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• Your receptionist is really really nice (big smile).


• You push for tours


• You don’t rely on your marketing materials to sell your center.


• In the rare(r) chance somebody just stops by, they never 
wait more than 5 minutes.

Assumptions I’ll make:
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• You spent time talking about their needs/what they’re looking for.


• You introduce guests to AS MANY ____ as you encounter.

• And say something positive about that person.


• You emphasize only what is ___________ to them.


• Clean.


• From ceiling tiles to floor.

Assumptions I’ll make:
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Most communities 

think they differentiate.

But they really don’t.Copyright Brubaker Consulting.

Because they all use the same words.

• Compassionate


• _______


• Family-like


• Responsive

• Assistance with daily activities


• Help with _____________


• _________________


• Nursing support


• Salon
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You differentiate by story-telling.
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Start with words others use when they think of you—                   
and reference them.

• Go back and interview ________ sources. Ask --

 What prompts you to think of us?

 What aspects of our care are you particularly confident regarding?

 What causes you to send a referral somewhere else?


• Go back and interview __________. Ask -- 

• Why they chose your community?


• What was their most memorable first impression of your community?


• What types of things have pleased them the most since?
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Twice a year.

• Conduct a resident and family survey to gauge how you’re doing


• The gold medal is ‘I’d ________________ this community to 
someone who had a similar need’.

Copyright Brubaker Consulting.

Target earlier the benchmarks 

that predict rise in move-ins.
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• You have capacity for ____ residents; you have 85


• Budget right now is 90% occupancy


• Each month

• You move in 12 residents on average


• You lose 12 residents on average


• This simply keeps you at a ‘steady state’ of 85% occupancy.
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Your current  

strategy

60 raw inquiries/month

50% QUALIFY

 convert  
40%

= ___ are viable

= ___ move-in

3 benchmarks.

60 raw inquiries
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First, calculate what you’ve needed                       
to get to 85%

• how many RAW inquiries drive a single move-in for your community?


• calculate how many viable inquiries drive a single move-in for your 
community?

• ANSWER:  


• ___ RAW inquiries = 1 move-in OR


• ___ VIABLE inquiries = 1 move-in 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What do you need?

• How many more RAW referrals do you need in November to reach 
90% occupancy for the month?


• OR How many more VIABLE referrals do you need in November to 
reach 90% occupancy?

• ___ additional RAW inquiries + the 60 you typically get to                       
achieve 5 move-ins 


• OR ___ additional VIABLE referrals + the 30 you typically qualify to 
achieve 5 move-ins 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Raw inquiries ____

50% viable Divide by 2 ÷ 2

____

40% said yes Multiply by .40 12

Move-in your 12
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Number of viable you need each day in November                    
(30-day month)

2.83

39.62

59.43

79.2 85.0

Each day track where you are 
against the number of inquiries 
you need to reach 95% goal for 
the month.

2.8 2.8 2.8

2.8 19.812.8
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• The quality of your downstream and upstream ____________    
will make or break you.


• Rigorously vet both


• Skilled nursing facilities


• home health agencies
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Thanks for listening.


