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Introduction
The behavioral health and human services industry is in a 
league of its own. While this sector shares some business 
challenges with other industries, it is in many ways very 
unique in itself. By necessity, behavioral health and human 
services organizations operate in a different manner than 
many other industries, and their measures of success are far 
more complex than looking at profit margins and dollar 
amounts. Therefore, industry-specific insights are essential 
for understanding how these organizations are continuing to 
evolve in 2022 and beyond.

This report explores the trends and challenges that 
behavioral health and human services leaders are currently 
facing. By understanding the unique experience of employees 
working in this industry as well as the experience of the clients 
being served, human services organizations can prioritize the 
changes that will lead to ongoing and sustainable success.

Methodology: This report uses data collected in an 
online survey administered in December 2021. 

Participants were recruited by email invitation, and a 
nominal reward in the form of a gift card was 

provided for the first group of respondents. Overall, 
242 human services executives and leaders from 

across the nation completed the survey. This report 
uses those responses to provide insights and 

illuminate current industry trends.
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New year, same challenges? From ongoing difficulty with 
employee engagement to combating burnout, many of the 
top initiatives among behavioral health and human services 
organizations remain the same. Yet, as the pandemic 
continues to reshape the industry and force adaptation to a 
new world of work, new challenges are emerging as well, from 
delivering remote care to clients to finding ways to balance 
remote and in-person care. This report explores some of the 
key trends that human services leaders need to be aware of 
as they set forth into a new year full of new opportunities.
Here are some of the key trends this report explores:
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The great resignation, reshuffle, or whatever you choose to call it, is in full effect. While the 
human services industry has historically faced challenges with recruiting and retention, 
those effects are now amplified as pandemic-induced changes reshape the workforce 
across all industries.

Client care is evolving alongside these changes, with 
remote care and telehealth now more widely adopted 
than ever before. These changes are not without their 
own unique challenges, though, with particular 
importance being placed on patient engagement.
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1. 

2. 

Ensuring financial sustainability at the organizational level is as challenging as ever, 
as the industry continues to reshape itself. While most organizations have some 
metrics in place, few are using them as a strategic advantage to improve operations 
and efficiencies.

3. 
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Demographics

c

201-350 
30%

101-200 
19%351-500 

15%

1001-2000 
12%

501-750 
11%

751-1000 
7%

>2000 
6%

Participants in this survey were manager-
level employees and above at mid-sized 
to large behavioral health and human 
services organizations. Together, they 
represent a broad range of services that 
strengthen and support our communities.
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Demographics

C-level / 
Executive 

32%

Director 
30%

Manager 
27%

VP 
11%

HR 
23%

Operations 
17%

Finance 
16%

CEO 
13%

IT 
11%

Clinical 
10%

Other
10%
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Demographics
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Top Priorities

As executives look ahead to 2022, recruiting, engagement, and 
retention continue to be top of mind across the board – far exceeding 
every other priority. While many industries are experiencing the “Great 
Resignation” or “Great Reshuffle” to some extent, these challenges are 
nothing new in the behavioral health and human services industry. 
Recruiting and retention has been a top priority for human services 
leaders for years, and it’s only becoming more challenging amidst 
pandemic-related complications.

Following this people-focused top priority, the financial health of the 
organization takes focus. Budgeting, including staffing and revenue 
cycle management (RCM), is the second-highest priority among 
human services executives, closely followed by patient engagement. 
These top three priorities give a clear picture of how 2022 is shaping up 
for these organizations, and in what order.

At the other end of the spectrum, value-based reimbursements and 
interoperability are the areas executives are least focused on. While 
they’re still important aspects for many human services organizations, 
these are areas leaders are more able to put on hold while managing 
their higher priority items.
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Top Priorities
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Top Priorities

c

Executives across all job 
functions were highly aligned in 
identifying recruiting, 
engagement, and retention as 
their top priority. Outside of this 
initiative, the top priority for 
each job function aligned more 
closely with their individual role.

