\
5 STACKPOLE

‘ & Associates, Inc.

The Science of Services Marketing

; STACKPOLE
J & Associates, Inc.

Chicken Little

the

Optimist

presented by
Irving L. Stackpole

P S e G W

; STACKPOLE
J & Associates, Inc.

Presentation Available

Chicken Little the Optimist!

Marketing in Difficult Times

www.StackpoleAssociates.com

1-800-844-9934

/((‘ STACKPOLE
J & Associates, Inc.

How bad is it??

Stackpole & Associates, Inc.
1018 Beacon Street, Brookline, Massachusetts 02446 617-739-5900 800-844-9934  www.StackpoleAssociates.com



& Associates, Inc.

The Science of Services Marketing

(5 STACKPOLE
Z

f STACKPOLE
J & Associates, Inc.

Long Term Care

m The Centers for Medicare and Medicaid

Services (CMS) estimates that by 2020,
12 million older Americans will need long-

term care.
m Most will be cared for at home; family

and friends are the sole caregivers for 70
percent of the elderly.
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Local Hero

m In Massachusetts

« Aged cohorts ~ equal to national
¢ Leading Edge Boomers are > national

— (Effect of job market?)
« By 2020 there could be > 170,000 — 85+

 This growth ~ 16% increase in consumers
Conclusion

The demand for residential LTC is coming
back!
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United States Massachusetts
2000 2009 % 2000 2009 %
Census Estimates  Change | Census _ Estimates Change
Under 45 184,477 517 188,056,528 19| 4,069,175 3,888,464 -44
45 o 54 years 37,677,952 44,592 483 184 | 873353 1,028,005 177
55 to 64 years 24,274,684 34,786,949 433 | 546407 782,604 432
65 to 74 years 18,300,986 20,792,067 13.1| 427,830 450,583 53
75 to 84 years 12,361,180 13,147,862 64| 315640 302,209 -43
85 years & over 4239587 5,630,661 328 116692 141,722 214
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Demographics of Demand
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Gallup-Healthways Well-Being Index Score
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The Supply Side

m Nursing home occupancy rates declined
from 85.5 percent in 2004 to 82.9 percent
in 2010 showing excess capacity.

¢ Long term residency of “young cohorts”
increasing to 14%

« Despite the above, SNF patients are older &
sicker

« ADL dependency increasing

Stackpole & Associates, Inc.
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The Supply Side

Of the 1.4 million residents in nursing

homes:
m 64 % Medicaid,

m 22 % out of pocket / private payers, and
m 14 % Medicare

« The percent of residents paid for by
Medicare has increased by about 16

percent since 2004 with a reduction in the
ercent paiday. Medicaid.
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More Supply Side

m The number of for-profit nursing homes

increased from 65.9 percent of all homes
in 2004 to 67 percent in 2009, while the

number of non-profit nursing homes and
public homes declined slightly.

m Nursing home chains were 54 percent of
the total homes in 2009, showing a 3

percent increase over 2004.
¢ Increase FPs:iRCGRES. inc

)
ah('ﬁ Median Nursing Facility Occupancy Rate for Certified Beds
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(CMS Forms 671: L18, L37 — L3 and 672F78). Various years. March
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Quiz

m The aged cohorts are

A. Increasing

B. Decreasing
c. Some going up, some going down

D. Staying about the same

Stackpole & Associates, Inc.
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Conclusion

m To Quote Randy Newman

“It's a Jungle Out There”

Stackpole & Associates, Inc.
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This Presentation

m Marketing What No One Wants to Buy

» What are we “selling”
» What is the current situation / trends

» What is the motivation or resistance at

1st purchase v. re-purchase
* Applications & Lessons

Stackpole & Associates, Inc.
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Well-Being Index 3
National 668 670 674 673 671 669 664 635 665 660 €67 661 663 402 05

ndex by Month
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Satisfaction Stage
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1st Purchase (Change) V. Re-Purchase (Loyalty)

m 15t Purchase
« Solution to current problem

m Perceived value drives loyalty (re-
purchase)

m Value, satisfaction and importance
¢ What is “Value”
« Prospects & customers compare

Stackpole & Associates, Inc.
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Priority Areas: Re-Purchase

[ Drivers of Satisfaction:

31y, 9364,
h BT S s
30%2731 %,
8 . a641% Fyp 4

9

i3, Gz ed6
u B s

Satisfaction
Satisfact

85 Driver of Dissatisfaction:
[ N 8
Overall value for the price.

Importance

tackpale. aciales Inc.
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Staying “Top of Mind”

m |F you are an established Brand
» Reinforce Value & Value Added
« What have you done for me lately?
m IF you are a “new” Brand
¢ Focus on what's distinct
—The Un-Cola

« Don't compete on Price
—It's a Race to the Bottom

» Testimonials&RefestalSic.

