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EVALUATING THE INTERNAL HEALTH OF SENIOR COMMUNITIES

INTRODUCT ION
| FIRST WANT TO MAKE SOME GENERAL COMMENTS ABOUT THE VALUE OF
RESEARCHERS AND PRACTITIONERS WORKING TOGETHER., THEN | WILL SHARE

SOME INFORMATION THAT | HOPE YOU CAN USE IN THE BUSINESS DECISIONS YOU
HAVE TO MAKE.

|'M A CLINICIAN AND A SCIENTIST, MY BUSINESS IS OBSERVING PEOPLE.

AFTER TWELVE YEARS AS A COLLEGE AND UNIVERSITY PROFESSOR, | DECIDED IT
WAS TIME TO DO FULL TIME WHAT | LIKE TO DO BEST - RESEARCH., AFTER
THREE YEARS OF GIVING PAPERS AT MEETINGS OF OTHER PSYCHOLOGISTS AND
GERONTOLOGISTS AND SEEING MY PUBLICATIONS GATHER DUST ON THEIR
SHELVES, | DECIDED SOMETHING WAS WRONG!

NINE YEARS AGO | MADE SOME IMPORTANT DECISIONS.

| DECIDED TO TAKE MY KNOWLEDGE OF PEOPLE, PARTICULARLY OLDER PEOPLE,
AND MY RESEARCH SKILLS AND TRY TO FIND OUT WHAT DEVELOPERS AND

MANAGERS OF SENIOR HOUSING AND SERVICE DELIVERY PROGRAMS NEEDED TO
KNOW.

WE ORGANIZED THE FOUNDATION FOR AGING RESEARCH FOR THE EXPRESS PURPOSE
OF BRIDGING THE GAP BETWEEN RESEARCH AND PRACTICE.



SINCE THAT TIME WE HAVE GATHERED EXTENSIVE INFORMATION FROM OVER 8,000
RESIDENTS AND PROSPECTIVE RESIDENTS OF RETIREMENT COMMUNITIES IN
STATES AS WIDESPREAD AS MASSACHUSETTS, FLORIDA AND ARIZONA.

WE'VE WORKED WITH DEVELOPERS, OWNERS AND MANAGERS WHO HAVE DECIDED TO
BUILD AND NOT TO BUILD., TO BUY AND NOT TO BUY. TO HIRE AND NOT TO
HIRE, AND TO CHANGE OR NOT TO CHANGE MANAGEMENT POLICIES,

ONE OF THE PROFESSIONAL ORGANIZATIONS TO WHICH | BELONG IS THE
ENVIRONMENTAL DESIGN RESEARCH ASSOCIATION. THE THEME OF THIS YEAR'S
ANNUAL MEETING WAS "THE COSTS OF NOT KNOWING: THE COSTS OF PRACTICE IN
THE ABSENCE OF INQUIRY:; THE COSTS OF INQUIRY IN THE ABSENCE OF
PRACTICE." | THINK THAT TITLE DEPICTS PERFECTLY HOW ESSENTIAL IT IS
FOR RESEARCHERS AND PRACTITIONERS TO WORK TOGETHER.

THE BIGGEST PROBLEM TO A MORE FRUITFUL |NTERACTION BETWEEN RESEARCHERS
AND_PRACTITIONERS IS COMMUNICATION. _ RESEARCHERS FREQUENTLY DO NOT
KNOW_WHAT KINDS OF QUESTIONS NEED TO BE ADDRESSED AND PRACTITIONERS DO
NOT KNOW WHAT RESEARCHERS COULD DO FOR THEM.

| AM NOT A DEVELOPER, MARKETER OR MANAGER. BUT | THINK |'VE LEARNED
SOME IMPORTANT THINGS FROM PRACTITIONERS OVER THE LAST MINE AND ONE -
HALF _YEARS ABOUT THE UNIQUE CHALLENGES WHICH SENIOR COMMUNITIES
PRESENT TO MANAGEMENT. THESE LESSONS HAVE COME FROM WORKING WITH
DEVELOPERS AND MANAGERS TO ADDRESS THEIR QUESTIONS AND PROBLEMS. THEY
ARE PEOPLE CHALLENGES.




SENIOR COMMUNITIES ARE NOT JUST REAL ESTATE: THEY ARE ONGOING
MANAGEMENT-INTENSIVE BUSINESSES.