Priorities by
Job Function
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Company Culture & DEI 46%

59%

Client/Patient Engagement 72%

Data Analytics & Reporting 48%

Ops

HR

IT

Clinical 

Role Second Highest Priority

Budgeting, Staffing &  RCM 50%CEO

62%Finance Budgeting, Staffing &  RCM

Budgeting, Staffing &  RCM
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Employee Experience

Recruiting,
Engagement
& Retention

Streamline and automate 
onboarding administrative tasks

Have an established recruiting 
strategy in place

Make an active effort to 
retain top talentstrategy in place

c

52%2020

56%

54%

2021

2022

retain top talent

c

65%2020

52%

59%

2021

2022

c

46%2020

37%

51%

2021

2022

Note: At the start of 2021, fewer organizations reported a streamlined onboarding 
process, likely due to pandemic-related challenges. Over the past year, we’ve seen 
this number bounce back as organizations adjust to “the new normal.”

Despite the fact that recruiting and retention have been a top priority for years, 
progress in this area is fairly stagnant. Looking at the past three years of data, 
the proportion of organizations stating that they have a recruiting strategy in 
place, have a streamlined onboarding process in place, and make an active 
effort to retain top talent has remained relatively constant over time. 
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Employee Experience

The lack of progress in recruiting may be because 
leaders don’t view recruiting challenges as a 
problem with their recruiting processes specifically. 
The top challenges they identified include lack of 
qualified applicants, high turnover rates, and an 
inability to offer competitive pay and benefits. It 
would be easy to say lack of a talent pipeline is out 
of the organizations’ control, high turnover is the 
nature of the industry, and limited pay is due to 
budget restrictions. But that’s taking a limited view 
of a dynamic challenge that still needs to be 
addressed. c

30% 33%

In 2021, only 30% regularly measured 
recruiting. A year later, we’re only at 

33% reporting that they measure 
recruiting, another area where we 

haven’t seen much progress.

2021 2022
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Lack of qualified applicants 

Inability to offer competitive pay and benefits

High turnover rates

Top Recruiting 
Challenges

82%

70%

58%
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Employee Experience

Taking a look internally at the organization’s culture and 
how they’re handling talent management can offer 
some clues and provide a first step into improving 
recruiting and retention. Focusing on existing employees 
and their engagement can continue to help attract new 
talent to the organization as well.

To start, it helps to understand why people are leaving. 
The behavioral health and human services industry is 
known for having higher turnover rates than many other 
businesses. In fact, 67% of organizations reported a 
turnover rate of more than 20%, and more than half of 
those organizations had a turnover rate over 30%. The 
top challenges related to retention and contributing to 
these high turnover rates include:
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Dissatisfaction
with pay or

benefits

Lack of
professional

development
opportunities

Disengaged
employees

59%

47%

41%

Top Challenges 
with Retention
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20%

22%

29%

31%

33%

37%

39%

41%

47%

59%

Employees that are not a good culture fit

Lack of recognition for employees

Lack of regular performance reviews/feedback

Poor company culture / stressful work environment

Lack of communication across the organization

Disorganized onboarding processes or lack of training

Lack of an engagement strategy

Disengaged employees

Lack of growth or professional development opportunities

Dissatisfaction with pay or benefits

Top Challenges with Retention
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Employee ExperienceEmployee Experience

c

Similar to getting people in the door in the first 
place, a common reason executives cited as 
to why employees are leaving has to do with 
limited pay and benefits. While there may be 
budget restrictions in place that limit how 
organizations can address this specific 
challenge, the other top retention challenges 
show that there’s also plenty of room for more 
creativity and attention to improving 
engagement and retention. Professional 
development opportunities can be more 
personal. They don’t necessarily have to follow 
a standard career ladder. 

Further, the lack of an engagement strategy 
and consequently lack of engagement 
among employees is a clear sign that 
organizations need to focus on employee 
engagement more intentionally than they 
have before. In fact, only 41% of executives 
indicated that they have an established 
strategy in place for maintaining and 
improving employee engagement.

