NVALC

NEVADA | ASSISTED LIVING CENTERS

Executive Summary Prepared by
My InnerVlew by National Research Corporation
Published November 10, 2015



Resident Satisfaction

2015 2014 2013

RESPONSE RATE 55% 53% 35%
COMMUNITIES SURVEYED 6 6 6
SURVEYS RECEIVED 206 141 94




Resident Satisfaction Slide 1

Global Satisfaction

PERCENT "EXCELLENT" AND "GOOD"

FOR GLOBAL SA TISFACTION ITEMS
Overall satisfaction Recommendation to others
71 % 90 % 71 % 90 %
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Resident Satisfaction Slide 1
Rating by Domain 2015
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Resident Satisfaction
Items ranked by Percent EXCELLENT for 2015
FAIR POOR

Recommendation to others 32% 39% 13%
Overall satisfaction_| 27% 44% 14% 15%

Care (concern) of staff | 60% 32% 8% t

Respectfulness of staff 57% 39% 4%

Responsiveness of staff I 54% 38% 8% |

Sufficiency of personal assistance 52% 40% 7% |

Competency of staff ) 52% 41% 6% 3

Sufficiency of healthcare needs
Cleanliness of rcom/surroundings
Commitment to family updates
Respect for privacy

Safety of facility

Courteousness of dining staff
Control of room temperature
Responsiveness of management
Security of personal belongings
Home-like atmosphere

Quality of laundry services
Sufficiency of transportation
Choices/preferences

Accuracy of bills for services
Comfort of rcom/surroundings
Meaningfulness of activities
Resident-to-resident friendships
Resident-to-staff friendships
Community life opportunities
Religious/spiritual oppertunities
Quality of amenities

"Grow as person” opportunities
Variety of meals

Adequacy of storage space
Appeal of food

Comparison of charges
Sufficiency of dietary needs
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Resident Satisfaction
Items Ranked within Domain by average scores for 2015
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CHARGES EXPERIENCE

BILLING /

QUALITY

2015

L 2013
Recommendation to others 67 78
Overall satisfaction 68 77
Respectfulness of staff 86 84
Roapestfr prvasy 75 80
Safety of facility 75 83
Choices/preferences m 63 73
Comfort of room/surroundings _Eg 75 81
Security of personal belongings [ T 69 76
Resident-to-resident friendships [ N T2 78
Resident-to-staff friendships 69 76
Community life cpportunities —I 63 T4
Meaningfulness of activites m 64 73
“Grow as person” opportunities [T 58 69
Religious/spiritual cpportunities [ 66 74
P B — o 7
Sufficiency of healthcare needs 67 78
Resy 1ess of nent | ] 59 70
Quality of laundry services [N 63 T3
Sufficiency of transportation [ N1 66 73
Care (concem) of staff | 7 | 76 80
Responsiveness of staff [ 71 72 77
Competency of staf o7 | T
Commitment to family updates 67 77
Cleanliness of room/surroundings T4 79
Control of room temperature 76 77
Home-like atmosphere _ﬂ 67 75
Quality of amenities 67 74
Adequacy of storage space _El 56 65
Courtecusness of dining staff [ ] 74 82
Variety of meals | NN 52 65
Appeal of food | SN 51 64
Sufficiency of dietary neecs | NNEE] 51 67
Accuracy of bills for services | NN ] 68 74
Comparison of charges || NEELE 53 67
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Family Satisfaction

2015 2014 2013

RESPONSE RATE 24% 34% 26%
COMMUNITIES SURVEYED 6 7 4
SURVEYS RECEIVED 60 87 44




Family Satisfaction

Global Satisfaction

Slide 1

PERCENT "EXCELLENT" AND "GOOD"

FOR GLOBAL SATISFACTION ITEMS

Overall satisfaction

93 %

90 %

Recommendation to others

91 % 90 %
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Family Satisfaction Slide 1
Ratings by Domain for 2015
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GLOBAL SATISFACTION
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DINING EXPERIENCE
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Family Satisfaction
Items Ranked by % EXCELLENT for 2015

