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KEY FINDINGS

1. Demand for behavioral health organizations’ services has continued to increase. 
Three quarters of members (78%) say demand for their organization’s services have increased 
over the past 3 months. Over the past year, since August 2020, this percentage has increased 
26%. Demand has specifically increased over the past 3 months for organizations offering mental 
health treatment, crisis services, social support services, and youth services.

2. Increased demand is causing patient waitlist to grow. Three in five (62%) member 
organizations say their patient waitlist has grown over the past 3 months, a 17% increase since 
February 2021. 

3. Organizations are having trouble recruiting and retaining employees. Nearly all 
member organizations surveyed (97%) say it has been difficult to recruit employees, including 
78% who say it has been very difficult. In an open-end question, organizations say the main 
obstacles they’re facing recruiting employees include a lack of applicants overall, specifically a 
lack of qualified applicants, along with being able to offer a competitive salary and burnout from 
COVID-19. 

4. When asked about short-term policy solutions to meet increased demand, member 
organizations reference additional funding to hire qualified staff, continuing to offer 
telehealth services, updating reimbursement rates, and reducing the amount of 
paperwork/regulation that causes a burden to staff. 

Methodology
This poll was conducted between September 8-23, 2021 among a national sample of 260 NCMW Members. The interviews were conducted online. Results 
from the full survey have a margin of error of plus or minus 6%.
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Nearly all member organizations surveyed (97%) say it has been difficult to recruit employees, including 
78% who say it has been very difficult. 

16%

19% 78%

55% 27%

Recruit employees

Retain employees

Very easy              Somewhat easy              Somewhat difficult              Very difficult              

C O V I D -1 9  I M P AC T  O N  S T AF F  

Overall, how easy or difficult is it for your organization to recruit and retain employees right now?

Total 
Difficult

82%

97%

Four in five member 
organizations (82%) say it 
has been difficult to retain 
employees. 
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When asked what obstacles they’re facing in recruiting employees, organizations reference the lack of 
applicants, specifically the lack of qualified staff, being able to offer competitive pay, and the impact of 
COVID-19 related stress on staff. 

C O V I D -1 9  I M P AC T  O N  S T AF F  

What are the main obstacles your organization faces in recruiting employees?
O R G AN I Z AT I ON S  W H O  S AI D  I T  I S  D I F F IC U L T T O  R E C R U IT  E M P LO YE E S ,  N = 2 5 4  

“Lack of applicants, lack of 
applicants willing to work, 

people afraid of Covid, going to 
work in other fields, pay too 

low.”

“

“No applicants despite increased 
advertising on multiple websites & 

platforms. We presented at local colleges & 
universities, connected with Indiana Dept. 
Workforce Development, and reached out 

to former/retired employees. Nothing 
seems to increase the applicant pool.”

“

“Others have increased 
salaries and we are not 

able to compete.”

“

“Our pay scale is outdated 
due to no cost of living 
increases in our State 
contracts for 30 years”

“

“We are having to hire more 
bachelors level clinicians to 

meet consumer needs but then 
leaves us short staffed for on-

call crisis services.”

“

“Workforce shortage, people have left the 
SUD field due to low pay and benefits and 
there are new people entering field. This is 
due to historically low reimbursement rates 

that have forced agencies to pay low 
wages and people to find other sources of 

work.” 

“

“High caseload and high 
acuity clients can lead to 

burnout”

“

“Diverse student body of 
highly qualified 

candidates”

“

L AC K  O F  AP P L I C AN T S S AL AR Y / P AY Q U AL I F IE D  S T AF F C O V I D -1 9  B U R N OU T

“Compensation level is low for entry 
level, and challenging, positions.  

Individuals can make the same, or 
more money, doing jobs not near as 

difficult/dangerous.”

“We’re getting very few applicants. When 
we contact the applicants to schedule an 
interview, most aren’t returning our calls. 