THEY ARE COMPLEX ORGANI|ZATIONS OF PEOPLE, MOST OF WHOM HAVE MADE A
LIFE COMMITMENT TO BE PART OF THE COMMUNITY.

WHETHER YOUR PARTICULAR ORGANIZATION CALLS ITSELF LIFE CARE,
CONTINUING CARE, LEISURE LIVING, OR SIMPLY A RETIREMENT COMMUNITY, THE
FACT REMAINS THAT MOST PEOPLE WHO MOVE IN WILL SPEND OR WILL TRY TO
SPEND THE REST OF THEIR LIVES THERE. THAT WILL BE TRUE EVEN IF THAT
WAS NOT THEIR INTENTION WHEN THEY MOVED IN, FURTHER, WHETHER YOU LIKE
IT OR NOT, THE LONGER YOU ARE IN BUSINESS, THE MORE YOUR REPUTATION
WILL DEPEND ON THE EXTENT TO WHICH PEOPLE CAN AND DO SPEND THE REST OF
THEIR LIVES WITHIN YOUR ORGANIZATION.

THUS, QUESTIONS REGARDING HOW PEOPLE DECIDE TO BECOME RESIDENTS. HOW
THEY FUNCTION AFTER THEY MOVE IN AND HOW THEY FEEL ABOUT THEIR
EXPERIENCE IN YOUR COMMUNITY ARE ALL RATHER IMPORTANT QUESTIONS.

BUT. TWO BASIC CONSIDERATIONS SHOULD BE PART OF ANY DECISION YOU
WOULD MAKE TO SPONSOR RESEARCH:

1- IS A QUESTION TESTABLE? AND.
2- IS IT WORTH TESTING, THAT 1S, WILL THE RESULT JUSTIFY THE
EXPENSE?

IF BOTH CAN BE ANSWERED "YES"™ THERE IS NO REASON TO CONTINUE
GUESSING.,



WHAT 1S IMPORTANT ABOUT THIS PROCESS 1S THAT IT CAN BE DONE. SOME
QUESTIONS ARE WELL WORTH ADDRESSING. SOME ANSWERS CAN REDUCE
SIGNIFICANTLY THE RISKS PRACTITIONERS HAVE TO TAKE. SOME ANSWERS CAN
ASSIST YOU IN DOING A FAR MORE EFFECTIVE JOB.

THE INDUSTRY NEEDS TO UNDERSTAND THE IMPORTANCE OF HAVING OBJECTIVE
AND REL IABLE INFORMATION AND HOW |IT CAN BE OBTAINED.

| DO A LOT OF MARKET RESEARCH, BOTH FOR DEVELOPING FACILITIES AND FOR
ONGOING ESTABLISHED ORGANIZATIONS. | SOMETIMES GET THE FEELING THAT
SOME DEVELOPERS DON'T WANT TOO MUCH INFORMATION. THIS PROBABLY DOES
NOT APPLY TO YOU SINCE YOU'VE BOTHERED TO COME TO THIS MEETING ON THE
LAST DAY OF THE CONFERENCE. FOR SOME | THINK IT WOULD REDUCE THE
ENTREPRENEURIAL FUN. OTHERS REALLY DON'T WANT TO KNOW IT |F THE
MARKET DATA DO NOT SUPPORT WHAT THEY HAD ALREADY DECIDED TO BUILD.
STILL OTHERS DO NOT SEE THE VALUE COF SPENDING A RELATIVELY SMALL
AMOUNT OF MONEY UP FRONT BEFORE THEY RISK MILLIONS.

SCIENTISTS ARE NO BETTER GUESSERS THAN YOU ARE: THEY'RE PROBABLY NOT
AS GOOD. BuUT, THEY KNOW HOW TO OBTAIN OBJECTIVE AND RELIABLE DATA.

A SCIENTIST'S ROLE IS NOT TO GIVE AN OPINION BUT TO DEVISE A WAY TO
ANSWER A QUESTION WHICH 1S VALID AND RELIABLE., THAT 1S, IT 1S USEFUL
AND REPEATABLE.,

|'D LIKE TO COME RACK NOW TO WHAT WE'VE LEARNED ABOUT SOME OF THE
PEOPLE QUESTIONS THAT ARE IMPORTANT TO MANAGEMENT IN THIS INDUSTRY,



A KEY WORD FOR ALL BUSINESSES IS "CONTROL". |IN ORDER TO ACHIEVE YOUR
OBJECTIVES, YOU NEED A PLAN TO MOVE YOU TOWARD THOSE OBJECTIVES AND
YOU NEED CONTROL OVER THE HUMAN AND PHYSICAL RESOURCES REQUIRED BY
THAT PLAN.

