  v ideo starr ing 
your staf f  to  remind pat ients 
they ’re  due for  a  wel lness check.

Most  important ly,  l i s ten.  Ask your 
team for  feedback ,  create a  way 
to sol ic i t  anonymous comments 
and suggest ions.  To make real is t ic 
progress in  combat ing burnout 
and high turnover,  you ’ve got  to 
be responsive to your  team’s  input 
and percept ions.  That  means being 
empathet ic  to  their  needs and 
making improvements  to  foster  a 
f r iendl ier,  more upbeat  workplace 
cul ture.

Monitor Your Practice’s Online Reputation

What Can I Do to Improve My Staff 
Recruitment Efforts?

6
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Solutionreach ,  an industry  leader  in  pat ient 
communicat ions technology for  22 years ,  g ives  you 
the tota l  package to energize your  pract ice ’s  success . 
Our tools  enable you to serve more pat ients  wi th a 
smal ler  team by enhancing your connect ions with 
every  pat ient ,  boost ing your appointment  volume,  and 
creat ing ef f ic ienc ies  that  minimize your  staf f ’s  heavy 
l i f t ing.

Equipped with our  a l l - in-one p lat form of  automated 
tools  and unr iva led serv ice and support ,  you l i tera l ly 
can do more with less .  Solutionreach  enables 
your  pract ice to  reduce no-shows,  book more 
appointments ,  and use staf f  more ef f ic ient ly.  

Don’ t  sett le  for  a  Band-Aid approach to pat ient 
communicat ions by re ly ing on phone ca l ls ,  manual 
reminders ,  and disparate systems.  Go with the 
leading solut ion that  del ivers  10x return on 
investment  and empowers you to better  support  your 
staf f  and generate the revenue to grow your pract ice .

Invest in an All-in-One Patient Communications Platform7
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Since staf f  shortages may pers ist ,  i t ’s  cr i t ica l  to  the success of  your  pract ice 
to  develop a  long-term strategy to overcome burnout  and do more with 
fewer staf f .  The best  pract ices ,  methods,  and tools  out l ined in  th is  guide are 
your  t icket  to  overcoming condit ions that  lead to unf i l led posi t ions and high 
turnover.  Unburden your staff  and create a  more appeal ing pract ice workplace 
by apply ing the fo l lowing:

	• Give your  workplace cul ture a  makeover
	• Increase team sat is fact ion by minimiz ing overwhelming work loads
	• Leverage pat ient  communicat ions tools  to  automate manual  staf f  tasks
	• Ident i fy  areas ( f lex ib le  work hours ,  pa id t ime of f ,  etc . )  to  boost 

compensat ion
	• Get staf f  of f  the phones with ef f ic ient ,  pat ient-centered messaging tools
	• Upgrade employee onboarding and tra in ing
	• Adopt  tools  to  boost  product iv i ty  and a l low staf f  to  focus on pr ior i t ies

We’d love to show you more about  how Solutionreach  can speci f ica l ly  benef i t 
your  pract ice in  these key areas in  a  quick  20-minute chat .  Reach out  and we’ l l 
book a  t ime for  personal  consul tat ion that  works for  you.

SCHEDULE A  DEMO

Key Takeaways

https://learn.solutionreach.com/srp-for-dso
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An industry  leader  in  heal thcare pat ient  communicat ions technology for  22 years ,  Solut ionreach is  uniquely 
pos i t ioned to ass ist  you in  reaching your business goals  despi te  current  f inancia l  rea l i t ies .  We prov ide an easy-
to-use,  fu l ly  integratable  pat ient  engagement p lat form that  empowers you to increase revenue,  ga in operat ional 
ef f ic ienc ies ,  and opt imize the product iv i ty  of  your  f ront  of f ice  team with tools  l ike :

Our next- leve l 
so lut ions have helped 
our  c l ients  see a  10x 
return on investment 
f rom increased 
appointment  volume 
and va lue per  v is i t . 

10x

Why Is Solutionreach the Best Platform for My Practice?

Phone System Recall

Text-to-Pay

Newsletters
Multi-Location Management

Enterprise
Dashboards & Reporting

Surveys

Online 
Reputation/Review 

Management

Online Scheduling

Digital Intake Request

Video Call

Missed Appointment 
Messaging

Group Messaging

2-Way Texting

Appointment 
Reminders

PR
E-

AP
PO

IN
TMENT APPOINTM

EN
T

POST-APPOINTMENT
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