When they do, they do not show for 
interview. When they show and we offer a 

job, many are turning down the offer.

“There is a shortage of clinicians at 
every level. Additionally, we run a 

program for Spanish speaking 
clients and it is extremely difficult 

to find qualified counselors.”

“COVID related stress 
and burnout of staff 

makes retention difficult.”

“As a small nonprofit, we have 
a hard time competing on the 
salaries big organizations or 

governments can offer.”

“Lack of applicants. Lack 
of qualified applicants. 
Lack of applicants of 

diversity.”

“Lack of qualified applicants, 
especially for clinical positions. Unable 

to pay competitive wages given 
current funding levels. Unable to find 
clinicians who are willing to work face 

to face, on site.”

“Burnout from providing 
prolonged virtual 
behavioral health 

services.”
“

““

“

“

“

“

“
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The most common hiring incentive member organizations are currently offering is a signing bonus 
(46%), however 30% are not currently offering hiring incentives. 

46%

29%

37%

30%

30%

54%

71%

63%

70%

70%

Loan repayment

Other, please specify

None of the above

Educational funds

Signing bonus

Selected                         Not Selected                         

C O V I D -1 9  I M P AC T  O N  S T AF F  

Is your organization currently offering the following hiring incentives? Please select all that apply.

Other wrote in: 
• Referral bonus
• Retention bonus
• Paid training for CEUs
• Loan repayment 
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Organizations not offering hiring incentives say they are not because they cannot afford to, are unsure of 
the effectiveness of incentives, and the impact offering incentives would have on current staff.

C O V I D -1 9  I M P AC T  O N  S T AF F  

Why is your organization not currently offering hiring incentives?
O R G AN I Z AT I ON S  N O T  C U R R E N TL Y  O F F E R IN G H I R I N G I N C E N TI V E S,  N = 7 7

C AN N O T  AF F O R D  I N  B U D G E T U N S U R E  O F  R O I I M P AC T O N  C U R R E N T S T AF F S T AF F  S H O R TAG E S

“Hiring bonuses are not 
effective. For example a 
local refuse company is 

offering $7500.00 sign on 
bonus to drive a garbage 

truck! We cant compete with 
that...”

“Flat budgets prevent us 
from doing so there’s not 

a lot of wiggle room in 
our budgets.”

“Because our 
current/loyal staff would 
should also receive an 

incentive which makes it 
financially impossible.”

“The loan 
reimbursement option is 
too complicated, and we 

do not have the 
administrative staff to 

manage another 
program.”

““ “ “

“Unsure if hiring 
incentives lead to long 

term retention.”

“They are not offered at 
this time, our budget 
doesn't allow for this.

“It damages credibility 
and morale of current 
staff.  Not fair to them 
and we couldn't give 

enough of a ""boost"" to 
make up the difference 

in pay.”

“We don’t have the 
internal capacity to 
manage incentive 

programs. We have lots of 
ideas, but given such staff 

shortages and running 
from crisis to crisis on the 
work force/recruiting front, 
our team has been unable 

to rule out incentives.”

““ “ “
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A majority of organizations surveyed offer mental health treatment (85%), social support services (79%), 
youth services (77%), substance use treatment (72%) and crisis services (69%). 

85%

72%

77%

23%

79%

69%

15%

28%

23%

77%

21%

31%

Primary care services

Crisis services

Substance use treatment

Youth mental health treatment and/or substance use
treatment

Social support services

Mental health treatment

Yes                         No                         

C O V I D -1 9  I M P AC T  O N  S E R V IC E S  

Does your organization offer services for the following?
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Three quarters of members (78%) say demand for their organization’s services have increased 
over the past 3 months. 

C O V I D -1 9  I M P AC T  O N  S E R V IC E S  

40%

20%

3%

38%

Increased a lot Increased some Stayed about the same Decreased some Decreased a lot
0%

78%

Has the demand for your organization's services increased, decreased, or remained the same over the last 3 months?
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Demand for behavioral health organizations’ services has continued to increase. Since August 2020, 
there has been a 26% increase in organizations who say demand for their services has increased over the 
past 3 months. 