Stackpole & Associates, Inc.
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Staying “Top of Mind”

m Push

« Email marketing
—Send content that's relevant & helpful

« Events that benefit the SNF
¢ Public health & wellness

—Polypharmacy, falls prevention, etc.

m Pull

« Google alerts
¢ Social netwatki Associates, Inc.
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What We’ve Learned

m Task Clarity is Critical to Sales Success

 The sales team are clear about what they’re
supposed to be doing

m Role Alignment is Predictive of Success
» Marketing, sales and the entire team (yes,

operations too!) accepts responsibility for Sales, as
well as Customer / Consumer / Employee loyalty!
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A Few Definitions - For Clarity!

® Sales — a definition

 Behaviors which persuade and
influence customers and consumers to

select yours vs. others’

* Securing commitment

fashsa2003tethical nfluence.03.10.20 27

Stackpole & Associates, Inc.
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A Few Definitions - For Clarity!

® Marketing — a definition

» Management of the interface between
the provider and the customer /
consumer

* Creating / maintaining preference

Naahsaz003itical nience 031029 28
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Clear about Sales & Marketing

m Marketers are seldom good sales persons
e They're too realistic!
* Who never gives up?
m Good marketers are sometimes good sales
persons
» Schizophrenia is fun!
m Good sales persons may never be good
marketers
» Do you want the report on time, or the volume?
m Don't agonize.. These are the choices
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Market Conclusions

m The market size is static right now

m Disability rates are ¥

m There are more options

m Acuity (ADLs & IADLs) for consumers 4
And on the Supply side...

m Inventory of product is mixed
* Somewhat old

Stackpole & Associates, Inc.
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boston com —

Market Spotlight: Assisted living
occupancy slides

EmaillorniSinge Page] Te»

AP Business ert‘esllzi fw:; Jle;’,m;'o%goy
NEW YORK—As the housing slump
continues and the U.S. economy
weakens, many retirees are choosing
to remain in their own homes or move
in with their children, hurting
occupancy rates in assisted living
communities.

Investor

Property Typos ~ Finance & imvestment  Brokerage ~ Resoarch  CllyRoviows ~  Emironment ~ |

Home . Seniors Housing

Assisted Living Avoids Big Slide in Occupancy
Amid Housing Downturn

Jul 27, 2000 237 P By Jane Adie

ARTICLE TOOLS
3 BOOKMFRK E eman
% sAvE L e

LATEST NEWS
Savy Fetallars Capralize on
Troubled Centers
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How bad is it??
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Conclusion

m To Quote Randy Newman

“It's a Jungle Out There”

Stackpole & Associates, Inc.
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Choices

*Externalize specifically

*Externalize globally

*Internalize specifically

eInternalize globally
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he question of the moment!

What are we doing to market

and sell our way out of this??

Can we handle the truth?

Stackpole & Associates, Inc.
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Rx for Long Term Care

m Marketing Messages

The metaphors are extremely negative
¢ The words are bad — really bad
» Images are often worse than the words!
e The “F" word

m Re-Position our Products / Solutions
* PP&E
« Staffing
* Get your peeplg:Qutsociates, inc
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Target Messages
m To whom are our words targeted
m To whom are our images targeted

m What effect are we seeking

m Some examples...

Stackpole & Associates, Inc.

E Saint Joseph's Nursing Home is a D I ,

ron-profit nursing home owned ¥ RS R .
and operated by The Sisters SAINT ]OSEPH’S
Servants of Mary Immaculate.

NURSING HOME
1222 TUGWELL DRIVE
SISTERS SERVANTS OF MARY IMMACULATE
PROVINCIAL HOUSE.

Loive

The Nursing Home is located in a
rural setting at 1222 Tugwell
Drive in Catonsville, Maryland,
and has provided Long Term Care
since its opening in 1959.

The Nursing Home is a one-story brick buiding with two wings, and has 3 total occupancy of 44
beds.

Please feel free to look around our site to lear more about us. If you have any additional
questions, please call us at 410-747-0026.