IN A SENIOR COMMUNITY, SEVERAL KINDS OF CONTROL ARE ESSENTIAL TO ITS
EFFECTIVE OPERATION, AND, SOMETIMES IT APPEARS AS IF THEY WORK
AGAINST EACH OTHER,

MANAGEMENT MUST MAINTAIN CONTROL OF THE OPERATION OF THE FACILITY BUT
RESIDENTS MUST FEEL THEY ARE IN CONTROL OF THEIR LIVES.

THERE 1S CONSIDERABLE RESEARCH SUPPORT FOR THE IMPORTANCE OF FEELINGS
OF CONTROL AS PREDICTORS OF THE HEALTH AND LIFE SATISFACTION OF
SENIORS, IT 1S CLEAR IT IS IN THE BEST INTERESTS OF A SENIOR
COMMUNITY TO HELP RESIDENTS MAINTAIN THE KINDS OF CONTROL THEY NEED TO
REMAIN AS HEALTHY AND SATISFIED AS THEY CAN BE.

PROBABLY THE MOST DRAMATIC DIFFERENCE BETWEEN THIS AND OTHER
BUSINESSES IS THAT YOU'LL BE DEALING WITH ALL ASPECTS OF THE SAME
PEOPLE'S LIVES FOR AN AVERAGE OF 12 TO 15 YEARS.

THE PEOPLE WHO MOVE INTO UFPER MIDDLE INCOME RETIREMENT COMMUNITIES
ARE NOT REPRESENTATIVE OF THE OLDER POPULATION AS A WHOLE. THESE
PEOPLE ARE PLANNERS. THE AVERAGE EDUCATIONAL LEVEL 1S 15 YEARS IN
SPITE OF THE FACT THAT



THEY ARE PART OF A GENERATION IN WHICH MOST PEOFLE DID NOT FINISH HIGH
SCHOOL . BoTH MEN AND WOMEN HAVE HELD RESPONSIBLE POSITIONS IN

SOCIETY. THEY ARE USED TO MAKING THEIR OWN DECISIONS AND FULLY INTEND
TO CONTINUE TO DO SO,

MANAGERS ARE THUS FACED WITH MAINTAINING A FISCALLY SOUND ORGANIZATION
WHILE ALSO |INTERACTING EFFECTIVELY WITH A LARGE GROUP OF BRIGHT.
INDEPENDENT OLDER PERSONS WHO HAVE MADE THIS ORGANIZATION THEIR HOME.

AN EXAMPLE WHICH DRIVES THIS POINT HOME IS THE MANAGER WHO HAD BEEN
LISTENING TO RESIDENTS' EXPRESSIONS OF CONCERN THAT ~THE LOBBY
FURNITURE AND CARPET WERE LOOKING WORN. FINALLY{ THROUGH CAREFUL
PLANNING, THE MANAGER PUT ASIDE SUFFICIENT FUNDS TO COMPLETELY REDO
THE LOBBY, HE HIRED A DECORATOR AND ORDERED NEW DRAPES., CARPET AND
SLIP COVERS., THE MANAGER KNEW THE RESIDENTS WOULD BE DELIGHTED. THE
DAY THE INSTALLERS SHOWED UP WAS A TOTAL DISASTER. THE RESIDENTS WERE
SO UPSET THAT THE RESIDENTS' COUNCIL CALLED A SPECIAL MEETING.

"THEIR" CHAIRS, CARPET AND DRAPES HAD BEEN CHANGED WITHOUT ANY PRIOR
ANNOUCEMENT OR CONSULTATION,

DO NOT BE MISLED BY YOUR EXPERIENCE IN OTHER BUSINESSES. YOU MAY OWN
THIS BUSINESS BUT IT 1S THE PERSONAL HOME OF 300 SENIORS WHO ARE
PAYING FOR THE FEATURES AND SERVICES THEY ARE GETTING.