67%

of organizations 
have a turnover 
rate of over 20%

35%

of organizations 
have a turnover 
rate of over 30%

of organizations have an established 
strategy in place for maintaining and 

improving employee engagement 
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Employee Experience

c

Looking internally at the organizational culture 
can provide better insights into the challenges 
and opportunities related to employee 
engagement as well. Of note, executives indicated 
that communication is by far the greatest 
challenge related to organizational culture. This is 
in stark contrast to last year, when 62% of human 
service leaders reported that their organization 
communicates effectively to ensure transparency. 
This year, only 48% said the same thing.

2022 Executive Trends Report

62%2021

48%2022

Reported effective communication 
across their organization
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Employee Experience

This is further compounded by the next few 
challenges, as organizations also noted 
difficulty with recognition and rewards as well 
as with creating a sense of community. 
Communication is essential in both of these
areas, further reinforcing the need to find 
effective – and sustainable – strategies for 
communicating in the new world of work.

At the start of the pandemic, organizational leaders recognized 
the need to increase their communication, with more frequent 
meetings, daily video updates, and more to keep their workforce 
updated amidst constant change. More than a year later, that 
communication is dwindling. Whether the same type of “Zoom 
fatigue” is happening, with too much communication simply 
causing noise, or communication has become less frequent, it’s 
not helping with company culture and in fact may be a 
significant source of disengagement among employees.
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4%

6%

10%

11%

34%

41%

48%

66%

We do not have any challenges with our company culture

Company mission

Core values

Trusting employees

Being consistent

Creating a sense of community

Recognition and rewards

Communicating across the organization

Top Challenges with Company Culture
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Strengths It’s one thing for human services leaders to recognize that recruiting, engagement, 
retention, and culture are important for their organization. It’s another thing to act 
on it. The majority of leaders reported that they do have processes in place and 
that they are making an active effort in these areas. Although the proportion has 
not changed significantly over the years, it does mark a starting point for initiatives 
that are extremely far-reaching and require ongoing attention.

Prioritizing People with Intention

Make an active effort to promote a positive and 
inclusive company culture

Have a structured process in place for managing 
performance and appraisals

Make an active effort to retain top talent

Have an established recruiting strategy in place

Have streamlined processes in place for onboarding 

68%

65%

59%

53%

51%

*Percent who agreed or strongly agreed 24



Weaknesses

At the same time that organizations are putting processes in place to help address these employee-focused 
initiatives, measuring success in these areas is still lacking. Less than half of organizations reported having 
metrics in place for measuring individual performance, employee engagement, or their recruiting process. 
Given the lack of metrics, it’s not surprising that organizations are failing to see the results they’re looking for. 
As an example, only 41% of organizations have seen improved outcomes from their diversity and inclusion 
efforts. However, when considering that only 26% say they are measuring their progress toward diversity 
and inclusion goals, it’s not so surprising that leaders aren’t able to see the results.

Metrics for Qualitative Goals 

Use KPIs or other data-driven metrics to assess 
individual performance

Use metrics to assess and improve employee 
engagement

Regularly measure the effectiveness of its recruiting 
strategy

Have seen improved outcomes from having a diverse 
and inclusive workforce

Have a system in place to measure progress toward 
diversity and inclusion goals

35%

35%

33%

41%

26%

*Percent who agreed or strongly agreed 25
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81%

How organizations provide care and engage their 
clients directly impacts outcomes - and consequently 
the bottom line. To increase impact and reach more 
individuals amidst growing demand in a pandemic, 
telehealth became a heavily utilized method of care 
delivery. While not without its limitations, telehealth has 
proven to be such an effective way to deliver care that 
81% of human services leaders plan to provide or 
continue providing telehealth services. 

