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Improve Family Satisfaction in Senior Care: A 3-Step Guide
For family members of residents living in
senior care communities, nothing is
more important than trusting that their
loved ones are safe and well cared for.
Family members are integral to many care
delivery decisions, and their experience with a
senior care community impacts their level of trust
and satisfaction with the community, which can
impact the community’s reputation.

This guide outlines three steps to improve family
satisfaction in senior care communities by
instilling trust through transparency, engagement
and convenience. Improved family satisfaction
can also support better resident care outcomes,
improve marketability and census, and increase
staff satisfaction.

Family satisfaction is more important than ever as
communities grapple to address ever-growing
challenges, requirements, and expectations of
operating in a post-pandemic environment.

STEP

1

Adopt transparent and responsive communications
protocols, especially for grievances.

When issues or complaints arise in long-term
care, there are almost always accompanying
complaints related to communications—or the
lack thereof. While communications alone cannot
solve problems, communicating proactively and
responsively can go a long way in demonstrating
transparency, establishing trust, and mitigating
reputation damage.
Most reasonable family members do not expect
perfection, but they do expect providers to care
about their concerns and to take them seriously.
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Communication plays a big role in that
expectation and providers can avoid exacerbating
grievances—and potential litigation—by
establishing transparent and responsive
communications protocols to inform families
what steps are being taken to address concerns.
The following two pages outline best practices to
incorporate in your organization’s grievance
policy and other processes you have in place
when communicating with family members.
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Best Practices for Communicating with Family Members
Establish—and adhere to—expectations for addressing concerns in a timely
manner.
Your grievance policy and other processes should include responsive—and realistic—
timelines for addressing concerns. Clearly communicate these expectations with staff and
with families. By communicating expectations—and by adhering to them—you relieve the
anxiety and frustration a family member may feel if they are waiting to hear back from you
with no clear timeframe for a response.

Express compassion and empathy.
Family members experience a range of emotions when entrusting the care of their loved
ones to someone else. Compassion and empathy will go a long way in setting the tone for
interactions, especially when a family member has a grievance.

Don’t get defensive.
If a family member perceives that you are defensive, they may feel unheard and dismissed,
which is likely to make the situation worse. Take time to understand their concerns and
formulate a response that assures them that you’re listening. Responding with compassion
and empathy instead of defensiveness—even if you’re not to blame—will almost always yield
better outcomes.

Proactively share information: Don’t wait until you're required to
communicate.
There are many requirements and regulations governing information that long-term care
providers must provide and/or make available to families and others. Adopting a more
proactive approach by sharing information before you’re required to—and making
information easily accessible—promotes trust by showing families that you have anticipated
—and care about—their questions and concerns. Barring any HIPAA, privacy, or legal
limitations, if you know your families are going to ask for certain information or updates,
don’t wait until you’re required to communicate.

FREQUENT COMMUNICATION WITH FAMILIES = HIGHER PERCEIVED RESIDENT QUALITY OF LIFE
Among other findings pointing to the importance of communication with
families, results from a satisfaction survey with nursing home families in Ohio
indicated that families who communicated frequently with facility staff had
higher perceptions of resident quality of life.

Satisfact
ion Surv
ey

Source: Roberts, Amy Restorick, and Karen J Ishler. “Family Involvement in the Nursing Home and Perceived
Resident Quality of Life.” The Gerontologist vol. 58,6 (2018): 1033-1043. doi:10.1093/geront/gnx108
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Best Practices for Communicating with Family Members
Be the source of information.
Especially in negative situations, don’t let
your families hear about something related
to your community in the news or learn it
through a rumor mill. When you’re the
source of the information, you can address
misperceptions and mitigate rumors from
the start. You can also set expectations on
how you’re addressing a situation and
assure families that their loved ones are
safe and well cared for. While you may
suffer short-term reputation damage
resulting from a negative situation,
proactive communications can help
preserve your reputation in the long run.

What you communicate must align
with how you operate.
Families trust you with their loved ones, and
if you commit to doing something that you
don’t follow through on, you risk irreparable
damage. Similarly, if you do something that
you should have communicated about but
didn’t, you may also jeopardize your
reputation. The bottom line is that what you
say and do must go hand in hand if you
want to instill trust, especially when
addressing grievances.

Communicate in good times and in
bad.
Don’t wait until something bad happens to
communicate. Don’t ignore when something
bad happens either. Establish processes for
frequent communication so that if or when
something bad happens, you will have
already established open lines of
communication.

