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No Choice But to Change
No one could have predicted all of the impacts COVID-19
would have. This global pandemic has changed how we live
and how we work. Brookdale Senior Living, the nation’s
largest senior living provider, has transformed many aspects
of how it cares for the nation’s seniors in response to the
pandemic. But what hasn’t changed is the compassion and
care Brookdale associates provide to residents and
patients. While things may be different, the company’s
mission to enrich the lives of those they serve remains
firmly at the core of everything they do.

Brookdale CEO Cindy Baier

Early in the pandemic, Brookdale took swift action and put
protocols in place at communities across the country to
help prevent the spread of COVID-19. The company’s
response to the pandemic has touched so many aspects of
community life, from the dining and housekeeping teams, to
resident engagement programs and even design teams.

“COVID-19 created huge disruptions,” said Cindy Baier, Brookdale’s president and
chief executive officer. “To meet the challenges, we had to be progressive, informed
and responsive. We had to change our business quickly and the stakes were the
Watch a Video about
Brookdale's hope for the
highest imaginable, literally life or death.”
future.

Testing, Monitoring
Prove Key
Brookdale completed baseline testing of
all residents and associates in early
August, administering over 100,000 tests.
It was an ambitious goal that involved the
procurement of test kits, staffing and
coordination across the country.
Brookdale leaders saw the importance of
developing a baseline as a way of
understanding how effective infection
prevention protocols were and what
additional steps would need to be taken.
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“It was a huge effort to facilitate testing at all our communities, and
asymptomatic carriers presented a unique challenge” said Angela Haley,
vice president of clinical operations. “But we had to develop a baseline.
We had to know where we were starting in order to react responsibly
with any positive cases.”
Back in March, when the COVID-19 virus began rapidly spreading across
the nation, Brookdale took early, strong and diligent actions to try to
Angela Haley, vice president
prevent and contain the virus. The clinical team developed multiple
of clinical operations
protocols to try to help prevent residents and associates from being
Hear more about
clinical changes
infected, as well as hundreds of resources to support associates.
Brookdale made in
Brookdale was an early adopter of checking the temperatures of
response to the
pandemic.
residents and associates as well as the oxygen levels of residents, in
addition to checking for symptoms of the virus. Brookdale procured millions of facemasks,
gowns and gloves, as well as hand sanitizer for associates to use, as needed, while providing
services to residents. Today, Brookdale’s corporate support team monitors any anticipated
supply shortages in order to meet community needs and optimize if necessary.
Brookdale’s clinical infection control experts also identified a lotion-like skin protectant that has
ingredients which make a hostile surface to the COVID virus as an additional safeguard. This skin
protectant was provided to all of Brookdale’s memory care communities, where some residents
have a hard time social distancing. It was important to find a way to offer them an opportunity for
increased means of protection. This non-toxic, hypoallergenic product can be applied to
residents’ hands and faces several times a day.
Brookdale took innovative steps to help facilitate
needed treatment for residents who’d been diagnosed
with COVID-19 while isolating them from other
residents and staff. While a first option was to transfer
diagnosed residents to a local hospital or outside care
center, this became a challenge as cities across the
country saw an increase in COVID-19 cases. Many
hospitals and skilled nursing facilities did not have
capacity for more patients, so Brookdale created an
option for communities to construct special resident
care areas. This allows residents who test positive for
COVID-19 to get the treatment they need while being
isolated from other residents at a Brookdale
community. Temporary walls are used to separate the
care areas from the rest of the community.
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Associates who work in these special care areas do not visit other areas of the building and use
separate entrances and exits from the rest of the staff.
“Ensuring the care and treatment of COVID positive residents is our primary focus, but we also
recognize the communal living setting and the need to create distancing environments that
support all residents,” Haley said. “It has been incredible to witness associates from all areas
of Brookdale coming together, mobilizing quickly to analyze floorplans, secure resources, and
have a unit up and running smoothly in a short timeframe.”

Avenues of Engagement Had to Change
Brookdale’s top priority is doing what it can for residents’ well-being,
and the company recognizes that a key to achieving this is by keeping
residents engaged. In ordinary times, Brookdale exercises four
avenues of engagement: large groups, small groups or clubs, individual
pursuits and external programming partners. The simplest of these
approaches is large groups and external partners, such as musicians,
artists and coaches who would come and visit with residents. However,
with social distancing protocols in place, Brookdale’s engagement
teams had to change direction.
“Within days of the onset of this pandemic, the
engagement associates were faced with the reality
that their most relied upon avenues to engage were
on hold - no large groups or external partners,” said Charles Richardson, senior
director of resident programs. “As a result, engagement associates were forced
to lean into the more creative avenues of engagement - individual pursuits and
small groups or clubs. These require knowing how to connect just a few
residents with common interests in a meaningful way.”
Charles Richardson,
senior director of
resident programs

