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Smalll operators — those with five or less buildings under management — comprise about
95% of the senior living industry, and many of those operators believe that the technology
capabilities of the industry’s biggest operators will eternally evade their grasp. They might
also believe that the data they gather every day — on residents, staff and operations —

are insufficient for transforming themselves into a modern, data-driven operation.
They are mistaken.

Small operators absolutely can employ many of the data-driven tools as their larger
counterparts. And the money they invest in these services drives real, tfangible value
to the residents in their care, their staff and their bottom line. Here is a look at the top
strategies that small operators should take when planning their fechnology budget

for 2024 — with experiences from three such small operators.

Inside this white paper:

KEY TERM:
Top lessons from 3 small operators Small operators

DEFINITION:
Operators with five
or less buildings

5 key strategies small operators can
use in building their 2024 budget

5 benefits small operators can gain under management
from a complete technology platform
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Don’t Worry: You Can Get the Data You Need
How small operators can get big ROI

For 47 years, Stefanie Fenton’s family has run Mount Angel Towers, a standalone
independent living and assisted living community in Mount Angel, Oregon. And in 2020,
with myriad challenges in the industry all exacerbated by the COVID-19 pandemic, COO
and owner Fenton knew that the continued success of the community and continued care
of its residents depended on the old company learning new technology tricks.

“Qur technology budget has increased 2x, (and) what we purchase from Eldermark has
increased 2x,” Fenton says. “We also now pay for IT management and security from
an external entity.”

Fenton and Mount Angel Towers are part of a new wave of small operators who are realizing
that your average daily census doesn’t have to determine your access to the same types

of data-driven decisions that big operators gain. For its technology stack, Mount Angel
Towers works with Eldermark, whose senior living software helps operators increase revenue,
enhance care, simplify work and create more meaningful resident outcomes.

“Eldermark has effective implementation — that made the difference for me,” Fenton
says. "l believed that we would have better adoption across our organization with the
implementation support that Eldermark planned to provide.”
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Harnessing the data you already have

Small operators might view tech adoption as an impossibility. As shown below and
throughout this paper, it's not. But small operators should also realize that they might already
be collecting valuable data and simply not thinking about how to best harness it.

“We find that operators who use our technology are keenly aware of the availability of data,
though some are challenged by how to access and then interpret their data,” says Mark
Anderson, Chief Client Officer of Eldermark. Anderson notes that Eldermark’s more successful
users value several datapoints that might seem relatively basic:

E]g Financial performance indicators
‘m Occupancy and census
@ Quality indicators, such as resident incidents

@ Workforce staffing

“Our recent release of ElderSmarts, which is our predictive and actionable analytics engine,
goes a long way to provide content sets for our customers that help them understand what's
going on, why it's happening, what's likely to happen next and what steps should be taken
next,” Anderson says. “This automatic delivery of helpful information is invaluable. The user
does not need to be a credentialed data analyst to see and interpret all this information. This
is powerful stuff.”
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5 Strategies For Building Your
2024 Technology Budget

In May of 2021, the third-party management
company running Amaran Senior Living

in Albuquergque, New Mexico, implemented the
Eldermark platform. Less than two years later,
Amaran assumed management of its own
community, losing the pricing advantages that
come from an organization with scale.

“"So our budget went up when we took over,
and it's just the one standalone community,”
says Amaran owner/operator Ketu Patel.

“As a small business, you are having to allocate
money in the right direction.”

Yet Patel and her team also found that while
expenses with Eldermark were real, the benefits
were too. And with those benefits comes five
lessons that small operators share on how

to build their 2024 technology budgets.

5 benefits small
operators can gain
from a complete
technology platform

For a small operator, going all-in on

a complete platform can be a cost-
effective tool for capturing a number
of benefits. Small operators not
limited by point solutions can gain:

@' Predictive, actionable analytics

@' Cost and time savings

@’ Better care

g Less stressed staff

g Higher occupancy

3‘1 STRATEGY 1
Before you spend, educate yourself on what is possible

Everyone in senior living wants to control costs while providing top care. But big operators
can take arisk and miss. Small operators can't miss once. Their first step toward building their

tech budget, therefore, is self-education.

“Learn about what is possible with technology solutions in senior living and see where the
available solutions can fill a gap or solve a pain-point or create efficiencies — understand
that you don't know what you don’t know,” Anderson says. He recommends talking to other
providers and learning about what solutions they use and what they like.
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STRATEGY 2
Focus on tech that has a
direct impact on residents

Amaran’s tech budget has gone up since it
became a standalone community. That's okay with
Patel, who is deliberate in how that budget is spent.

“We are all about spending money on software
that helps our residents and their care,

and so far, all the spend that we have decided
to make has been working out great,” Patel says.

Resident-centric tech can be rooted directly on
care, but also can fighten administrative essentials
that can otherwise have a trickle-down effect on
residents and staff, and not in a good way.

Eldermark has
a great tool
on revenue
management,
and it does
help eliminate
a lot of
paperwork.”
Ketu Patel

Owner/Operator
Amaran Senior Living

“Eldermark has a great tool on revenue management, and it does help eliminate a lot of
paperwork,” Patel says. “Sometimes in real life, in the real world, when you're working at a
community, it's one thing after another and things will fall through the cracks. But having
Eldermark, they send out this email telling us when someone’s care levels are changing.
Instead of relying on communication between two department heads, we can just rely on
the system telling us that such and such person’s care level changed.”

