
SENIOR LIVING 
I N S I G H T S :
The Link Between 
Employee Engagement and 
Resident Engagement



At Holleran, we have amassed a database of both employee and 
resident engagement/satisfaction scores over two and a half 
decades, resulting in the largest benchmark of its kind, focused 
primarily on not-for-profit Life Plan Communities across the 
United States.
 
Our most recent work has focused on understanding how campuses 
can create a "culture" of engagement. Developing such a culture 
can significantly impact organizational results, including:
 
* A reduction in voluntary turnover among employees
* A loyal and committed workforce
* Successful aging among independent living residents
* A deep sense of connectivity on campus
* Better occupancy levels as a result of engaged residents who are 
more willing to recommend their campus to family and friends
 
While we are continuing to explore the exact causal relationship 
between employee engagement and resident engagement, we know 
this for sure: where there are high levels of resident engagement, 
high levels of employee engagement are also found. This Insights 
Report begins to explore this relationship and offers best practices 
to achieve even greater levels of engagement among both 
stakeholder groups.
 
 Michele Holleran, CEO and Founder
November 2018

A MESSAGE 
FROM OUR FOUNDER



engagement IS A

SYMBIOTIC RELATIONSHIP

CULTURE OF ENGAGEMENT

RESIDENT ENGAGEMENT

EMPLOYEE ENGAGEMENT



AT CAMPUSES WHERE THERE IS 
STRONG RESIDENT ENGAGEMENT 

YOU WILL ALSO FIND...

21%
fewer 

disengaged 
employees

36%
50%

more highly 
engaged 

supervisors

more highly 
engaged 

employees
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3X

*American Management Association

HIGHLY ENGAGED 
EMPLOYEES ARE THREE 
TIMES LESS LIKELY TO 
LEAVE YOUR CAMPUS. 

*
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When employee engagement is strong, 
departmental turnover goes down. Holleran's 
examination of employee engagement and 
turnover among Life Care Services   (LCS) 
communities reveals that for every 12.5% 
increase in employee engagement within a

decreasesdepartment, turnover by 3%.

®



FOCUS
on Resident 

Engagement and 
Employee Engagement 

will likely
 INCREASE

HOW DOES A CAMPUS INCREASE 

RESIDENT ENGAGEMENT?

2: Create a culture where resident voices are heard, 
connections are rich, fulfillment of life goals are achieved and 
well-being is enhanced.
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1: Foster a campus environment that supports and encourages 
successful aging.



VOICE
Engagement with 
Community

CONNECTION
Engagement with Others

SUCCESSFUL AGING

FULFILLMENT
Engagement with 
Life Goals

WELL-BEING
Engagement with Health 
& Wellness
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 FOUR 
the 

RESIDENT 
engagement
of

DOMAINS



MEASURE RESIDENT 

ENGAGEMENT, 

NOT JUST RESIDENT 

SATISFACTION. 

 Both are important, but measure 
different elements of campus culture. 
Satisfaction survey factors measure lower 
level needs, such as physiological and 
safety needs. Engagement survey factors 
measure higher level needs, such as 
belonging, esteem and self-actualization. 
The gap in mean scores between 
satisfaction and engagement is 
significant.
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4.33
MEAN SCORE

satisfaction

4.24
engagement

MEAN SCORE

^

^

^These mean scores are measured on a 1-5 scale. 



SUCCESSFUL AGING AND 

MASLOW'S HIERARCHY OF NEEDS

Safety

Belonging

Esteem

Self-Actualization

Physiological
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Residents now  expect both lower level and 
higher level needs to be met on their campuses. 
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B
VOICE

C
CONNECTION

B-
FULFILLMENT

C+
WELL-BEING

MEAN SCORE: 4.04 MEAN SCORE: 4.39

MEAN SCORE: 4.15 MEAN SCORE: 4.20

HERE'S HOW RESIDENTS 

RATE THEIR CAMPUSES ON 

THE FOUR DOMAINS OF 

ENGAGEMENT.

*Holleran Benchmark

**

**
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A CASE STUDY

EMPLOYEES

78.7%

The outcome of a highly engaged employee and resident culture.

VOICE

4.58 Mean Score
+.54 above HB*

CONNECTION
4.72 Mean Score
+.33 above HB*

FULFILLMENT

4.55 Mean Score
+.40 above HB*

WELL-BEING

4.47 Mean Score
+.27 above HB*

RESIDENT ENGAGEMENT RESULTS

*Holleran Benchmark

of
are

HIGHLY ENGAGED



Administrators need to be highly visible and responsive to 
residents. A day's delay in response can feel like a week to a 
resident--immediate responses, even to say, "I got your message 
and will get back to you on this next Tuesday," tell residents that 
someone is listening.

