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Expect – Get = Quality Perception 

Consistency = Credibility 

Resident Satisfaction Advantages Annual Gain* 

* assumes typical assisted living @ $4,000 per month 

Prospects!
Initial Contact!

Building!
Appearance!

Greeting!

Tour!
Relationship!

Collateral!

Models!

Follow-up!

Lease!
Move-in!

Residents!
Receptionist 

Food 

Service 

Administration 

Housekeeping Maintenance 

Activities 

Complaints 

Other Residents 
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Service!
Strategy!

Customer!

People!Systems!

CUSTOMER!
SATISFACTION!

HIGHER!
PROFIT!
MARGINS!

EMPLOYEE!
SATISFACTION!

LOW EMPLOYEE!
TURNOVER!

LOW  CUSTOMER!
TURNOVER!

EMPLOYEE!
DISSATISFACTION!

LOWER!
PROFIT!
MARGINS!

HIGH EMPLOYEE!
TURNOVER!

CUSTOMER!
DISSATISFACTION!

HIGH CUSTOMER!
TURNOVER!
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