Do these words “work”?

Stackpole & Associates, Inc.
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Westchester Gardens. Experience the difference

Heme
Who We Are

Gur Community
Care & Services

Activities & Programs
Our Location

Career Opporrunities

Contaet Us

Skilled Nursing Care Center

Welcome to Westchaster Gardens Relabiltation & Care b2

in the Clearveater area, |\n1rhmw Gardens s

street from the
el Vi ar cortibod
icaid and contract with most

Cattins 10 2chedile 8 1605 ¢ stiona], and speech therapy i
P 1N Assistants, We
our progrome at Wesichester . e
Gardens a0 727,785 835"
et yhmsru(ns . ion patients s just over 24 days.
Durector of Admiziiors v Ao
worlking with therapits that knorw their needs.
Thether y hospice or
socrita dat. i ithbi
= a

ST. LOUIS

Altenheim

Welcome Home!

Welcome

‘ About | |
Home The Altenheim | Levels of Care

Welcome toSaint Louis

qu
exceptional care, treasured friendships,
abundance of aclviles to romatn ctive and

charm of the Altenheim begins
mnxl‘umumnmgrarm!lhtbaniun(!m

‘scenic Mississippi. From the moment you walk
10, youll ot 3¢ boane, Fine apptovects and
rich testures create an atmosphere of quiet
elegance - the most delightful :urmnﬂm!s
you could a5k o7 in an independet,
supportive and continuing care senfor
residence.

Most impartant are the pecple who are p
el ksl s b, Ve
pleasure o acco
Feidents who ar ic i sprt rich in
perience and rich in character.

314-353-7225

Click Hore 1o View
“Your Home for All Se

/((‘ STACKPOLE
J & Associates, Inc.

754 pacpl e . B th fet oy ands.

N (| P —— L
Wﬂllm”h-l

\/\/e KNow Moms o

. because we are Moms!
The denny Craia Program is designed and run
By busy working Mothers. We understand how
oect 1 n ot i for yoursell

OF YOUR LIFE
t

Call Back » Speak to a Jenny Craig Censultant today - FREE! ﬂ

* You Choose » Curious About » Get Started Now!
In-Centre or At Home  Jenny's Cuisine®?  Weight l..oss Proﬂe FREE Consultation

W G
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Stackpole & Associates, Inc.

1018 Beacon Street, Brookline, Massachusetts 02446 617-739-5900 800-844-9934  www.StackpoleAssociates.com



\
5 STACKPOLE

‘ & Associates, Inc.

The Science of Services Marketing

; STACKPOLE
_} & Associates, Inc.
. Horne | Duecmons | Testmaniss | Dowrioas Brocnre
27 Pa

[ B

Making a Difference Eve

Day

&) | AURUM

@ Internet | Protected Mode O

f STACKPOLE
J & Associates, Inc.

Solution Cycle / Sales Cycle

m The 15t purchase decision is very different from the re-
purchase decisions (aka loyalty)

m Purchase — 15t time

¢ Overcoming Objections, Empathy,
Transactional Competence and
Demonstration of Value

m Re-Purchase

 Reinforcing Value, Transactional
Competence

Stackpole & Associates, Inc.
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1st Purchase : Granny in the door

m Overcoming objections
» Consumers
 Advisers
m Empathy
m Transactional Competence
m Value

Stackpole & Associates, Inc.

Stackpole & Associates, Inc.
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Re-Purchase: The Loyalty Effect

m Satisfaction Rates are High
But
m Turnover Rates Are Increasing
Why?
Contribution of Value
Value exists in the realm of “fairness”
Is this a fair price?

Stackpole & Associates, Inc.
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1st Purchase - Focus

m What is the underlying cultural
metaphor?

 Describe the popular images
* TV / radio / print
* Images from the sector?

Stackpole & Associates, Inc.

f STACKPOLE
J & Associates, Inc.

Recommendations

m Scrutinize messages
* Print
* Web
* In-Person

Stackpole & Associates, Inc.

Stackpole & Associates, Inc.
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Recommendations

m Prospective customers’ don't want us —

they need us
e Support the need

Stackpole & Associates, Inc.
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Recommendations

m Aggressively attack the negative

metaphor
¢ Start with staff — move on to families

Ban the “F” word
« Add “movement”, action and kinesthetic

language
« Bring people in (if you can)

« Get your people out

Stackpole & Associates, Inc.
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Marketing & Sales

Low / No Budget

m Leverage employees

m Educate the community

m Testimonials

m What would Google do?

