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Innovations Summit

Session Overview:

>

Understand the need to rethink
the way your organization
operates and discover ways to
adapt in the new evolving
reality.

Learn strategies to position your
organization for success in a
post-Coronavirus world.

Dialogue with a multi-
disciplinary panel of experts
representing operations,
development, design,
marketing, and finance.
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The full report is available for download:
https://www.plantemoran.com/campaigns/pmlf/c
ovid-19-sentiment-report



https://www.plantemoran.com/campaigns/pmlf/covid-19-sentiment-report

@ Residents
@ Prospects
@ Staff

Executive Summary

Senior Living Residents, Prospects, and Staff Shared Their Experience. We Listened.

Positive Sentiments
0% 100%

This report is the voice of more than 5,000 individuals who experienced the COVID-19 pandemic while living or working in a senior living
community or as a prospective resident. Their sentiments and suggestions can be used to enhance the experience at your community.

Opportunities for Improvement
0% 100%

Residency

Social Isolation

Safety

Staff

Communication

Technology

Dining

Lifestyle
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Glad they moved to a community

Glad to be living in a community @

Time frame for a move has been unchanged @

Community took all safety precautions @

Felt safer in community @

Community responded well to the pandemic

Glad to work at the community

Gave high marks for communications
and updates from management

Gave high marks for community cleanliness and sanitation *

Felt socially isolated
Felt socially isolated @

Request platform to streamline
communications to families
Community used
technology effectively
Gave low marks for variety and quality of food/meal options *

Gave low marks for alternative recreation and activities offered *
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Marketing & Sales Solutions

Preparing for the unpredictable: embracing the new
reality we are living in.

Learning to unlearn and Thinking about the
unthinkable.

Talk about DISRUPTION - Welcome to COVID-19!
“What to do when the world just ‘Stops’! — No
inquiries, no tours, no visitations, etc.”

How do we ‘re-engage’ the consumer - in different
ways — to continue to attract them to senior living?

The Unbeaten Path to Personal and Business Success

- Retirement DYNAMICS®
More Margin. More Mission.

I Moved
Your

Cheese
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For Those Who
Refuse to Live as Mice

in Someone Else’s Maze

Deepak Malhotra

Harvard Business School

Wall Street Journal Bestseller!
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Low Sales Diagnosis
Poor work habits /MM

Unclear goals

In self

Reluctance
to call

In product/service

Low belief

Lack of Not askin
Too few presentations

scnfiey o et Poor telephone Words (planned script)
\_appointments techniques Chettnde P
\Attitude one)

Too few Time/ activity
attempts management

Loss of Enthusiasm
and Belief

( Low Sales ] Non-decision makers
Failure to

Poor prospects (qualify prospects @=——
.

Non profile
class "A" prospect

Not listenin

Failure to find Wionglkind @
. A aing ol b _Ineffective questions [ Too few
Not:closing L Losing control
Word pictures
Hobrildinghalie o Neglectintg benefits Don’t ‘burn’ new leads
using outdated sales
techniques and questions.

<

\_Poor sales techniques

No plan

Avoidance .
Low self-image

Inability to handles No plan
Objecti & Stall /—L
Jections s (Low self-image
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Do You ‘Really’ Need More Leads?

Stephen Covey: Seek first to understand....then to be understood.
You Don’t Know What You Don’t Know Unless you Ask!

« What are the right questions to ask?

« Ask questions that will elicit their responses, not what you want to sell
them.

* They are more concerned about their ‘survival’ than hearing about your
community.

« Ask questions that get them talking about what's really important on their
minds — that's all that matters.

« Don't BURN your leads.
* What are the BEST Questions to Ask? [pdf on RD website]
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Survey Results

Glad made the move
« 77% of residents agreed they were glad to be in a community during the pandemic.
» 86% reported they were glad they made the decision to move to a community.

Timeframe to move
» 74% of prospects reported their time frame to move has been unchanged by the COVID-19 pandemic

» 25% of prospects said the COVID-19 pandemic had shortened their time frame to move to a
community.

FIND these prospects!

Social Isolation/Loneliness
» 68% of residents felt socially isolated
* 61% of prospect felt socially isolated

Safety
* 61% of residents felt safer in communities versus being in their previous homes
* 93% of residents (almost 3,000 in total) felt the community took all precautions to keep them safe.
‘ « 85% of staff agreed that the residents ‘are safer in the community than in their previous homes!
\ Innovations Summit
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Survey Results
Improvements needed

Lifestyle
» Residents generally gave low marks for alternative recreation and activities.
Dining
* Residents gave communities low marks for variety and quality of food and meal options
*  60% of prospects felt fearful of shopping

Fear of Congregate living

Prospect write-ins noted a significant amount of fear related to congregate living and how the community
would suppress their freedom in choosing how to respond to risk.

» “Isolating people is not good for them mentally or physically. Electronic devices are NOT a good substitute and
are often too complicated for most older people to utilize”

»  “Worst images we've seen are the stories of people our age and older essentially being imprisoned in senior
communities, kept in their rooms, denied visitors and even the chance to get out into the fresh air, and (most
terribly) dying alone, with their families unable to be with them.

Loneliness and social isolation
* How did they feel living at home?
* What did they do to combat social isolation?
* What did your Community do to combat loneliness and social isolation? In the future?

Etiquette/Customer Service/Hospitality improvements

Innovations Summit
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Improving Occupancy

Value proposition

What are your 'new’ value propositions, knowing what you know now about your residents and
prospects?