Telehealth Services

Care Delivery2022 Executive Trends Report
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This isn’t the only way behavioral health and human services organizations are improving access to care, 
either. The majority of executives also indicated that they plan to provide both remote and in-person 
services to better suit client preferences and focus on making it easy for clients to request appointments to 
receive prompt care. Improving client access to care – and being able to reach more individuals – are 
essential for organizations to achieve their mission. Most organizations feel that they are able to adequately 
address the demand for telehealth and remote care as well, indicating that they’ve made an active effort to 
ensure these services are working for both the organization and the people using telehealth services.

Human services leaders also reported a mindset of 
continuous improvement, as 66% of leaders said their 
organization collects feedback from clients to improve 
quality of care. Overall, improving client access to care and 
continuing to improve quality of care are strong points for 
behavioral health and human services organizations.

address the demand for telehealth and remote care as well, indicating that they’ve made an active effort to 
ensure these services are working for both the organization and the people using telehealth services.

Human services leaders also reported a mindset of 

66%
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81%

76%

75%

66%

66%

Are planning to provide or continue providing 
telehealth or remote services

Provide both remote and in-person services to suit 
client preferences

Make it easy for clients to request appointments and 
receive prompt care

Adequately address the demand for telehealth or 
remote care

Collect client feedback to improve quality of care

Improving Client Access to Care

Strengths

*Percent who agreed or strongly agreed 29
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On the other hand, human services leaders reported that the 
efficiency of their telehealth and mobile services may need some 
improvement. Less than half of organizations are using mobile 
tools to ensure compliance with remote and in-person care, and 
only 44% of organizations said they have the processes and 
tools they need to support mobile service delivery. 

Human services leaders recognize this as well. The top challenges 
they identified with virtual care had to do with establishing 
processes that are efficient and managing workloads to help 
prevent burnout among staff. At the same time, human services 
leaders recognize that they need to bring clients along with them 
for any changes they make, ensuring clients are able to navigate 
new processes and systems.

only 44% of organizations said they have the processes and 
tools they need to support mobile service delivery. 

Human services leaders recognize this as well. The top challenges 

44%

Care Delivery2022 Executive Trends Report
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47%

44%

Weaknesses

Use mobile tools to ensure compliance in 
delivering and documenting remote and 
in-person care

Have the processes and tools they need to 
support mobile service delivery

Looking ahead, human services organizations will need to focus on a 
long-term telehealth strategy. While they have the basic tools in place to 
deliver care today, they need to further streamline their telehealth 
processes and invest in mobile-optimized tools. These changes will help 
ensure delivering remote care continues to be a sustainable practice for 
the organization.

Leveraging Digital Tools for Mobile Care
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25%

25%

38%

47%

50%

53%

Measuring clinician and client engagement during sessions and over time

Effective communication with clients

Providing adequate training for staff on technology for delivering virtual care

Supporting clients as they navigate new processes

Managing workloads to help prevent burnout

Establishing processes that are efficient

Top Challenges with Virtual Care
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Human services leaders have reported a lot of success with 
measuring client progress and outcomes, at least internally. 
The majority of organizations can organize data by program, 
service, and other levels of care, and most are using 
quantitative measures to track client progress toward goals. 

A Closer Look at
Clinical Processes c

are using industry-
standard assessment 

instruments to track these 
outcomes and metrics. 

c

are using industry

61%
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74%

65%

61%

Measuring Client Progress & Outcomes

Organize data by program, service, treatment setting, etc. 

Track and report on quantitative measures of progress 
toward treatment plan goals

Measure and evaluate client outcomes using industry-
standard assessment instruments (PHQ-9, ASI, etc.)

