
Challenged
by reim-
bursement,
low mar-
gins and
cash flow

A/R
Accounts 
receivable 

PM
Property
manage-
ment
strategy

Strong
customer
care com-
promised
by compe-
tition and
public 
perception

Excellent
patient
care 
challenged
by delivery
and docu-
mentation

Q1-Q2 2002 
JANUARY — JUNE

Q1-Q2 2003
JANUARY — DECEMBER

Q3-Q4 2003
JANUARY — DECEMBER

Q3-Q4 2002 
JULY — DECEMBER

PE
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L
EX

CE
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EN
CE

CU
ST

OM
ER

FO
CU

S

Accelerated
growth
through 

reinvestment

We are 
the premier

provider 
of senior 
services

We are 
the leader 

in the 
delivery of 
exceptional

care

PT
Programs 
and 
training

SM
Sales and
marketing
effort

TC
Training
and
certifica-
tion

CURRENT
REALITY

TOP
PRIORITIES

OUR
VISION

FI
NA

NC
IA

L
ST

AB
IL

IT
Y

Visionary
leadership
challenged
by employ-
ee reten-
tion and
labor
issues

RT
Reduce
turnover

CB
Compensa-
tion and 
benefits 
program

We are 
the 

employer 
of choice

PT
Pilot customer care training

PT
All sales staff 

trained and certified

CB
Implement employee 
satisfaction survey

RT
HR training 

via HR training
manual

RT
Effective, ongoing 
training practices

in place

CB
Establish job 

descriptions and career
development plans

CB
Implement standardized

benefits program

RT
Balanced scorecard

training

CB
Implement 

pay for 
perform-

ance

TC 
Training for all 

coordinators

SM
Evaluate

“branding” 
our name

SM
4 new sales 

positions 
filled

SM
Standardize sales 

and marketing 
system

PM
Complete 
permanent 

financing of 
properties

PM
Evaluate leases 

for potential
purchases

PM
Reinvestment plan to

update properties

PT
92%

customer 
satisfac-

tion

PT
88%

customer 
satisfac-

tion

SM
$1M in

new 
referrals

SM
Census 
at 95%

TC
100% 

coordinators
certified

RT
Reduce
turnover 
to 65%

PM
95% 

properties
financed

PM
100% 

properties
financed

RT
Reduce
turnover 
to 60%

CB
95% EE

survey sat-
isfaction

A/R
Develop
financial 
training 

programs

A/R
Update A/R 
training and 

billing manual

TC
Training on health

information 
management systems

TC
Cross-train employees 

to address turnover
issues

A/R
A/P>60

days 
to 0

A/R
Lower 

A/R by 3
days

A/R
Lower 

A/R by 2
days

S A M P L E  V I S I O N  M A P