A COLLEAGUE FRIEND OF MINE FROM THE UNIVERSITY OF FLORIDA, GORDON
STREIB, DESCRIBED IT THIS WAY. "MOST RESIDENTS APPEAR TO BE CONTENT
TO LET OTHER RESIDENTS OR COMPETENT AND BENIGN MANAGEMENT DECIDE
DAY-TO-DAY AND MONTH-TO-MONTH 1SSUES. HOWEVER. IF A CRISIS ARISES--AN



EVENT OR SITUATION THAT IS PERCEIVED AS THREATENING TO THE COMMUNITY
OR TO SUBSTANTIAL NUMBERS OF RESIDENTS--THEY CAN MOBILIZE AND PROBABLY
ACT MORE QUICKLY THAN RESIDENTS OF NON-RETIREMENT COMMUNITIES.
DEVELOPERS AND MANAGERS WHO REGARD THE RESIDENTS AS 'PASSIVE OLD
PEOPLE' WILL RECEIVE A SPEEDY GERONTOLOGICAL EDUCATION."

THUS, CONTROL FOR THESE RESIDENTS DOES NOT MEAN THEY WANT TO MAKE ALL
THE DAY TO DAY DECISIONS OF MANAGEMENT. MOST HAVE DEL IBERATELY
DECIDED TO RiD THEMSELVES OF SOME OF THOSE DECISIONS. BUT, IT MEANS
THEY EXPECT TO KNOW WHAT IS GOING ON, THAT THERE IS A MECHANISM
WHEREBY THEIR CONCERNS ARE LISTENED TO AND CONSIDERED AND THAT THE
INTEGRITY OF THEIR LIVES IS MAINTAINED.

THIS DOES NOT MEAN THAT RESIDENTS EXPECT CATERING TO THEIR EVERY WHIM.
ONE MANAGER WAS SO ANXIOUS TO PLEASE THAT EVERYTHING THE RESIDENTS
MENTIONED THAT WOULD BE NICE TO HAVE WAS DONE. BUT., THE MORE THE
MANAGER DID, THE MORE UNSETTLED THE RESIDENTS BECAME. THE RESIDENTS
KNEW THE MANAGER LACKED INTEGRITY. HE WAS AFRAID TO SAY "NO" TO
ANYTHING. THE RESIDENTS KNEW THEY COULD NOT TRUST THE MANAGER TO
PROTECT THEIR BEST INTERESTS.

PEOPLE WHO HAVE SUCCESSFULLY RUN OTHER BUSINESSES MAY HAVE PROBLEMS
WITH THE INTERPERSONAL DYNAMICS IN THIS SETTING.

IN ANOTHER INSTANCE., ON PAPER. THE BUSINESS SEEMED TO BE FUNCTIONING
VERY WELL. THEN, ONE DAY, ONE OF THE RESIDENTS BROUGHT A PLATE OF
CREAMED CHICKEN INTO THE MANAGER'S OFFICE AND DUMPED IT IN HIS LAP.



THE RESIDENTS HAD BEEN WRITING COMPLAINTS ABOUT THE FOOD BUT IN THE
WORDS OF ANOTHER RESIDENT "HE DOESN'T HAVE ENOUGH SPINE TO GET OUT
FROM BEHIND HIS DESK." SO, THE RESIDENTS HAD DECIDED TO TAKE THEIR
COMPLAINT BEHIND THE DESK.

MANAGEMENT'S PERCEPTION OF WHAT IS GO!NG ON WITHIN A FACILTY 1S NOT
ALWAYS ACCURATE, FREQUENTLY, THE SURFACE COMPLAINTS OF A FEW VOCAL
RESIDENTS, EVEN IF THEY ARE MEMBERS OF THE RESIDENTS' COUNCIL. ARE NOT
REPRESENTATIVE OF HOW THE RESIDENTS AS A WHOLE FEEL. AN ADMINISTRATOR

CAN BE DOING WHAT LOOKS LIKE A GOOD JOB BY OTHER BUSINESS STANDARDS

AND AT THE SAME TIME CREATING PROBLEMS WITHIN THE GROUP OF RESIDENTS
WHICH WILL TAKE A LONG TIME TO OVERCOME.