*Percent who agreed or strongly agreed

Another strong point within care delivery had to do with the internal 
clinical processes related to documentation, billing, compliance, 
and outcomes. Most organizations are leveraging an EHR to tie care 
delivery directly to billing and claims submissions while also 
maintaining compliance to keep client information secure. 
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78%

67%

50%

Digital Tools for Billing & Client Data

Use an EHR to tie delivery of care directly to billing and claims 
submissions

Automate compliance requirements for providing care and 
keeping client information secure

Can exchange client health information with other providers 
to ensure continuity of care

*Percent who agreed or strongly agreed

To a lesser degree, human services leaders are using their EHR to help ensure whole-person care. About half of 
organizations are able to exchange client health information with other providers to ensure continuity of care. 
However, executives cited interoperability challenges related to inconsistent information across sources and making 
data readily available when it’s needed. While the data is there, it may not be organized and accessible in a way that 
maximizes its value for the organization. Challenges may also exist when considering the qualitative measures of 
care as well as measuring outcomes for different client populations for comparing and assessing those outcomes.
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33%

33%

44%

50%

Allocating staff to manage interoperability

Technical hurdles in exchanging information across systems

Making data readily available when it’s needed

Inconsistent information across different sources

Top Challenges with Interoperability

Top Challenges with Measuring Outcomes

26%

39%

52%

Difficulty organizing data by program,
service, treatment setting, or other level of care

Differences in client populations

Inconsistent documentation across clinical staff
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Client Data
for Clients
While half of organizations are able to
exchange client information with other 
providers as needed, far fewer are providing 
clients with access to their information. Only 
39% of organizations reported using a patient 
portal. 

This type of online system is increasingly 
important for making health information 
readily accessible to clients and enabling 
clients to send messages and requests to 
providers outside of scheduled appointments.

c
of organizations use a 

patient portal to 
message and/or 

provide clients with 
access to their health 

information. 

c
of organizations use a 

39%
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With patient engagement being a top priority among human 
services leaders this year, activating a patient portal for clients 
appears to be an easy way to make improvements in this area. 
Providing clients with easy access to their health information 
helps them take a more active role in making decisions about 
their treatment and goals. And, when clients show more interest 
in their treatment plans, they’re more likely to stick with them 
and see improved outcomes – a key reason why patient 
engagement is so important for organizations. 

Although organizations reported a lot of success with measuring 
outcomes, there’s a lot less confidence in understanding how 
care delivery is impacting patient engagement specifically. 
Understanding this relationship and finding ways to measure 
patient engagement are the first steps in being able to improve 
this important dimension of client care. 
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A secondary challenge with patient engagement 
has to do with the before and after aspects of 
delivering care. While there’s a lot of focus on the 
appointment itself, ensuring the appointment can 
be scheduled in a reasonable amount of time and 
following up with clients after the appointment are 
important dimensions of whole-person care as well. 

Human services leaders looking to make 
improvements in patient engagement and 
outcomes may want to start by finding the right 
digital tools to measure engagement and tying 
those metrics back to the overarching goal of 
improved outcomes.
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4%

21%

24%

26%

29%

32%

33%

51%

We do not experience challenges with patient engagement

Making it easy for clients to request and schedule appointments

Providing clients with access to their health information

Answering client questions outside of scheduled appointments

Ensuring clients receive reminders for their appointments

Following up with clients after delivery of services

Providing appointments within a reasonable amount of time

Measuring how your services impact patient engagement

Top Challenges with Patient Engagement
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57%

52%

51%

The second highest priority, budgeting, staffing & revenue cycle management, has to do with the organization’s 
financial sustainability. While 57% of human services leaders reported that their organization can identify its current 
and future financial needs to maintain continuity of service, only 52% said they can measure and report on the 
financial efficiency of specific programs, departments, and other organizational dimensions. Additionally, only 51% 
reported that their organization uses metrics and reporting to proactively address labor costs and manage 
budgeting for each organizational dimension.

Can identify their current and future financial needs to maintain 
continuity of service

Measure and report on the financial efficiency of specific 
programs, departments, etc.

