
Use this self-assessment tool to evaluate your senior living community’s readiness to meet 
the needs of prospective residents and their families. By putting yourself in the shoes 
of personas like Susan Peterson (Assisted Living Seeker) or Helen Thompson (Memory 
Care Seeker), you can identify strengths and areas for improvement in your offerings, 
communication, and overall experience.

Step 1: Evaluate Initial Touchpoints
Assess how potential customers experience your community during their first interaction.

Website Experience
 Yes  No Is the website easy to navigate with clear information on assisted living  

and memory care?
 Yes  No Does it include detailed descriptions of services, amenities, and costs?
 Yes  No Are there customer reviews or testimonials that highlight the quality of care?
 Yes  No Does the website offer interactive tools like virtual tours, inquiry forms,  

or chatbots?

Score Yourself (1–5):
____1: Website is outdated or difficult to navigate.
____3: Website provides adequate information but lacks engaging features.
____5: Website is comprehensive, visually appealing, and user-friendly.

Digital Marketing
 Yes  No Are your email campaigns personalized and relevant to the recipient’s needs?
 Yes  No Do your social media posts reflect the vibrancy of your community?
 Yes  No Are events, workshops, or educational resources promoted regularly online?

Score Yourself (1–5):
____1: No digital marketing strategy.
____3: Some digital engagement but lacking consistency.
____5: Highly targeted and engaging digital content.
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Step 2: Assess Inquiry Responses
Test how your team handles inquiries via phone, email, and in-person visits.

Empathy and Understanding
 Yes  No Does your staff express genuine empathy when discussing personal 

challenges like caregiving or senior health needs?
 Yes  No Are they patient and thoughtful in answering sensitive questions?

Score Yourself (1–5):
____1: Staff seem rushed or uninterested in the caller’s concerns.
____3: Staff provide adequate but generic responses.
____5: Staff are warm, empathetic, and truly invested in the caller’s situation.

Knowledge and Guidance
 Yes  No Can your staff confidently explain the services, care levels, and costs  

without hesitation?
 Yes  No Are they able to personalize recommendations based on the caller’s  

unique needs?

Score Yourself (1–5):
____1: Staff lack detailed knowledge of the offerings.
____3: Staff have general knowledge but struggle to tailor responses.
____5: Staff demonstrate deep knowledge and provide personalized guidance.

Step 3: Test In-Person and Virtual Tours
Evaluate how well your community presents itself during tours.

Tour Personalization
 Yes  No Is the tour tailored to the visitor’s specific interests or needs  

(e.g., assisted living vs. memory care)?
 Yes  No Are all areas of the community clean, welcoming, and functional?

Score Yourself (1–5):
____1: Tours are generic and lack customization.
____3: Tours are informative but miss opportunities for personalization.
____5: Tours are highly engaging, personalized, and make visitors feel valued.

Follow-Up and Communication
 Yes  No Does your team follow up promptly after a tour with personalized  

communication?
 Yes  No Are they proactive in addressing unanswered questions or concerns?

Score Yourself (1–5):
____1: No follow-up after the tour.
____3: Generic follow-up without addressing specific concerns.
____5: Thoughtful follow-up with personalized communication.



Step 4: Review Cost Transparency
Ensure all cost-related information is clear and detailed.

 Yes  No Can your team clearly explain costs, including any additional fees  
(e.g., second person, medication management)?

 Yes  No Are there tiered care packages or all-inclusive options available?
 Yes  No Are promotions or rate increases communicated clearly?

Score Yourself (1–5):
____1: Cost explanations are vague or inconsistent.
____3: Costs are explained but may lack clarity or transparency.
____5: Costs are detailed, clear, and communicated transparently.

Step 5: Customer Perspective
Finally, reflect on the overall experience.

 Yes  No Would you feel confident choosing your community for a loved one?
 Yes  No Does your community feel warm, welcoming, and well-organized?
 Yes  No Would you recommend your community to a friend or family member?

Score Yourself (1–5):
____1: Serious improvements needed.
____3: Satisfactory experience but room for improvement.
____5: Outstanding experience that exceeds expectations.

Scoring Your Community
Add up your scores for each section.

25–30 Points: Your community provides an exceptional experience.
15–24 Points: You’re doing well, but there are clear areas for improvement.
Below 15 Points: It’s time to take a closer look at where your community is falling  

short and make significant changes.

TAKE ACTION
Use this assessment to identify gaps and implement targeted improvements. By focusing 
on empathy, personalization, and transparency, your community can become the go-to 
choice for families seeking assisted living or memory care solutions. The first time is just 
the baseline - schedule ongoing assessments annually, quarterly or monthly, based on your 
organizations initiatives. 

The team of Experience Experts at  
ADage are here, if you’d like to  

MAXIMIZE YOUR SCORE - 
AND OCCUPANCY! www.ADageMarketingGroup.com