EXAMPLES OF UPDATES TO
SHARE WITH FAMILIES
Health and safety-related updates and/or
initiatives
You’re implementing enhanced infection
prevention and control measures in
preparation for flu season.
You have several COVID-19 vaccine clinics set
up in the upcoming weeks.
Activities, celebrations, other special events
You’re having a special birthday celebration for
centenarians in your community.
You held an awards ceremony for staff with 20
or more years of service.
Operational updates
You have building maintenance or
construction scheduled that will impact
parking or visitation.
You're upgrading your phone system and the
phones may be down for a short period.
Key leadership or staff updates
A long-time, beloved administrator is
promoted to a new position and a new
administrator is joining the team.
A department is reorganizing, and family
member points of contacts are changing.
Events or incidents that can cause
disruption to services
You expect severe weather to hit your
community and you have an emergency plan
and ample supplies in case the power goes out.
Due to a water main break, you are under a
temporary boil water advisory which is
impacting the availability of some food and
beverage options for residents.

Customizable Communications Templates
Carefeed’s HIPAA-secure digital communications and engagement platform has
customizable communications templates for various scenarios.
Carefeed saves countless staff hours with the ability to send messages quickly and easily
to all audiences—or certain segments of audiences—via text, email and/or voicemail.
For more information or to schedule a demo, visit www.carefeed.com.
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STEP

2

Maximize opportunities for family engagement
and interaction.

Regulatory and health and safety requirements resulting from COVID-19 have changed visitation processes
and expectations at many senior care communities for the foreseeable future. Although in-person
visitation has mostly resumed, it’s more important than ever that communities have flexible and creative
opportunities available for family engagement whether they are in person or not. Here are some ideas to
help maximize opportunities for family engagement and interaction.

Share the schedule.
Share your community’s activities schedules and other
calendar information regularly to keep family members
informed. When families know what’s on the schedule,
they can help remind and encourage their loved ones to
participate. Make the information easily accessible, and
when possible, invite families to join in.

WHAT’S ON THE CALENDAR?
Help family members stay plugged
into what’s happening in your
community and on their loved
ones’ calendars.
For example:
Activities, events and outings
Volunteer group or other special visits
Menu
Salon hours
Business office hours
Appointments

Permanently integrate virtual platforms.
Virtual platforms like Zoom, Skype, FaceTime and others served a critical role during the pandemic in
keeping residents and families connected when family members couldn’t visit in person. Even with the
resumption of many in-person visitation and activities, use of these platforms is here to stay. Not only are
they great for one-on-one virtual interaction, but they can be used during group activities or celebrations
where families have an opportunity to participate or watch from afar.

FAMILY INVOLVEMENT PLAYS IMPORTANT ROLE IN RESIDENT QUALITY OF LIFE
Results from a group trial conducted with nearly 500 family members and nearly 400 staff across 24
nursing home and assisted living sites in North Carolina indicated that families play important roles in
improving resident quality of life, and that their involvement may also improve relationships with staff.
Source: Zimmerman, Sheryl et al. “Families Matter in Long-Term Care: Results of a Group-Randomized Trial.” Seniors housing & care journal
vol. 21,1 (2013): 3-20.
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Incorporate ample opportunities and channels for feedback.
In addition to one-on-one interactions between family members and staff during opportunities like care
planning meetings, family members should have ample other opportunities—and channels—where they
can provide feedback. For example:
Make contact information readily available.
When you want to connect with someone, there’s nothing more frustrating than having to search for
contact information. Ensure that your communications messages and channels include appropriate
points of contact and contact information so that family members can easily reach out. Keep contact
information up-to-date and let families know of important changes.
Monitor and respond to online reviews and feedback.
Family members may turn to online review sites or social media to share feedback about their
experiences. It’s important to monitor this feedback and respond when appropriate. If it’s negative,
don’t get defensive. Rather, respond in a way that demonstrates you care and want to hear about
their concern. Try to take the conversation offline so that you can talk with the family member to
address specific concerns.

SPRINGDALE
Senior Community

Reviews
Jane
My mom was a resident here and while the staff were great, there are some
improvements needed.

Lisa from Springdale Community

Jane

We’d love the opportunity to talk more about your and your mother’s
experience with us. Could you send us a direct message with your
preferred contact information, and we’ll reach out to schedule a
convenient time to talk?