51
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1- Leverage Employees

m Employees As Competitive Advantage
« Loyal Employees = Loyal Customers

* Word of Mouth Marketing = # Referrals

* Loyal Employees = Recruitment Magnet
m Employees As Operational Advantage
« # Loyalty & ¥ Recruitment Costs

+ # Loyalty & ¥ Agency Costs

« 4 Loyalty @ ¥ Management Costs

Linking Resident Satisfaction to Staff Perceptions of the
Work Environment in Assisted Living: A Multilevel
Analysis

Elzbieta Sikorska-Simmons, PhD1
Address correspondence to Dr. Elzbieta Sikorska-Simmons, Department of Sociology and Anthropology, P.O. Box 25000,
University of Central Florida, Orlando, FL 32816-1360. E-mail: esikorsk@mail.uct.edu
Received October 28, 2005.
Accepted April 5, 2006.
Abstract
Purpose: This study examines the relationship between resident satisfaction and staff perceptions
of the work environment in assisted living. Staff perceptions were assessed at the facility level,
using aggregate measures of staff job satisfaction, organizational commitment, and views of
organizational culture. Design and Methods: The sample included 335 residents and 298
staff members in 43 assisted living facilities. Data were collected by means of self-
administered questionnaires. Two-level hierarchical linear models were used to test the
hypotheses. With resident age, gender, and education controlled for, the relationships between
resident satisfaction (Level 1 variable) and staff perceptions of the work environment (Level 2
variables) were assessed. Results: Greater resident satisfaction in the facility was
associated with higher staff job satisfaction and more positive staff views of
organizational culture (e.g., greater teamwork and participation in the decision making).
From resident characteristics, only education was significantly related to satisfaction. More
educated residents were less satisfied with assisted living. Implications: These findings
suggest that a good quality of work environment for the staff contributes to a better quality of
care for the residents. More research is needed to examine the causal nature of this

relationship.

f STACKPOLE
J & Associates, Inc.

Results: Greater resident
satisfaction in the facility [sic]
was associated with higher
staff job satisfaction and more
positive staff views of
organizational culture.

Stackpole & Associates, Inc.
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Want to send a greeting?
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Tactic #1 - About our employees

m Generation Me
~ « Entitled
— Self Esteem is unrelated to actual performance
« Committed
—Want to do well while doing good
« Cynical

—Don't believe in Social Security — and more

— Cannot make ends meet — no “American Dream”

/((‘ STACKPOLE
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Tactic #1 - Leverage employees

1. Create a Referral Work Group
¢ Not a committee
e #5 cross functional members
¢ Measurable goals
— #4referrals/monthby _ /[
Don’t meddle

Stackpole & Associates, Inc.
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Tactic #1 - Leverage employees

1. Create a Referral Work Group
¢ Groups pass through:
— Forming
— Norming
— Storming
— Performing
« Set goals but don’'t meddle
¢ Altruism & reward
— Mix / alter the rewards

f STACKPOLE
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Tactic #1 - Leverage employees

2. Ask employees for help!
¢ Referrals
¢ Connect via social media
— Groups on LinkedIn
— Friends on Facebook
— Monitor results
e Altruism & reward
— Mix / alter the rewards

f STACKPOLE
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Tactic #2 - Educate the Community

m Find your audiences
¢ Where are they
* What do they need / want to know?

m Develop the message
« Positive messages “stick”

m Deliver the content
« Find the channels
« Develop the relationships & make commitments
¢ “Scrapbook” activity & success on your web site
* Use Web 2.0 channels

Stackpole & Associates, Inc.
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2 - Educate the Community contd

m Social media marketing

m Select your channel
« Helpful information — content is critical

m Deliver the content
* Make the commitment

¢ LinkedIn v. Facebook

oo Gioups Directory | Lnkedln

Basic Acceut pgrac ez, ing Stacpol - Add Conneetons - Sefings - Hep - S Out
Home Profile Contacts Groups Jobs Inbox (15) More. Groups |
MyGrowps  Folowng | Groups Directory |~ Create a Group FAQ
Search Grougs Search Resuis (12)
A ALFA- Assisted Living Federation of America Join s grovp »
AR AFAls
2 assisd ing commurises fr senors.