Use metrics and reporting to proactively address labor costs and 
manage budgeting

*Percent who agreed or strongly agreed

Financial Sustainability2022 Executive Trends Report
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59%

55%

54%

Use digital tools to streamline and automate RCM needs

Have the digital tools they need to measure client 
outcomes and support a value-based care model

Use digital tools to minimize denials / prevent errors in 
submitting claims and billing payors

46%

46%

40%

Proactively manage staffing levels and maximize 
resources effectively

Effectively balance the cost of delivering services with 
provider productivity

Use digital tools to ensure that time and resources are 
allocated efficiently

Maximizing Payments

Minimizing Costs

*Percent who agreed or strongly agreed

Financial Sustainability2022 Executive Trends Report
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So what are the primary challenges executives are facing 
when it comes to addressing financial sustainability? On the 
budgeting side, data and metrics are top challenges. 
Executives noted that compiling data from different systems 
(HR software, EHR, GL, etc.) and measuring the financial 
efficiency of programs are their top challenges. When it comes 
to financial sustainability, executives also noted that finding 
more efficient ways to operate is a top challenge – especially 
as organizations continue to face increasing demand without 
necessarily having additional resources to address them.

44%57%

Financial Sustainability Challenges

measuring the 
financial efficiency 

of programs 

compiling data 
between 
systems

finding more 
efficient ways to 

operate

increased demand 
without additional 

resources

57% 57%
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3%

32%

43%

43%

59%

60%

68%

We do not experience challenges with workflow efficiency

Broken workflow chains or bottlenecks

Redundant or repetitive steps in current processes

Employees working around established workflows

Clear documentation for all processes

Training employees on workflows and processes

Consistent standards across the organization

Top Challenges with Workflow Efficiency

Financial Sustainability2022 Executive Trends Report
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The vast majority of organizations, nearly three-quarters, 
indicated that they would like to improve their workflows and 
processes, showing the importance of process optimization 
within the organization. What’s more, executives identified their 
use of digital tools to automate and streamline workflows as a 
weak point, as only 38% indicated they currently do this. Further, 
only 32% of organizations are measuring the effectiveness of 
their workflows to identify and address inefficiencies, showing 
a clear area where human services leaders can begin to make 
improvements. 

These challenges highlight a key opportunity for human services 
organizations, focusing on workflow efficiency. While leaders face 
workflow challenges related to maintaining consistent standards, 
training employees, and clearly documenting all processes, most 
organizations do have clearly defined processes in place and are 
working towards consistency in these areas.
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62%

58%

74%

38%

32%

Have clearly defined processes in place for case 
management, documentation, etc.

Are consistent in their documentation across programs 
and clinical staff

Would like to improve their workflows and processes

Use digital tools to automate and streamline workflows

Measure the effectiveness of their processes to identify 
and address inefficiencies

Optimizing Workflows & Processes

*Percent who agreed or strongly agreed

Opportunity

Financial Sustainability2022 Executive Trends Report
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Human services leaders have a lot on their plate this year, as they 
have in past years as well. From finding the best ways to take care 
of their employees to innovating to create the best possible client 
experience – all while keeping the organization itself running 
smoothly – executives have their work cut out for them. The good 
news is, human services leaders are clear on their priorities and 
are demonstrating good alignment across leadership teams.

This report also highlights some key opportunities for human 
services leaders. In particular, we saw that metrics and reporting 
are common challenges, along with opportunities for process 
optimization. If organizations spent the last couple years in 
“survival mode,” adapting to constant and unpredictable changes 
on the fly, 2022 and the next few years are an opportunity to take 
what we’ve learned, establish best (new) practices, and create 
sustainable processes as we transition from short-term fixes to 
long-term success.

Conclusion2022 Executive Trends Report
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About
ContinuumCloud

ContinuumCloud offers a spectrum of cloud-based software 
solutions intentionally designed to meet the unique needs of 
the behavioral health and human services industry. These 
solutions include an EHR platform, powered by Welligent; an 
HCM system, powered by DATIS e3; and a patient engagement 
platform, powered by CaredFor. Through these offerings, 
ContinuumCloud empowers organizations to provide high-
quality care and deliver on their mission.

c

Have questions?
We have answers.

Contact us anytime at 888.871.1631
or hello@continuumcloud.com.
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