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Marketing is everyone’s job. With the increased connectivity and the ability to share an experience at the push of a button, does your entire team know how your retirement community is to be positioned?

The attached Customer Service checklist is an example of an exercise you should go through with your team.
· Invite members of all departments throughout the organization and have each person complete the spreadsheet;
· Spend time discussing the results as a larger group;
· Ensure there is representation by decision-makers;
· Determine a ranking and plan to improve that all participants can agree to;
· Share the findings via internal communications as a follow up to the working session;
· Ask for whole organization commitment.


	Factor
	Top 5 best things about us?
(Check 5)
	Is this a key differentiator?  If so, why?
	What’s weak about this area?
	How could we improve?

	Infrastructure
	
	
	
	

	Great location
	
	
	
	

	Clean building
	
	
	
	

	Attractive, useful building amenities
	
	
	
	

	Spacious suites with useful features
	
	
	
	

	Lifestyle
	
	
	
	

	Independent atmosphere


	
	
	
	

	Robust, varied recreation program 
	
	
	
	

	Dining:
varied, delicious, nutritious

	
	
	
	

	Lifestyle (cont’d)
	
	
	
	

	Dining:
pleasant dining environment

	
	
	
	

	Supportive personal & health care services to meet individual needs at a time and in a way the resident wants

	
	
	
	

	Service recovery: accessibility, timeliness, ability to act nimbly and with authority 

	
	
	
	

	Staff
	
	
	
	

	Experienced, responsive management staff

	
	
	
	

	Friendly, helpful, well-trained staff
	
	
	
	

	Timely, thorough housekeeping & laundry services

	
	
	
	

	Other
	
	
	
	

	Other Unique Selling Point:

(Add as many cells as needed)
	
	
	
	



It is important to understand that each residence will have its own set of strengths and weaknesses. Ideally, you are looking for elements that help you stand apart from your competition. In instances of weaknesses, you need to identify whether or not you want to “start, stop or continue” doing these things.

If you choose to start or continue, it is important to
· Lay out a very specific plan for improvement or start up;
· Ensure you have buy-in from the team and organization;
· Set a schedule for check in to make sure you are delivering on your goals.
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