Thanks, just sent. I appreciate you taking the time to listen!

Conduct surveys.
Surveys can assess opinions, pain points, best practices, and more. It’s important to also consider
post-survey communications to let families know how you’re addressing survey findings.
Provide opportunities for kudos.
Don’t forget to provide opportunities for family members to submit positive feedback and
recognition for staff. If a family member expresses gratitude or kudos through a channel like email
or letter, consider asking if they’d also review your community online to let others know about their
experience.
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STEP

3

Prioritize convenience for families AND staff.
To make access to information easy for
families and staff—and to comply with laws
and regulatory requirements—providers seek
affordable solutions that empower and equip
families with easy access to information while
also alleviating burdens on staff so they can
focus on direct care.

Providing convenient access to information isn’t
just a best practice, in some cases it’s the law.
When it comes to patient requests for electronic
health information, for example, the 21st
Century Cures Act (Cures Act) prohibits
providers from delaying or inhibiting the
availability of requested information—and it
must be provided at no charge—including when
requested from designated family members.

Provide a one-stop hub for community
information and interaction:

DALE
SPRING
Community
Senior

Carefeed Family Portal
Carefeed’s family portal enables senior care
communities to easily share community
information in a customizable, user-friendly
desktop and mobile format that can be accessed
from a community’s existing website.
In addition to general information available to all
viewers, the portal includes a login feature
specifically for family members to access more
detailed and personalized information like their
loved one’s appointment calendar, signed
documents, and clinical information—as well as
the capability to message and chat with staff.

SPRINGDALE
Senior Community

LEARN MORE

OUR CARE PLANS

Access and log in to the
family portal through
community's existing
website.

Carefeed's Family Portal is Customizable to Your Needs:
Communities have the ability to control features and information that is made available.
NO LOGIN REQUIRED
General community
information (key contacts,
photos, business hours, etc.)
Public-facing information
like calendar of activities
and events, menus, visitor
scheduling, and more
Submit requests, feedback
and/or kudos
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FAMILY MEMBERS LOG IN TO ACCESS INFORMATION & CAPABILITIES SUCH AS:
See loved one's appointments
See scheduled care plan meetings
Sign documents and access saved
documents
Upload center to submit pictures and
documents
RSVP to activities and events

Access loved one's HIPAA-secure clinical
information
HIPAA-secure message function to reach
and chat with staff
Ability to make payments or ask billing
questions
Access education and support resources
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Carefeed promotes care and
compliance with seamless
communications.
When you combine the family portal with
Carefeed’s easy-to-use communications and
engagement platform, you support seamless
communications and engagement with residents,
families and staff.
Carefeed's communications and engagement
platform allows communities to:
Broadcast text, email and voicemails
Email and text monthly newsletters, seasonal
greetings, educational information, and more
Email or text admission agreements and
record consent via email or text
Automatically upload communications and
documentation to residents' EHR charts
Automate appointment calendar reminders
and other messages
Send or automate digital surveys and access
real-time analytics

CAREFEED CASE STUDY
One senior care community reported that it
saved an average of two hours per admission
by using Carefeed.
With its electronic admissions process, staff can
send admissions agreements and collect esignatures via text or email.
With a real-time intake dashboard, staff can
easily see new admissions and track signed
documents. Designated family members can
then access the documents when logged in to
the family portal.

I was blown away at how simple Carefeed
made mass communication. Our messages
automatically upload into the resident's
EHR, which helps during State surveys.
Our families and staff love it too.
Administrator, Nursing Home in Florida

Spend more time on resident care.

Increase your marketability.

Carefeed partners with electronic health record
(EHR) companies to allow for streamlined and
digitized health information. This allows staff to
spend less time on burdensome documentation
and administrative processes and more time on
resident care.

Carefeed's family portal and communications
and engagement platform support marketing
and census-building efforts with its vibrant
layout options that allow communities to
communicate effectively and efficiently, which
promotes trust among residents, families and
staff. Providers that effectively communicate
will be in a much better position to attract
people to live and work in their communities.

Stay compliant.
Carefeed makes it easier for communities to
comply with regulatory and other requirements
governing information sharing.

Transform the way you communicate with your residents, family members, staff and others with
Carefeed's simple, secure, cloud-based HIPAA-compliant communications solutions.
Contact us today to set up a demo and to learn more.
Email learnmore@carefeed.com or call 513-800-7723.
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