C O V I D -1 9  I M P AC T  O N  S E R V IC E S  

Has the demand for your organization's services increased, decreased, or remained the same over the last 3 months?

15%

21%

40%

37%

46%

38%

21%

17%

20%

22%

14%

3%

6%

2%

Increased a lot Increased some Stayed about the same Decreased some Decreased a lot

August 2020

February 2021

September 2021 

% Change in 
Increased 
Demand

+15%

+11%
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Organizations top concerns in meeting increased demand include staff burnout and shortages, having 
qualified staff, and being able to meet client needs in a timely manner.

C O V I D -1 9  I M P AC T  O N  S E R V IC E S  

You mentioned demand for your organization’s services has increased over the past 3 months. In a few words, what are your top
concerns in addressing the increase in demand? 
D E M AN D  F O R  O R G AN I Z AT I ON ’ S  S E R V IC E S  I N C R E AS E D ,  N = 2 0 2

S T AF F  B U R N O U T S T AF F IN G S H O R T AG E S Q U AL I F IE D  S T AF F C L I E N T  N E E D

“Staff turnover often creates 
a gap in services for people, 
this gap than creates a cycle 

of clients cycling through 
services. This has also 
created an increase in 

individuals accessing crisis 
services.”

“Caseloads are too high 
and supervision loads 
are too large.  People 
are overwhelmed and 
overworked, leading to 

more turnover and 
burnout.”

“We don't have enough 
staff including MD, 

masters level clinicians, 
case managers, and 
peers. We don't have 

many linkage and 
referral options because 
other CMHCs are in the 

same position.”

“Clients not receiving 
mental health care in a 

timely manner.” 

““ “ “

“We've closed intakes for 
new patients because 
staff are at full capacity 
therefore having to turn 
down services to people 

in need.  Staff are 
burning out, have high 

case loads, and are 
covering for others.”

“The current staff are 
overburdened with 

having to cover for the 
open positions that we 
have.  Being able to 

address the increased 
demand adds to this.  

Staff are overly stressed, 
overwhelmed, and tired.”

“We have the highest number 
of openings in our 30 year 

history, currently 10% of our 
workforce. Applications are not 

coming in at the normal rate 
and candidates that we do find 
are turning our offers down for 
higher pay - typically 15% or 

more higher. With colleges not 
being in person last year, we 

also have a smaller pool of new 
incoming people starting their 

careers.”

“The volume of people 
requesting services has 

increased slightly but the level 
of distress and crisis that 

people are experiencing is 
infinitely higher.  We see more 
people in severe crisis due to 

homelessness, substance 
abuse and lack of hope.  In our 
rural community, we don't have 
much in the way of housing or 

housing supports.”

““ “ “
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When asked what short-term policy would help organizations meet increased demand for services, 
members reference additional funding, continuing funding for telehealth services, updating 
reimbursement rates, and reducing paperwork requirements. 

C O V I D -1 9  I M P AC T  O N  S E R V IC E S  

What short-term policy or regulatory relief would be helpful for your organization to meet the increased demand for your organization’s services?
D E M AN D  F O R  O R G AN I Z AT I ON ’ S  S E R V IC E S  I N C R E AS E D ,  N = 2 0 2

AD D I T I O N AL  F U N D IN G T E L E H E AL T H  S E R V I C ES R E IM B U R S EM E N T R AT E S P AP E R WO R K /R E GU LAT I ON

“Continue to fund 
telehealth services fund 

substance abuse 
programming at the 
same rate as mental 

health services.”

“Increased funding to attract 
AND maintain excellent team 

members...we need more 
team members, but are not 

willing to just get bodies...we 
need the resources to also 

train team members to 
deliver the level of quality 
services the community is 
accustomed to and should 

expect.”