B8 strATEGY 3

B8 Know what you care about and build from there

Guardian Angels Senior Services has three assisted living sites throughout Minnesota, with

a total of 295 apartments, plus a 120-bed SNF. With an average daily census in AL between
95% and 99%, and 85% average occupancy in their SNF, the company has a high bed count
for a smaller operator, and therefore takes a heavy focus on cybersecurity.

“Our technology budget is built around ensuring that we can provide quality care to our
residents and increase efficiencies for our employees,” says Lynn Gerard, RN, Vice President
of Quality Assurance and Business Processes of Guardian Angels. “It is important that we
focus on cybersecurity and ensuring that our business and resident data are protected. It is
arequirement that technology be affordable, reliable and provides the ability to increase

the quality of care to our residents.”

As such, it's noft surprising that the other tfechnology must-have for Guardian Angels is

connectivity. They feature Wi-Fi in every building.
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STRATEGY 4

Monitor financial performance and margin attainment

Because many small providers face razor-thin margins, monitoring their financial
performance is vital to financial stability.

"Software systems can work to create and support standards for workflow performance,
revenue capture and system monitoring for revenue capture gaps to ensure the provider
is paid for the work they do in service to their resident customers,” Anderson says.

1o
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‘Yt STRATEGY 5

Use automation (and don't
let it use you)

"Any time an operator can reduce the
headaches of change management while
increasing task completion, they should do it.
Operators should look for every efficiency in
workflow, especiallyfor nurses,” Anderson says.

"Take advantage of automated systems
found in many senior living software systems,”
Anderson says. He focuses on three big ones:

®

©)
®

Auto-population of data fields during care
management documentation

Creating an assessment care plan
Receiving medication order data from

the pharmacy that populates the resident
record and the MAR

" SHN

| really like Eldermark’s
dashboards — they
give me real-time
information, anywhere.
| can be traveling and
see how many services
are being planned

out today and who is
documenting those
services, who's missing
it, how many med
passes we have, how
many late meds we
have. Even when away
from the community,
that dashboard tells
me what'’s going on

in real time in that
community.”

Ketu Patel

Owner/Operator
Amaran Senior Living
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The tech must-haves to run with the top operators

Mount Angel Towers's fechnology expansion with Eldermark was extensive. They're not
alone. Here's a look at where three small operators spend their fech budget, with their lists

of "must-haves.”

Mount Angel Towers

One community, with an average daily census of 140
A software that drives revenue management, service delivery quality as well as consistency in:

& AL @ Staff management
@ Cyber security & Facility project management

@ Lead generations management & sales

Guardian Angels Senior Services
Three AL sites with a combined 295 apartments + one 120-bed SNF

A system that ensures... A focus on...

@ Quality care to residents @ Cybersecurity

& Increased efficiencies for employees @ Protecting all business and resident data
@ Wi-Fi in every building @ Technology that is affordable, reliable,

care-centric
& Max connectivity for residents

Amaran Senior Living
One community
A system that delivers...

@ Revenue management @ Automated communication between

d 1 t head
& Reduced paperwork epartment heads

_
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Executing on data
How to make informed decisions quickly and accurately
with data-driven insights

With their technology solution in place, a smaller operator’s next move is the same as their
larger colleagues: executing on the data.

“I really like Eldermark’s dashboards — they give me real-time information, anywhere,” says
Patel of Amaran Senior Living. “I can be traveling and it's on my phone and | can look at it
and see how many services are being planned out foday and who is documenting those
services, who's missing it, how many med passes we have, how many late meds we have.
Even when away from the community, that dashboard tells me what's going on in real time
in that community.”

Amaran’s next play is building a new process that lets them more quickly and accurately
evaluate their numbers. “Right now, we're not able to pull the data that helps us schedule
staff based on how much fime a staff member is spending with each resident,” she says.
“That is something that we're working on, and hopefully in the near future we'll have a staff
that is more dependable and loves data accurately.”

Cpad
@@@ The challenge of change management

For small operators, one of the largest challenges in technology adoption isn’'t necessarily the
cost, nor the creativity. It's the change management.

“Our staff is far less educated and skilled overall than they were five years ago, so asking
them to take on technology is a struggle sometimes,” says Stefanie Fenton of Mount
Angel Towers. “For example, getting caregivers to charge at the resident’'s room has been
difficult. Getting Marketing to operate the bulk email functionality has been hard. Staff are
more limited than before.”

That's why finding the right tfechnology partner is so critical.

“In these times of staffing challenges, caregivers expect to use technology in their work

to accomplish performance expectations, so the absence or lack of adequate technology
to support the work of the caregiver can furn away credentialed applicants or cause
individuals to leave in favor of a setting where technology is embraced as a fool of the
frade,” Anderson says.
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Winning the data game no
matter your size

In senior living, data is no longer a big
guy's domain. As Guardian Angels,
Mount Angel Towers and Amaran have alll
found, the reward of fech adoption and
expansion far outweighs the risk.

“(Smaller operators) have the right to
make their decisions, but at the end of
the day, on your revenue management
side and your clinical side, you are
eliminating so much paperwork by having
this technology, because it works with you
and you don't have to have someone

¢¢

Eldermark has effective
implementation — that
made the difference
for me. | believed that
we would have better
adoption across our
organization with

the implementation
support that Eldermark
planned to provide.”

Stefanie Fenton
COO and Owner
Mount Angel Towers

else taking care of everything,” Patel says.
“| feel like it's worth every penny, and it is the future.”
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Whether your community is building occupancy or staffing up,
partnering with a strong technology partner dedicated specifically
to serving senior living operators like you is important.

To learn more about Eldermark’s software solutions,
visit the senior living software provider at
eldermark.com or email them at sales@eldermark.com.
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