ABOUT FIVE YEARS AGO, WE DEVELOPED AN EVALUATION PROCEDURE WHICH WE

NOW DESCRIBE AS MEASURING THE INTERNAL HEALTH OF SENIOR COMMUNITIES.
THE CONTRACT WHICH MADE IT HAPPEN WAS PART OF THE LONG RANGE PLANNING
PROCESS OF A MULTI-COMMUNITY ORGANIZATION, THEY WANTED TO EVALUATE
THEIR EXISTING COMMUNITIES BEFORE DECIDING WHETHER AND HOW TO EXPAND.

SINCE THAT FIRST TIME, WE HAVE USED IT TWICE TO EVALUATE THE
CONDITIONS WITHIN FACILITIES FOR PROSPECTIVE BUYERS OF THOSE PROJECTS.

TWO COMMUNITIES HAVE DECIDED TO ADOPT THE METHODOLOGY AS A REGULAR
EVALUATION PROCEDURE WHICH WILL BE REPEATED EVERY TWO YEARS.

WE ARE PRESENTLY DOING EVALUATIONS IN SEVENTEEN ADDITIONAL SENIOR
LIVING FACILITIES.
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THE PROCEDURE 1S SUITABLE TO ADDRESS A VARIETY OF QUESTIONS INCLUDING:

- WHY DO SOME RESIDENTS COMPLAIN ALL THE TIME? ARE THE RESIDENTS
REALLY THAT DISSATISFIED?

- WHAT KIND OF TRAINING DO OUR STAFF MEMBERS NEED?

- HOW SHOULD WE SET OUR PRIORITIES IN TERMS OF THE IMPROVEMENTS TO
BE MADE?

- ARE THERE ANY AREAS IN WHICH WE REALLY SHOULD BE CONSIDERING
MAKING CHANGES?

- WHAT OVERALL IMPACT ARE OUR POLICIES AND PROGRAMS HAVING ON THE
RESIDENTS?

- HoWw DO THE VARIOUS COMMUNITIES UNDER OUR MANAGEMENT COMPARE IN
TERMS OF THEIR EFFECTIVENESS?

THE PROCEDURE BEGINS WITH DISTRIBUTION OF ESSENTIALLY PARALLEL

QUEST IONNAIRES FOR RESIDENTS. STAFF AND MANAGEMENT, AND BOARD MEMBERS.
IF SUCH A GROUP EXISTS.

NO ONE IS ASKED TO SIGN THE QUESTIONNAIRES. EVERYONE 1S ASSURED THAT
THE ONLY PERSONS WHO WILL SEE THE QUESTIONNAIRES ARE THE RESEARCH
STAFF OF THE FOUNDATION., SUMMARIZED FINDINGS AND RECOMMENDATIONS ARE
REPORTED AND DISCUSSED WITH MEMBERS OF THE COMMUNITY.

THE INSTRUMENT CONTAINS QUESTIONS WITH REGARD TO GENERAL SATISFACTION.,

WHY PEOPLE HAVE MOVED IN, THE AVAILABILITY AND QUALITY OF SERVICES
AND ACTIVITIES, STAFF PERFORMANCE., INTERPERSONAL RELATIONS AMONG
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RESIDENTS AND STAFF AND A VARIETY OF |ITEMS RELATED TO RESIDENT
FEELINGS OF CONTROL., THE LATTER GROUP INCLUDE SUCH ITEMS AS: WHETHER
RESIDENTS KNOW WHAT'S GOING ON, WHETHEF. THEY ARE ABLE TO ACHIEVE THE
LEVELS OF PRIVACY AND SOCIAL INTERACTION THEY DESIRE, WHETHER THE

POLICIES AND RULES ARE CLEAR AND WHETHER THE RES!DENTS ARE ABLE TO
INFLUENCE MANAGEMENT DECISIONS,

EACH QUESTION 1S ASKED OF ALL THREE GROUPS. FOR EXAMPLE, EACH GROUP
IS ASKED WHETHER MAINTENANCE REQUESTS ARE HANDLED EFFICIENTLY AND EACH
EVALUATES WHETHER RESIDENTS ARE GETTING A GOOD VALUE FOR THEIR MONEY,

IN ADDITION. QUZSTIONS SUCH AS AGE., MARITAL STATUS, EDUCATION, NUMBER
OF YEARS IN THE FACILITY AND HEALTH STATUS ARE ASKED, THESE
VARIABLES ASSIST IN INTERPRETING THE NATURE OF THE FINDINGS. FOR
EXAMPLE, DIFFERENCES IN PERCEPTIONS MAY DEPEND ON HOW LONG A PERSON
HAS LIVED OR WORKED THERE. IF THE PLANNED ACTIVITIES ARE SEEN AS
APPRCPRIATE BY MARRIED COUPLES BUT NOT BY SINGLES., OR BY MORE FRAIL

BUT NOT BY MORE ACTIVE RESIDENTS, MANAGEMENT CAN USE THAT INFORMATION
TO EVALUATE PROGRAM OFFERINGS.