“This is not a short-term 
policy fix. 

Reimbursement rates 
are not high enough to 
justify necessary pay 

increases.”

“We have lost staff due to 
increased paperwork 

requirements with 
Medicaid.  Staff have other 
options where they don't 
have to spend hours on 

paperwork. Getting staff to 
work for a CMHC when 
there are so many other 
options without all the 

requirements.”

““ “ “

“Continue to allow for full 
telehealth services, 

access and billing for 
such services.  We need 

this flexibility.”

“Increased funding that 
would support staff pay 
raises and bonuses.”

“Increases in reimbursements 
for Medicaid and Medicare, 

differentiation in reimbursement 
for telephonic, virtual and in-
person services (there are 

differences in the amount of 
risk staff are taking), relief 

funding that doesn't come with 
so many strings and regulations 
that we essentially need to hire 
additional accounting staff to do 

reporting.”

“Lower requirements for 
some of the billable 

codes, increased rate of 
payment from Medicaid 

and Medicare, less 
paperwork for our 

agencies to have to 
complete, more money 
to improve technology.”

““ “ “
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Organizations offering mental health treatment, crisis services, social support services, and 
youth services are most likely to say demand for these services has increased over the last 3 
months. 

41% 16%

42% 26%

36% 24%

23% 57%

39% 23%

41% 20%

42%

27%

36%

15% 5%

37%

37%

Primary care services [n=60]

Substance use treatment [n=187]

Youth mental health treatment and/or substance use
treatment [n=199]

Social support services [n=205] 

Crisis services [n=179]

Mental health treatment [n=222]

Increased a lot Increased some Stayed about the
same   

Decreased some Decreased a lot

C O V I D -1 9  I M P AC T  O N  S E R V IC E S  

Has the demand for the following services at your organization increased, decreased, or remained the same over the last 3 months?

Total Increase

83%

78%

76%

72%

69%

38%

AM O N G  O R G AN I Z AT I ON S  W H O  S AY  T H E Y  O F F E R  T E S T E D  S E R V IC E S ,  N  S I Z E  V AR I E S  
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Three in five (62%) member organizations say their patient waitlist has grown over 
the past 3 months. 

20% 8%38% 18% 6%Members

No

Yes, grown by 
1%-10%

Yes, grown by
11%-20%

Yes, grown by
21%-30%

Yes, grown by
31%-40%

Yes, grown by
41%-50%

Yes, grown by
51%-60%

Yes, grown by
61%-70%

Yes, grown by
71%-80%

Yes, grown by
81%-90%

Yes, grown by
91%-100%

C O V I D -1 9  I M P AC T  O N  S E R V IC E S  

Has your organization's patient waitlist grown in the past 3 months? If yes, by what percent has your waitlist grown?

62%
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Since February 2021, the percent of Member organizations who say their waitlist has grown in 
the past 3 months increased 17%.

C O V I D -1 9  I M P AC T  O N  S E R V IC E S  

Has your organization's patient waitlist grown in the past 3 months? If yes, by what percent has your waitlist grown?

55%

38%

21%

20%

13%

18%

5%

8% 6%

February 2021

September 2021 
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About a sixth (16%) of member organizations surveyed say their organization is a 
CCBHC. 

16%

84%

Yes No

D E M OG R AP H IC S  

Is your organization a Certified Community Behavioral Health Clinic (CCBHC)?
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Member organizations with a variety of operating budgets were surveyed. 

9% 23% 11%12% 18% 14%Members

Less than $500k

$500K-$1M

$1M-$2.5M

$2.5M-$5M

$5M-$10M

$10M-$25M

$25M-$50M

$50M-$100M

$100M-$500M

More than $500M

Unsure

D E M OG R AP H IC S

What is the size of your organization's annual operating budget?
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Member organizations surveyed spanned the country, with the most surveyed in 
California and New York. 

D E M OG R AP H IC S  

Location:
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