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So who are they?

According to Symphony Talent, a recruitment 
marketing agency, what percentage of the 
global workforce will be millennial starting this 
year?

a. 20%

b. 40%

c. 60%

d. 75%

Answer: (d) 75%

Generation Years Born Population

• Millennial 1982 - 1997 75.4 million

• Generation X 1965 - 1981 66 million

• Baby Boomers 1946 - 1964 74.9 million

• Silent Generation 1928 - 1945 28 million

(Source: U.S. Census 2015 estimates, Pew Research)



Millennial Misconceptions

ØThey lack a work ethic!

ØThey want participation trophies

ØThey’re complacent

ØDriven by self-interest

Sources: 
Inc.com, Nov 2016
Entrepreneur.com, Oct 2017
Rothstaffing Companies LLP

ØProductivity with tech & automation

ØPrize transparency & ethics over 
recognition

Ø59% of millennials say competition is 
what gets them up in the morning

Ø61% worried about the world and felt 
responsible to make a difference



Millennial Expectations

Millennial Patient Expectations:

1.Tech Savvy

2.Keep them active

Millennial Staff Expectations:

1.Electronic Communication

2.Corporate Social Responsibility



Patient Expectations

According to the Advisory Board (2016), a healthcare consulting organization, 

what percentage of millennial patients would consider emailing their doctor?

a. 1 in 50

b. 1 in 25

c. 1 in 10

d. 1 in 4

Answer: (d) Actually, more – 26%

They’re digitally savvy. We get it. 



Attracting Patients

Most millennials have never completed a paper job application. (Symphony 
Talent) 

Do these same patients want to sit in an office and complete patient forms?       
Not a chance!

Consider the following:
ØPDF writeable Patient Forms and financial policy on website

ØAbility to upload documents from the Cloud to your EHR

ØHIPAA compliant PHI Secured email portal

ØDigital Patient Sign-in

ØText notifications for (re)appointments 



Attracting Patients

Insights:
1. 1 minute for patients to schedule an appointment using a website vs. 8 minutes to schedule an 

appointment over the phone. (Accenture, 2014)

2. 5.5 hours of administrative time saved per month, per provider (athenaNet)

3. 77% of patients say web scheduling is important when choosing a provider (Accenture, 2013)

4. 4x higher patient retention rates (athenaNet)

Ideas: 
1. Offer online scheduling on mobile and desktop devices that patients can access when it’s most 

convenient for them – day or night.

2. Save time for your patients by allowing them to see and claim open appointment slots on your 
schedule.

3. Marketing the practice with common color schematics, logos, and verbiage should be consistent across 
physical locations, business cards, and social media outlets, defining the authentic brand.

4. Real pictures of staff, providers, and the office vs. stock pictures go a long way.



Keeping Patients Active
Are your providers competing against other millennial providers? Maybe

• What percentage of millennial doctors prefer to be informal when treating millennial patients; 
even asking to be called by their first names? (InVentiv Health Survey, 2016)

81%

• What percentage of millennial doctors encourage patients to research treatments online before 
appointments to make it more effective and are highly likely to give more details in explanations 
of treatments compared to older doctors? (InVentiv Health Survey, 2016)

71%

So – tell your doctors to start calling their millennial patients “Dude” and “Bro” and spend more 
time with each patient because they have all the time in the world, right? 

… just kidding

But maybe – it means:

1. A bit less formality with this group could go a long way. If they’re comfortable with a first 
name basis, encourage staff to adopt the practice first, then patients.

2. After an appointment, for more information, redirect patients to the practice website that 
provides up to date information on treatment plans, diagnoses, research, and latest 
advancements. 



Millennial patients are looking for healthcare organizations that provide the 
latest technology. (Wells, Fishman, Horton, & Raman, 2015)

(I think we all know this…)

Besides digital technology in the practice, what other ways can improve 
patient experience and reappointment rates? 

1. Track what patients are saying about your providers and organization, in 
addition to helping you understand how patients search for care. 

2. Increase your visibility on third-party websites like Yelp and insurance 
websites to make it easier for patients to find your organization and your 
providers. 

3. Proactively communicate a patient’s next steps and ensure they 
understand their plan by choosing IT services that can support seamless 
integration between your EHR, PM, patient engagement, and other 
services. 

Keeping Patients Active



What factor most influenced 87% of millennials in accepting their current job?  
(Gallup, 2016)

a. Opportunity for personal development

b. Compensation

c. Advanced Technology

d. Company Culture

Answer: (a) – Opportunity for personal development

So while compensation is clearly important, their professional decisions largely 
revolve around personal development.

What should you consider when you offer an employment contract?
1. Furthering their medical training/education

2. Leadership development, business training

3. Mentorship programs to online mini-courses

Hire & Retain Millennials



Personal Development

The millennial generation, unlike prior generations, are not intimidated to be more vocal about their 
demands. Their confidence makes them not only high-performers but also high-maintenance. 
(Armour, 2005)

A whopping 21% of the millennial generation changed jobs in the last year, which is three times the 
rate of the non-millennial generation. (Symphony Talent)

This makes setting expectations during the hiring process critical and ensuring they’re engaged, their 
needs are considered, with full transparency of the practice’s expectations. 

Contract Considerations: 
1. Understand the competitive landscape for compensation before making an offer.

2. Build in a budget for them to spend on furthering their education.

3. Provide work-life balance opportunities, perhaps higher than average vacation time.

They feel respected by the practice if allowed flexibility with their schedule, which in 
turn improves their productivity when they are at work. (“Millennial Physicians The Newest 
Doctor Perspective,” n.d.)



The job journey of a millennial is, as you would expect, very high-tech. (Symphony Talent) 

They will research the practice’s social media presence before interviewing; therefore, it 
would benefit the practice to display their company’s culture through these platforms. 
(Fowler, 2015)

You may consider:

1. Skype or similar interviews for first introductory conversation.

2. Link the associate to the practice’s social media for                                       
highlighting brand presence. 

3. Take a first day Instagram selfie! 

Electronic Communication



Electronic Communication 
What percentage of millennials said “social media freedom” is a higher priority 
than salary? (UNC Kenan-Flagler Business School)

a. 10%

b. 25%

c. 33%

d. 50%
Answer: (c) – 33%

Encourage them to use popular social media sites for their age group—on the 
condition that they become ambassadors of goodwill for your company through 
those same sites.

What other forms of electronic communication can you use in the practice?
1. Text message potential job candidates 

2. Skype 

3. Slack



Corporate Social Responsibility
Millennials place a high importance on corporate social responsibility (CSR) when looking for 
work. The idea here is that the corporation has an ethical duty to give back to the 
community. While volunteering is the most common way CSR plays out, there are other 
ways organizations can give back. (Hire Vue)

Corporate social responsibility takes many forms:

• Volunteering. Volunteering opportunities are highly flexible; anyone can find a program 
that aligns with their values.

• Fundraising. Fundraising done in tandem with corporate contribution-matching helps 
employees stretch their donation dollars.

• Employee resource groups & inclusion initiatives. A dedication to making all employees 
feel included doesn’t just help your diversity recruiting efforts. It shows your commitment 
to helping underrepresented groups succeed.

• Sustainability. A dedication to corporate sustainability means making business decisions 
that prioritize long-term over short-term gains and minimizing environmental impact.



Cover Your Bases
When you look at the numbers, millennials actually aren’t all that 
different from previous generations.



According to the Millennial Disruption Index, 
71% of  the millennial generation would rather 
go to the dentist than listen to what banks are 
saying.

So what do I know! 

THANK YOU!

Before Q&A, one last data point:
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