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Uncertainty abounds in 2020, largely 
stemming from the unprecedented impact  
of the global COVID-19 pandemic.

Yet there are other challenges to in-home care providers this  
year — from staffing to public perception, making for an interesting 
perspective on the second half of 2020 and heading into 2021. 

With all of these uncertainty factors — some negative and others 
positive — we polled the Home Health Care News readership to find 
out how they are approaching growth opportunities in the current 
climate. While COVID-19 is the clear factor going forward, staffing 
challenges also remain on the forefront with various measures 
available to help providers weather the pandemic storm. 

We hope these findings help you navigate the in-home care 
operating landscape in the months to come.

Robert Holly
Editor 
Home Health Care News

“  During these challenging 

times, the relationship between 

caregiver and patient or client 

and the opportunity to improve 

outcomes through care in the 

home is more valuable than 

ever. Axxess remains dedicated 

to providing effective solutions 

to help providers achieve their 

growth strategies and meet 

ongoing staffing challenges.  

 

We have no doubt the future of 

health care is in the home.”
     

 John Olajide
    Founder and CEO, 

Axxess



2

Executive Summary

Growth During Uncertainty: 2020 In-Home Care  
Industry Survey and Report

The 2020 In-Home Care Industry Survey and Report on Growth During 
Uncertainty reveals the views of 315 individuals identifying as care providers 
who were polled about the challenges of creating and sustaining business 
growth in 2020, despite a number of high-profile impediments. The survey, 
conducted online from July 14 to August 3, asked organizations about:

• Their greatest growth opportunities and how they plan to invest accordingly

• How their revenue has changed in 2020 

• Which elements of uncertainty have had the greatest  
impact on business this year

• The impact of staffing challenges and how they plan to address them

Results of the survey show how staffing challenges continue to be among the 
greatest hurdles for in-home care companies this year, how the majority of 
providers are increasing resources to diversity and inclusion initiatives in 2020, 
and how revenue is not entirely reflective of the uncertain times today and 
into the year ahead. 
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Recruitment and retention 
efforts will rise

Staffing continues to be a top 
challenge for in-home care providers, 
and recruitment and retention are  
the areas where those providers  
plan to make an investment toward 
growth in 2020.

Revenue changes are  
mixed in 2020 

Roughly the same proportion of 
providers report revenue is up this 
year relative to those who report 
revenue is down, while a smaller 
percentage say revenue is flat in  
2020. Among those who report 
revenue has fallen, care challenges 
and staff challenges are cited as the 
top reasons for the decline. 

COVID-19 far outweighs all 
other uncertainties

The pandemic far outweighs all other 
uncertainties for providers as being 
projected to have the biggest impact 
on the home-based care industry for 
the remainder of 2020 and 2021. 

Key Takeaways



Year-over-year, in what direction has your  
company’s revenue moved in 2020?

What is the biggest reason your  
revenue is down in 2020?
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Care challenges relating  
to COVID-19 37%

Staffing challenges relating 
to COVID-19 31%

Fewer referrals 16%

Changing payment models 11%

Other 5%

Revenue is down 42%

Revenue is up 41%

No significant  
changes

17%

Home-based care industry mixed on 
revenue direction — with COVID-19 
driving decline for those losing money

2020 has been a positive year financially for some  
in home-based care, and a negative year for others,  
with 42% of respondents seeing a drop in revenue  
year-over-year compared to 41% seeing a rise.  
But of the 42% seeing a drop, the reason is clear: 
COVID-19. Sixty-eight percent of respondents view  
a COVID-related challenge, whether centered on  
care or staffing, as the top plunger of revenue.
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Referral relationships top growth 
opportunity in 2020

Four out of 10 respondents say they are focused 
on referral relationships as their greatest growth 
opportunity of 2020, with just over one quarter 
of respondents viewing talent acquisition as 
an opportunity due to the elevated national 
unemployment rate.

What is your organization’s greatest  
growth opportunity in 2020?

New referral relationships 41%

Talent availability due to 
higher unemployment 26%

New or expanding  
service line(s) 16%

Increased or improved use 
of technology 11%

Mergers and acquisitions 6%
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In which area are you most likely  
to make an investment toward  
growth in 2020?

Recruitment and retention 36%

Additional tools to improve  
quality of care

33%

Sales and marketing 20%

Technology for  
back-office functions

11%

Recruitment and retention the  
top growth strategy in 2020

Thirty-six percent of respondents plan to focus their  
growth investment efforts around staff recruitment  
and retention, followed by 33% looking at other tools  
for improving quality of care.
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How impactful have staffing challenges 
been on your organization’s ability to 
grow business in 2020?

Very impactful 39%

Somewhat impactful 35%

Not at all impactful 24%

Not sure 2%
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Staffing challenges have stifled  
growth for nearly 75% of home-based 
care providers

Staffing remains a top challenge in the industry,  
with only 24% of respondents saying those challenges 
have been “not at all impactful” on their ability  
to grow business.
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Flexible scheduling, financial 
incentives and best strategies  
for staffing

Home-based care providers see a range of best 
practices for addressing staffing challenges  
in 2020. Staffing remains arguably the most  
complex challenge in the industry.

What do you think is the single best strategy 
for addressing staffing challenges in 2020?

Flexible scheduling 23%

Daily pay / financial  
incentives 19%

More comprehensive  
onboarding process 18%

Continuing education 16%

Using technology to  
address scheduling  
and staffing

12%

Rewards programs 11%

Prescheduled overtime 2% 8
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Has your organization increased 
resources in 2020 for staff diversity 
and inclusion initiatives as part of  
your growth strategy?

Yes 43%

No, but we have plans  
to do so this year

36%

No, and we have no plans  
to do so this year 

20%

Staff diversity and inclusion  
initiatives a major focus in 2020

By the end of 2020, nearly 80% of respondents will  
have increased resources for staff D&I initiatives.  
Forty-three percent of that group have already done  
so this year.
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Which one of the following elements  
of uncertainty do you believe will have 
the biggest impact on the home-based 
care industry for the remainder of 2020 
and 2021?

COVID-19 45%

Addressing racial equity 20%

Changing payment models 16%

The recession 10%

The 2020 political landscape 9%
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COVID-19 is driving uncertainty in 
home-based care

In a year of social, economic, environmental and 
political upheaval, the COVID-19 pandemic stands out as 
the element of uncertainty having the biggest impact 
on home-based care in 2020 — and, crucially, in 2021. 
Respondents chose “addressing racial equity” as the 
second most powerful element.
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Half of providers believe that public 
perception of the industry is more 
favorable now than a year ago

Exactly 50% of respondents believe the home-based 
care industry has seen a reputational bump in 2020 — 
though another 30% believe it has taken a hit

How has public perception toward  
home-based care shifted in 2020?

More favorable than it was a 
year ago 50%

Less favorable than it was a 
year ago 30%

No significant change 20%



Contact Us
We’re happy to hear from readers with 

questions, comments, concerns and story ideas.
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Contact Axxess to learn more

214-575-7711      success@axxess.com

312-809-5755      info@homehealthcarenews.com