Owner. Jackyn Allmon | 598 rerbers Share

Salt Lake

. Seniors Guide Join tis group »
City, UT  Solors Guide s -
compiste range ofbgics including senor senoss, senior housing, home cae. semor products
assisted Inng, indef G, COMIUING Care, AZEIMEr's G, edicare and Sodal Securty.
Owner Lisa Davies |85 Share
Zreate a Group
LinkedIn Groups can heip
youstyinbomed ard beep 2 ;. Friends of Country Place Living i bis gro »
i tauch with people hat Towalry P80 CountyPlace Liing is  small bolprnt assisted lhing prouder. We own, develop. .
‘share yourintrests. Create X # We're expanding in the US!Ask us about how you ean join us ¢n our

agroupioday s s
Owner. Jack West |62 members | Share

Create a Goup

Ambient Assisted Living Join this group »
AAL ¥ nris group te foowing boics are ofnerest - Home Moniying - Tele Moniing - Sman

Homes or houses - Sman mchnologes for everyday e - Home based Tranng

Onner Christan Menard | 28 renters | Srare
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Tactic #2 — Educate the community

m  Get your knowledge out there

B By-lines / Interviews in local papers
B Radio & cable TV

B Social media
m List of local media

B Contact them — DON'T wait for them
¢« Some Do’s and Don'ts

m  What would Google do?

Stackpole & Associates, Inc.
1018 Beacon Street, Brookline, Massachusetts 02446 617-739-5900 800-844-9934  www.StackpoleAssociates.com
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Tactic #3 - Testimonials

m Do you have testimonials?
m Where are your testimonials?

m Where can they be seen?

f STACKPOLE
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Tactic #3 - Testimonials

m Satisfied & Loyal Customers
 Loyalty
« Word of Mouth Marketing

m “Raving Fans” Advantage
« 4 Loyalty @ ¥ Marketing Costs

f STACKPOLE
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What's behind an endorsement?

»How loyal are our...

= Consumers

= Customers

= Employees

66

Stackpole & Associates, Inc.
1018 Beacon Street, Brookline, Massachusetts 02446

617-739-5900 800-844-9934 www.StackpoleAssociates.com

22



(5 STACKPOLE
Z

& Associates, Inc.

The Science of Services Marketing

f STACKPOLE
J & Associates, Inc.

Unhappy Customers & Employees Stay!

Satisfaction / Loyalty Connection
[rign |

Loyal/
Dissatisfied

Satisfied |
Dislo

Low High

A challenge in “threatening” economies

67
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Tactic #3 — Testimonials

m Loyalty: more valuable than satisfaction
B Measure of Loyalty
B Willingness to Recommend
B Actual Recommendations

m  Securing testimonials is an excellent
measure of attitudinal loyalty

m  Use testimonials aggressively

f STACKPOLE
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Cheap subliminal suggestion ->

Presentation Available at:
www. StackpoleAsscoiates.com
1-800-844-9934
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Since 1991, Stackpole & Associates has worked with clients in every segment of the healthcare and
human services sectors, delivering market research, marketing, and organizational development
solutions. Our teams of skilled and experienced professionals are created to meet your needs and the
demands of each project to maximize your budget. Explore our list of services to envision how we can

& Associates, Inc.
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work together to find answers to your most important business issues.

Stackpole & Associates can assist your organization with:

Strategic Planning

>
>

Business Plan / Marketing Plan Development
Market Analysis / Feasibility for New / Refinanced Projects

Market Research

VVVYY

Customer and Employee Satisfaction Measurement
Surveying

Focus Groups

Mystery Shopping

Competitive Intelligence

Marketing Communications

VVYVYYYVY

Sales

Please visit our web site, www.StackpoleAssociates.com, for more information about our services, our
clients, and our track record of success. Contact Irving Stackpole today for an assessment of your

>
>
>

Web Site Development & Internet Marketing

Social Media Planning

E-Mail Marketing

Public Relations

Graphic Design & Marketing Collateral Development

Sales Training
Outreach Assistance
Referral Source Marketing

marketing, market research and business development needs.

Irving L. Stackpole, RRT, MEd
Stackpole & Associates, Inc.

Office:
Toll Free:
Fax:
Mobile:
Skype:
Email:

1-617-739-5900, Ext. 11
1-800-844-9934, Ext. 11
1-617-739-5929

1-617-719-9530

irving.stackpole
istackpole@StackpoleAssociates.com
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