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Objective
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• discuss community outreach strategies and how to
 implement 
• empower team members to meet the needs
 of the customer
• provide leadership with simple and effective
 ways to consistently recognize and communicate with
 referral partners and team members tools that will
 help continue to meet the needs of customers now and in
 the future



Outreach strategies are systematic efforts aimed to fill the 
gap between a service and a referral partner or community 
need. 

1. Create
2. Implement
3. Empower
4. Recognize
5. Communicate



Create
Create key print pieces to quickly and effectively communicate 

services and capabilities.
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Professional Collateral
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• Business cards (with and w/o QR Code)
• Letterhead (print and digital)
• Stickers
• Capabilities flyer (print and digital)
• Brochure/rack card (print and digital)
• Google review flyer
• Promotional items
• Resident welcome kit



Business Cards / Letterhead
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Clinical Capabilities Flyer
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Brochure
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Rack Cards
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Implement
Community Outreach tools / resources:
• Monthly outreach plan
• Advertising and best practices
• Referral account listing (secondary and tertiary)
• SWOT analysis
• Competitive analysis
• Monthly education calls
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Community Outreach Plan
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Monthly Advertising
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Monthly Advertising
CENTER

: MONTH/YR

ADVERTISING (i.e., newspaper, radio, placemat, billboards, TV)
VENDOR FREQUENCY (i.e. weekly; bi-weekly; monthly) COST BRIEF DESCRIPTION



Referral Account Listing
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Book of Business
DATE: DATE REVIEWED: *recommend that the book of business is reviewed quarterly

# REFERRAL PARTNER ADDRESS PHONE FAX CONTACT NAME EMAIL
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8
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SWOT Analysis
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Competitive Analysis
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MONTH/YEAR  Competitive Analysis for [Center Name]

Your Center Name Your Center Competitor 1 Competitor 2 Competitor 3 Competitor 4 Competitor 5
Community Information 
Ownership
Profit or Nonprofit
Type
Administrator at time of completion
Percentage of occupancy (as of DATE)
Closest hospital to campus
Are they part of a CRCC?
#1 Referral Source
Miles from center to #1 referral source 
Total Number of Beds
Total number of beds
Square footage of different room options
Daily Rates (enter individual room/apartment information)

Levels of Care (enter specifics per center)

Additional Fees
Community Fee
Pet fee
Respite available (Y/N) If so, include fee
Second Person Fee

Your Center Name Your Center Competitor 1 Competitor 2 Competitor 3 Competitor 4 Competitor 5
Additional Services and Rates if not Included in Daily Rate
Cable 
Telephone 
WiFi
Transportation with assistance
If certain items aren't included but are 
offered as an add on, what are they and 
cost?
Online presence 
Google rating
Number of Google reviews
Active Facebook page? (post within last 
month)
Community  Amenities



Monthly Educational Calls
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• Topics
• Speakers
• Guidelines
• Resources
• Outcomes



Empower
A thorough interview and screening process leads to a quality 
team member to supplement the team, ensuring a quality 
customer experience  throughout the process and community 
outreach initiatives. 
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Recruit, Onboard, Retain
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• Online recruitment ad
• Orientation checklist
• Recognition (thank-you’ s)
• Evaluations



Example job requirements
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• Computer skills, including Word, Excel, PowerPoint etc.
• Excellent written and verbal communication skills.
• Strong organizational and general office skills. 
• Problem-solving and excellent customer relations ability.
• Strong public relations skills.
• Independent decision-making and critical thinking skills.
• Ability to work as a member of a team and collaborate with 

others
• Must have the skills to communicate effectively and follow 

through with priorities.



Recognize
Team Members
• Hip-Hip Hooray Board
• Team Member of the Month
• Random acts of kindness
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Residents
• Resident of the month
• Rehabilitation success
• Testimonials
• Letters of appreciation



Celebrate
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Our Shared Success
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Resident Success Outcomes
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Key Metrics
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Analytics
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Communicate
• Team member newsletter
• Resident newsletter
• Social media
• Testimonials (radio, website, etc.)
• Hand-written note / card
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Community Outreach Standards
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Outreach Team
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• Consists of, at least, the NHA, DON, admissions, social services, 
     activities and specialty unit directory (if applicable)
• Monthly or quarterly plan
• S.M.A.R.T goals
• Competitor analysis
• Book of business
• S.W.O.T



Tour Team
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• At least three deep
• Tour readiness checklist 
• Model room
• Pre-conference
• Post tour
• Bed acceptance



Inquiry / Admission Team
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• At least three deep
• Response time 15 minutes or less
• Clinical admission grid (R,Y,G)
• Inquiry to admission checklist
• Concierge program
• Admission document signing



35



Customer Experience
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Whether through email or in person, 
you only get one chance to make a good 

first impression. 



First Impressions: Checklist
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Customer Experience:  
Telephone Etiquette

38



Concierge Program
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Sign Installation



Concierge Program 

• Families and friends have commented about 
the improved efficiency of our home visits
• Utilized the cart as a way to improve the check 

in and out process for home and therapeutic 
visits

• Decrease in missing items for visits
• Organized
• Professional
• Enjoy being greeted upon return
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Concierge – Home Visit
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Guardian Angel/Care 
Companion
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To check-in with each new resident, encourage relationships and
to improve the quality of care for individuals we serve.

Department managers will be assigned a grouping of rooms to:
• Provide an additional “friend” or contact
• Get to know the resident
• Proactively solicit feedback
• Community with resident’s family
• Check room (call bell in reach, fresh water, etc.)

Each day the Guardian Angel/Care Companion will visit the resident: 
• First seven days of admission OR throughout stay



Partnership Programs
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• Form a partnership with a local pharmacy
• Connect with a learning institute
• Connect with a food bank, shelter, school and
      offer to host a food drive, a back-pack/school supply 
      drive
• Create a newsletter
• Start monthly themed coffees-n-chats
• Start monthly themed luncheons
• Start a monthly walking group
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We appreciate you 
joining us for the 
first presentation 
to kick off PACAH.

Learn More about CHR:
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