THE RESPONSES FROM THE QUESTIONNAIRES ARE ANALYZED BY COMPUTER AND
RESULT IN PROFILES OF RESIDENT, STAFF AND BOARD ATTITUDES. ATTENTION
IS THEN GIVEN TO THOSE AREAS IN WHICH LARGE DIFFERENCES OF OPINION
EXIST AMONG THE GROUPS TESTED. SUCH INSTANCES SUGGEST PROBLEM AREAS
WHICH NEED TO BE ADDRESSED BY MANAGEMENT.
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ONE SHOULD NOT EXPECT PERFECT AGREEMENT BETWEEN RESIDENTS AND STAFF
BECAUSE THEIR GOALS ARE NOT THE SAME. ON THE OTHER HAND, THERE HAS TO
BE SOME REASONABLE CONGRUENCE OF EXPECTATIONS OR COMMUNICATION SUFFERS
AND |INAPPROPRIATE DECISIONS WILL BE MADE ON BOTH SIDES. HERE THE
AVAILABILITY OF COMPARATIVE FINDINGS FROM OTHER FACILITIES IS
INVALUABLE. THE KNOWLEDGE OF HOW YOUR COMMUNITY COMPARES WITH OTHERS
OF A SIMILAR TYPE CAN BE VERY INFORMATIVE.

IF THE RESULTS POINT TO STAFF ATTITUDES WHICH |INTERFERE WITH
APPROPRIATE PROGRAM DEVELOPMENT OR THE DEVELOPMENT OF CONSTRUCTIVE
INTERPERSONAL RELATIONS WITHIN THE COMMUNITY. A PROGRAM OF |N-SERVICE
TRAINING CAN BE DESIGNED TO ADDRESS THOSE IDENTIFIED NEEDS.

AN ASSESSMENT OF THIS SORT CAN ALSO J3AY THINGS ARE O0.K., IN A
COMMUNITY. THE FINDINGS CAN BE VERY REASSURING, IT CAN BE VERY GOOD
TO KNOW THAT BASICALLY THERE IS NOTHING WRONG. SUCH KNOWLEDGE CAN
PROVIDE A BASE OF CONFIDENCE AND PERSPECTIVE AS ONE DEALS WITH THE
INEVITABLE COMPLAINTS. DON'T FIRE THE MANAGER IF THE PROBLEM 1S WITH
A FEW RESIDENTS. THE PRINCIPLE "IF IT AIN'T BROKE, DON'T FIX IT." IS
ALSO AN IMPORTANT ONE IN RETIREMENT COMMUNITIES. WHILE SOME NOVELTY
IS CRITICAL IN PROGRAMMING, CONSISTENCY AND STABILITY IN MANAGEMENT
ARE HIGHLY VALUED BY RESIDENTS,

WE HAVE LEARNED A GREAT DEAL ABOUT THE WAY RESIDENTS AND STAFF

FUNCTION., RELATE AND PERCEIVE EACH OTHER THROUGH THE USE OF THIS
EVALUATION PROCEDURE. .




WHEN THE DATA, FOR EXAMPLE, FROM ALL THE LIFE CARE RESIDENTS WE HAVE
STUDIED ARE COMBINED, THE CHARACTERISTIC WHICH BEST DISCRIMINATES
BETWEEN THOSE WHO FEEL MORE SAT'SFIED WITH THEIR COMMUNITY AND THCSE
WHO FEEL LESS SATISFIED 1S WHETHER THEY FEEL THE STAFF CARE ABOUT THE
RESIDENTS AS PEOPLE, THE SECOND MOST IMPORTANT IS WHETHER MANAGEMENT
IS CONCERNED WITA MAINTAINING THE APPEARANCE OF THE BUILDING. IT 1S
MORE IMPORTANT IN TERMS OF SATISFACTION THAT THERE ARE |INTERESTING
ACTIVITIES OUTSIDE OF THE FACILITY IN WHICH THEY PARTICIPATE THAN THAT
THERE ARE ACTIVITIES WITHIN THE COMMUNITY IN WHICH THEY ARE ENGAGED.