Re-configure the Resident Activities Coordinator role to engage 
residents in creating their own activities and outings--invite 
residents to take the lead.

Conduct Resident Engagement surveys regularly to determine 
how successfully residents are being supported in their aging 
process. Conduct resident forums to review results. Involve the 
Resident Association/Council in this process and work 
collaboratively to implement improvements.

VOICE

BEST PRACTICES 
BOLSTER

RESIDENT
to

1

2

3
| 9



1
Pair incoming residents with residents who have lived on campus 
for several years. Take care in matching new and established 
residents by ensuring they share common interests and attitudes.
 
 Encourage employee and resident relationships--allow 
employees to interact with residents regularly, such as at meal 
times and during activities, and to take a personal interest in 
each other's lives.
 
 Ensure that there are a sufficient number of employees working 
over the weekends. Residents report high levels of loneliness on 
Saturdays and Sundays when fewer employees are at work. 
 
 

2

3

BEST PRACTICES 
STRENGTHEN

RESIDENT
to
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CONNECTION



BEST PRACTICES 
HEIGHTEN

RESIDENT
FULFILLMENT

to

Catalog the gifts and strengths of residents. Get to know 
residents well and gauge their interest in making contributions 
on and off campus. Enlist their expertise and invite their 
feedback on new initiatives and projects.

Consider developing "life plans" with residents, focused on 
their personal goals around successful aging and unrealized 
aspirations, such as writing a book, learning a new skill or 
taking a college course.

Adopt a new mindset: begin to treat residents as co-creators 
of your culture. Involve them in decisions that impact the 
quality of their lives.

1

2

3
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Hold a wellness conversation with each resident and track goals 
each quarter. This can be done in small affinity groups around 
specific goals. Example: residents focused on better nutrition 
should meet and support one another in this endeavor.

Think beyond the norm when it comes to well-being. For 
example, part of well-being is preparing for death. Embrace the 
uncomfortable and challenge residents to discuss death and 
dying issues, including transitions to higher levels of care and 
how this should happen.

Create a curriculum around successful aging practices. Share 
research that supports the notion that positive attitudes toward 
aging adds to better quality of life, recovery from life-
threatening illnesses and increased life expectancies.

WELL-BEING

BEST PRACTICES 
ENHANCE

RESIDENT
to

1

2

3
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THE GOOD NEWS: 80% of senior living 
employees strongly agree or agree that 
they have friends at work.

Another key finding that will likely 
strengthen both resident engagement and 
employee engagement:

Employees who strongly agree with the 
Holleran survey statement, "I have friends 
at work," are more than twice as likely to 
be highly satisfied with their job (62%), 
compared to employees who disagree 
with the statement (28%).
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*Gallup: Women in America: Work and Life Well-Lived

WOMEN SAY THE SOCIAL 
ASPECT OF A JOB IS A 
MAJOR REASON WHY 

THEY WORK

out of 2 3

^Argentum: The Senior Living Employee Report: A Socioeconomic Portrait of Today's Worker

What role does gender play in  
creating a culture of 

engagement on your campus?

 ENCOURAGE EMPLOYEES

FRIENDSHIPS

DEVELOP

 

to

with other

EMPLOYEES & RESIDENTS
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*

SENIOR LIVING 
EMPLOYEES 
ARE FEMALE

80%

^

of 



On campuses where resident engagement scores are 
higher, residents are also more likely to recommend their 
campus to friends or relatives. This measure of loyalty and 
endorsement is a competitive advantage in support of 
your brand. Promote high resident engagement in your 
marketing materials and use it to improve occupancy.
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establish a
CULTURE OF ENGAGEMENT. 

LEVERAGE YOUR BRAND.

Residents living on campuses where 
higher engagement levels are reported 

are 7.9% more likely to recommend their 
campus to friends or relatives than those 

who live where resident engagement is 
reported as average or lower. 



FACILITATING 
SUCCESSFUL AGING 
AMONG RESIDENTS 
DEVELOPS: 

1.
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Strong employee 
engagement

2.

3.

Better employee retention 
rates

Optimal resident loyalty 
and willingness to 
recommend your campus 
to others

T H E  

THREE
BIG
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