EXCELLENT GOOD FAIR POOR
Recommendation to others | S 7S 9%

Overall satisfaction 53% 40% 7%
Respectfulness of staff I I 76% I 24%
Safety of facility | 66% 30% 4%
Responsiveness of staff 8% 7
Care (concern) of staff 59% 41%
Competency of staff . 59% 36% 5%
Comfort of room/surroundings . 58% 38% 4%
Resident.o-staff friendships 7%
Courteousness of dining staff . 55% 42% 1%
Resident-to-resident friendships | . 54% 33% 1% A
Respect for privacy | L S 475
Sufficiency of personal assistance 52% 34% 14%
Accuracy of bills for services | 9%
Gommitment to family updates | o%
Home-like atmosphere 13%
Sufficiency of healthcare needs | 47% 38% 13% 4
Community life opportunities 12%
Quality of amenities 13%
Security of personal belongings 39% 37% 17%
Responsiveness of management . 38% I 42% : 13%
Sufficiency of transportation 38% 43% 13%
"Grow as person" opportunities 19%
Meaningfulness of activities | 37% 39% 16%
Control of room temperature M 12%
Cleaniiness of room/surroundings 10% 34
Quality of laundry services 12% 7
Adequacy of storage space | 35% 42% - 15%
Variety of meals . 33% 35% 24%
Appeal of food [HHIIEGEGEEEEEEEEEEE2e ] 36% : 23%
Ghoices/preferences | 9% ﬁ
SuMiciency of dietary needs 1%
Religious/spiritual opportunities 25% : 43% I 20%

Comparison of charges . 24% 55% 18% a

Slide 2



Family Satisfaction
Items Ranked within Domain by Average Scores for 2015
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DINING

CHARGES EXPERIENCE

BILLING /

OF STAFF OF SERVICE

QUALITY

2015

BEIIEN miv
Recommendation to others 2 76 80
Overall satisfaction 76 79
Respectfulness of staff 85 87
Safety of facility 79 84
Comfort of reomsurroundings [ NG 80 83
Resident-to-staff friendships || NNGNGNGNININGNGEGEGEGEGEGEEEEEEEEEEEEEE -1 78 81
Respect for privacy | T 81 82
Resident-to-resident friendships _m 78 81
Choices/preferences I 74 77
Community life opportunities. 73 77
Security of personal belongings m 69 T2
“Grow as person” opportunities m 65 69
Meaningfulness of activities | I 1) 68 74
Retigioustepitual opportuniies. TR 71 75
fliciency of p | 79| 73 76
Sufficiency of healthcare needs 75 79
Quality of laundry services . 64 69
Responsiveness of management 67 72
Sufficiency of transportation . 71 73
Gare (concern) of sttt ] 77 82
Competency of starr_ | 7} 73 78
Responsiveness of staff | 7] 72 76
Commitment to family updates . 64 76
Homedlike atmosphere. [ 7 79 | 81
Qualty of amenites 74 78
Cleanliness of reomisurroundings [N 1 71 75
Adequacy of slorage space m 72 72
Contral of room temperature m 73 78
Courteousness of dining staff _ﬂ 83 83
Sufficiency of dietary needs . 75 73
Variety of meals | T} 68 72
Appeal of food 7Y &7 70
Accuracy of bills for services —ﬂ 76 78
Comparison of charges | -1 68 68
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Employee Satistaction

2015 2014 2013

RESPONSE RATE 57% 83% 86%
COMMUNITIES SURVEYED 3 6 4
SURVEYS RECEIVED 42 189 102




Employee Satisfaction

Global Satisfaction

Overall
satisfaction

PERCENT "EXCELLENT" AND "GOOD"

76% 12%

FOR GLOBAL SATISFACTION ITEMS
Recommendation

76%

for job

12%

Recommendation
for care

85% 81%
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Employee Satisfaction Slide 1
Ratings by Domain for 2015

EXCELLENT GOOD FAIR POOR

Nevada 47% 32% 16% B4

My InnerView 34% 41% 19% 6%
TRAINING

Nevada 41% 21% B%

My InnerView 44% 23% 8%
WORK ENVIRONMENT

Nevada 42% 19% )

My InnerView 39% 22% 12%
SUPERVISION

Nevada 38% 8% BV

My InnerView 33% 18% 10%

MANAGEMENT

Nevada 38% 15% 8%

My InnerView 13%



Employee Satisfaction

Slide 5

Items Ranked within Domain by Average Scores for 2015
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