THE MOST IMPORTANT FEATURES IN TERMS OF WHETHER RESIDENTS FEEL THEY
ARE GETTING THEIR MONEY'S WORTH ARE WHETHER MAINTENANCE REQUESTS ARE
HANDLED EFFICIENTLY AND WHETHER THEY FEEL THEY KNOW WHAT 1S GOING ON
IN THE FACILITY,

BY CONTRAST. THE STAFF'S PERCEPTION OF WHAT IS MOST IMPORTANT TO
RESIDENT SATISFACTION IS THAT THERE ARE INTERESTING ACTIVITIES WITHIN
THE FACILITY IN WHICH RESIDENTS PARTICIPATE. HERE 1S A DISTINCT
DIFFERENCE. THE FACTOR THOUGHT TO BE MOST IMPORTANT BY THE STAFF 1S
NOT CONSIDERED AN IMPORTANT VARIABLE BY THE RESIDENTS. ON THE OTHER
HAND, RESIDENTS AND STAFF AGREE THAT THE RESIDENTS WHO FEEL THEY KNOW
WHAT |S HAPPENING IN THE BUILDING ARE MORE SATISFIED.

IT IS ALSO POSSIBLE TO LOOK AT DIFFERENCES WITHIN THE STAFF. MORE OF
THE STAFF WHO FEEL RESIDENTS ARE SATISFIED ALSO FEEL THAT STAFF CARE
ABOUT OTHER STAFF AS PEOPLE. SECOND. MORE OF THE STAFF WHO FEEL THE
RESIDENTS' COUNCIL FUNCTIONS EFFECTIVELY ON BEHALF OF THE RESIDENTS
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ALSO FEEL THE RESIDENTS ARE LESS SATISFIED. EVIDENTLY, THESE STAFF
PERCEIVE THE RESIDENTS' COUNCIL PRIMARILY AS A VEHICLE FOR EXPRESSION
OF DISSATISFACTION,

THE AREAS OF GREATEST OVERALL D|SCREPANCY BETWEEN RESIDENTS AND STAFF
CONCERN THE EXTENT TO WHICH RESIDENTS ARE LIMITED BY THEIR HEALTH AND
THE DEGREE TO WHICH THEY FEEL IN CONTROL OF THE IMPORTANT EVENTS OF
THEIR LIVES. RESIDENTS FEEL LESS LIMITED AND MORE IN CONTROL THAN
STAFF PERCEIVE THEM TO BE.

IN TERMS OF REASONS GIVEN FOR HAVING MOVED TO THE COMMUNITY, STAFF
MEMBERS OVERWHELMINGLY FEEL IT IS BECAUSE OF THE AVAILABILITY OF
HEALTH CARE. STAFF FEEL THE SAFETY FEATURES AND. THE ABILITY TO SPEND
THE REST OF THEIR LIVES IN THE COMMUNITY ARE NEXT IN IMPORTANCE.

RESIDENTS AGREE THAT THE AVAILABILITY OF HEALTH CARE, THE ASSURANCE
THEY CAN CONTINUE TO LIVE THERE AND SAFETY FEATURES WERE IMPORTANT TO
THEIR DECISION TO MOVE. THEY ALSO, HOWEVER, CITE A VARIETY OF OTHER

FACTORS WHICH INFLUENCED THEM, INCLUDING . THE LOCATION AND APARTMENT
SIZE AND DESIGN.

WHEN RESIDENTS' REASONS FOR HAVING MOVED IN ARE COMPARED WITH THEIR
GENERAL LEVELS OF SATISFACTION, |T BECOMES CLEAR THAT THE PEOPLE WHO
MOVED IN SIMPLY BECAUSE HEALTH CARE IS AVAILABLE OR BECAUSE THEIR
FAMILY LIKED THE IDEA ARE THE LESS SATISFIED RESIDENTS. THOSE WHO
MOVED IN BECAUSE THEY LIKED THE LOCATION OR APARTMENT SIZE AND DESIGN
ARE MORE LIKELY TO BE GENERALLY SATISFIED.
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RECENT STATISTICAL TESTING OF THE INSTRUMENTS HAVE DEMONSTRATED THAT
RESIDENTS AND STAFF HAVE EACH BEEN ABLE TO USE THE SAME SET OF
QUESTIONS TO EXPRESS AND DESCRIBE THEIR OWN WAY OF VIEWING OR
UNDERSTANDING THEIR SENIOR COMMUNITY.