«  What will you do differently ‘if’ COVID-19 returns.
* Purple Cow
» What sets you apart?
» What's the one thing you ‘own’ that no one else can claim?
» Leverage it — make people remember your community
* How to UNLEARN blanket ‘quarantine’
* One size does not fit all
» Etiquette/Customer Service/Hospitality — raise the bar
Phone calls — Unlearn the ‘old" questions
* Be strategic

Reassure prospects what your Community did — or is still doing — to keep residents safe
* Meals
 Life Enrichment activities and engagement
« Safety

Innovations Summit What changes have you made to ‘open’ your community?
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Market Conditions SiMs

FINANCED RIGHT*®
= COVID-19 has had significant adverse financial impact on providers and lender appetite

= Federal Reserve policy led to dramatic decline in interest rates for commercial bank
financing, but bond market has been more influenced by “fund flows” and deal volume

= Lenders and investors initially imposed premium “risk” pricing, tighter covenants, and
additional reserve requirements, but have been relenting since mid-June

= Lender/investor sentiment may reverse course again if financial deterioration
continues

= Significant decline in occupancy/utilization — recovery has been slow

= Bond/loan covenant violations are commonplace — lenders/bondholders have been
accommodating

= Significant confusion over accounting treatment of PPP loans and other relief funding
= Pace of closures and affiliation activity increasing
= Pace of for-profit development activity decreasing

= With no end to pandemic in sight, long-term financial implications loom large -
how will your organization respond to this uncertainty?

b notaftbns Sthmmit This is not a solicitation to buy or offer to sell any particular investment. All investments involve risk and may result in a loss of principal.

Past performance is no guarantee of future results. 11




Market Conditions SiMs

FINANCED RIGHT*®
Imagine a future where there is NO:
=  Government funding or reimbursement . ..
= Ability to raise fees to cover unanticipated costs or expenses. ..
= Reliance on investment earnings to support operations . ..

Could your organization survive?

Imagine a future where:

= Providers had to manage expenses and cash flow to cover core operational needs
without reliance on any funding sources above . . .

= You lost your tax-exempt status . . ..

= |nvestment in and adoption of new technology was your highest spending priority . .

What would you have to unlearn to be successful in the future?

This is not a solicitation to buy or offer to sell any particular investment. All investments involve risk and may result in a loss of principal.

Past performance is no guarantee of future results. 12
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Design Solutions P EASTMAN

In the next several months there will be short-term ways to react to Covid 19
* Create new entry points in isolation wings of your acute continuum buildings that allow direct
access for staff for changing and for needed quarantined respite areas.
* HVAC, new surfaces, UV lighting for quick cleaning, etc.

* Increase the viability and utilization of outdoor spaces by adding shading devices for summer,
portable heaters for cooler weather and adding additional distanced seating and tables.

* Identify underutilized space or areas for new construction for quarantined staff housing for
future flu-season or pandemic utilization. When not in use these areas could be used for a
healthcare student’s college housing with a payment swap of 20 hours a week of working in your
assisted living.

e Create larger 5-bedroom apartments for co-living opportunities in which unrelated individuals
could share lifestyle living which also facilitates group bubble quarantine during a pandemic.

* If you have multistory buildings, create personal UPS/Fed-ex package lockers on every floor.

Innovations Summit
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Design Solutions PEEASTMAN

Start to plan for the unconventional consumer thru the process of
convergence with positive disruptors and partnerships early in
2021

e Opportunities start to pave the way for more affordable senior

"chells Chance' ry
SOUTHRIVER
AND.

Main Street

housing.
* Repurpose strip centers to develop housing, clinics, social
cafes, etc.
* Build AL Small houses adjacent to houses of worship and rre U
utilize their kitchens and gathering rooms ey B

* Partner with health care providers to open specialty geriatric
practice clinic in your life plan community to minimize cost
to your residents

* Opportunities to partner with community colleges and develop a
small house on their campus to allow students to have “hands
on” work with healthcare, hospitality, technology and social
program education.

* Redefine “care” as way in which residents can use new
p L ot S technologies to give them wellness information to allow them to
- make the right decisions for them. 14
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Strategic Planning &
Asset Repositioning

As senior living and healthcare providers continue
to deal with surges of COVID-19 residents, they
must also focus on the future and the return to a
new normal and business UN-usual. The
actions leaders take now will set the stage for how
they emerge from this crisis. The following are
the top 5 areas leaders should prioritize and
develop a strategic plan in an effort to emerge
from this pandemic a stronger and healthier
organization.

%

Leadership & Governance
Asset Repositioning Opportunities
Technology

Financial Performance

Strategic Opportunities for Growth
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PLANTE MORAN

Strategic Planning & LIVING forward ©
Asset Repositioning

Questions that every organization should consider -

How will our business change as a result of the COVID-19 Pandemic?

What will our financial position be post-recovery?

How will our services to resident's change?

What impact has COVID-19 had on our staff and what changes will we need
to make for the future?

Does our strategic plan need to reflect the impact COVID-19 has had on our
organization?

How has this pandemic exposed weaknesses we were previously unaware of
prior to this health crisis?

What did our organization do well during this health crisis?

16
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Market Considerations 0,0 Design & Construction

Operations & Financial Considerations
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Reimagine anything you do in the context of this checklist

A Futurist’'s UN-usual, UN-conventional and UN-comfortable Recommendations
to
Stay in and Grow your Community

Expect the unexpected

Learn how to explore the unknown — turn the world upside down
Embrace uncertainty

UN-learn old habits

Get comfortable being UN-comfortable

Listen to UN-conventional voices
Question the UN-questionable
Think the UN-thinkable

1

2

3

4

5.

6. Try unorthodox ideas — smart toilet
7

8

9.

10. Imagine the UN-imaginable things
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