FOR EXAMPLE, BOTH SEE "CARING" AS OF CENTRAL IMPORTANCE WITHIN THEIR
COMMUNITIES BUT WHAT BEHAVIORS EXPRESS CARING HAS SOME DIFFERENT
COMPONENTS FOR STAFF AND RESIDENTS.

BECAUSE THE STAFF PERCEIVE THE RESIDENTS TO BE MORE LIMITED BY THEIR
HEALTH AND LESS IN CONTROL OF THEIR LIVES: BEL |EVE OVERWHELMINGLY
PEOPLE HAVE MOVED TO THE COMMUNITY BECAUSE OF THE AVAILABILITY OF
HEALTH CARE: AND BELIEVE THAT THE MOST IMPORTANT FACTOR IN RESIDENT
SATISFACTION IS THE ACTIVITIES AVAILABLE WITHIN THé FACILITY, STAFF
RUN A SIGNIFICANT RISK OF BEING OVERLY CONCERNED WITH CARETAKING OR
TRYING TO DO TOO MANY THINGS FOR RESIDENTS. THIS 1S NO DOUBT
REINFORCED BY THE DEMANDS OF A FEW VOCAL RESIDENTS. AS CAN BE SEEN BY
THESE FINDINGS, HOWEVER, WHILE RESIDENTS WANT STAFF TO CARE ABOUT THEM
AS PEOPLE, THEIR SATISFACTION IS MORE RELATED TO WHETHER THE PHYSICAL
PLANT IS TAKEN CARE OF AND TO WHETHER THEY KNOW WHAT 1S GOING ON
WITHIN THE COMMUNITY. THE ABILITY TO BE SENSITIVE TO THE NEEDS OF
RESIDENTS WHILE NOT BEING OVERPROTECTIVE OR PATRONIZING 1S A DELICATE
BALANCE TO ACHIEVE, iT IS CRITICAL TO THE EFFECTIVE MANAGEMENT OF
SENIOR COMMUNITIES, HOWEVER, THESE ARE QUALITIES FOR WHICH IT IS
WORTH IT TO SELECT AND TRAIN STAFF. THEY ARE QUALITIES WHICH EXIST IN
VARYING DEGREES IN DIFFERENT COMMUNITIES.
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IN CONCLUSION

THE PURPOSE FOR THIS DISCUSSION 1S TO ILLUSTRATE THE FACT THAT
RESEARCH CAN BE USEFUL TO ADDRESS SPECIFIC QUESTIONS FOR WHICH
OWNERS AND MANAGERS NEED ANSWERS.

AT THE SAME TIME, RESEARCH CAN INFORM US ABOUT THE NATURE OF OUR
COMMUNITIES AND THE PERSONS WHO HAVE MADE COMMITMENTS TO BE PART
OF THEM.

THUS, CONDUCTING EVALUATIONS USING A STANDARDIZED TECHNIQUE NOT
ONLY PROVIDES AN INDIVIDUAL FACILITY WITH IMMEDIATELY USEFUL
INFORMATION, BUT IT ALSO MAKES A CONTRIBUTION TO A CENTRAL BODY OF
KNOWLEDGE FROM WHICH ALL OF US CAN LEARN - PRACTITIONERS AND
RESEARCHERS AL IKE. |

RESEARCH STIMULATED AND SPONSORED BY PRACTITIONERS IS MORE LIKELY
TO ADDRESS QUESTIONS WITH IMMEDIATE IMPLICATIONS FOR DECISIONS

WHICH MUST AND WILL BE MADE.

YOU NEED TO BE SURE THAT RESEARCH ANSWERS YOUR QUESTIONS, THAT IT

DOES WHAT YOU WANT AND NEED IT TO DO. | AND OTHER RESEARCHERS
WILL BE SURE IT IS DONE IN A MANNER SUCH THAT WE'LL BOTH BE ABLE

TO HAVE CONFIDENCE IN THE FINDINGS. LET'S DO IT_TOGETHER. IT'S
THE ONLY WAY WE BOTH CAN ACCOMPL ISH OUR GOALS.
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