Brookdale associates now bring engagement opportunities right to residents’
apartments. In some communities, residents use a door hanger to choose the
Hear more about how
activities they want to partake in during the day, such as crossword
Brookdale is keeping
puzzles, a video call, playing cards or a B-Fit exercise routine. Residents
resident engaged
during the pandemic
can work out in their apartments and are provided tips to help them
keep moving throughout the day. Brookdale associates also distribute well-being memos to
residents that include exercises they can choose to perform,
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inspirational messages and brain games. Using technology such as FaceTime and
Zoom, Brookdale has helped residents stay connected with their families and friends. In
some communities, residents have been able to use these same virtual meeting tools to
participate in fitness classes, where an instructor leads them through a workout.
Since the onset of the pandemic, Brookdale associates have
organized car parades, mini-concerts and many special
window visits with beloved pets and animals from local
farms. One of the best ways they facilitated resident
engagement was through one-on-one visits, where they
listen, offer support and discuss individual pursuits and
goals residents have. Brookdale associates also coordinated
window visits, where family and friends could stay outside
the community and talk to residents with a pane of
glass separating them. This provided protection from
potentially spreading the virus while promoting
shared smiles. As many Brookdale communities begin
to ease restrictions on visits, associates are shifting
their focus toward safely hosting outside and inside
in-person visits for family
and friends, where
allowable.
“We cannot underestimate
the power of in-person
connections as we combat
the risk of isolation with
our residents,” Richardson
said.
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More Than Just a Meal
Adhering to social distancing guidelines, communal dining options were restricted for
residents, so associates quickly developed ways to transition from communal dining to in-room
meal service. This included adapting menu offerings that were better suited for in-room
service, such as casseroles, sandwiches, and salads. Brookdale associates also recognized
that they were bringing residents more than just a meal.

Marjan Kodric,
vice president of dining
services

“Our dining teams saw meal delivery as a great opportunity to interact with
residents,” said Marjan Kodric, vice president of dining services. “Some of our
team members started using their talents to design and decorate themed
food carts. In some communities, team members would write short,
personalized notes and deliver them to residents with their in-room service.
We even had a few team members who would play the piano or guitar as
meals were being delivered. It’s all about making residents feel special and
providing socialization opportunities.”
Find out how Brookdale's
dining teams are serving more
than just meals.

Kodric said the quality of food remained high but Brookdale
had to adapt to what packaging was available as some
vendors shifted from offering restaurant quantities and
packaged items to more individual items because many
restaurants were closed. Even disposable service items, like
forks and spoons, became harder to find. This is where
Brookdale’s relationships with vendor partners across the
country came into play.
“There was also some pressure on food manufacturers and producers because of some
availability issues, so we had to be more creative with different products to ensure similar
nutrition and taste profiles,” Kodric said.

Since March 2020
Brookdale has
procured more than...
14 million surgical masks
3 million protective gowns
2.9 million N95 masks
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Hospice Emerges as Essential
During the onset of the pandemic, there was national
debate over who was deemed an essential care provider.
Nurses and doctors made the top of this list, but other
clinicians seemed to have to prove the importance of
their roles. Stories began to emerge from inside hospitals
of patients dying alone and without the chance to have a
final moment with family members. During a time of
uncertainty and fear of just how contagious the COVID19 virus was, Brookdale hospice teams had to develop a
new level of trust with other healthcare providers and
patients’ families. This involved assuring them that many
measures were being taken to try to mitigate the risk of spreading the virus, and showing how
important hospice services were.
“A large part of hospice is creating an emotional and physical
connection to the patient, and touch plays an important role in pain
and symptom management,” said Cindy Douglas, division vice
president of hospice for Brookdale Healthcare Services. “If
families are unable to be with their loved ones, we can be at the
bedside to provide therapeutic touch and offer to be the conduit
between the patient and their family.”
Cindy Douglas,
division vice president of hospice

Communication between hospice workers and families has grown more
Hear more about how
intense during the pandemic. Updates to family members about the
Brookdale's hospice
status of patients have become more frequent. Brookdale hospice
teams are connecting
families
with
patients.
teams also facilitate virtual visits between patients and their loved
ones. Using technology such as Zoom and FaceTime, Brookdale hospice teams have also
been able to connect chaplains, social workers and music therapists with patients. These
virtual visits often help patients work through their fear and anxiety.

Cleaning is Key
Even before the COVID-19 pandemic, Brookdale communities maintained strong infection
control protocols. Associates take pride in making their communities look and smell good,
while at the same time killing or removing germs. Once COVID-19 cases were discovered in
the United States, Brookdale’s housekeeping teams became a strong line of defense against
the virus. Communities began more frequent and intensive cleaning of high traffic or high
touch areas.
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Brookdale increased the use of a peroxide-based multisurface disinfectant simply referred to as “yellow.” This
product gets applied to door knobs, cabinets, stair rails,
elevator buttons, chair rails and high-touch areas. Brookdale
also partnered with a team of industrial hygienists to ensure
the cleaning processes put in place are up to date and
effective.

“The main difference between pre-pandemic and now is the amount
of time we spend cleaning,” said Jeannine Monteleone, senior director
of environmental services. “We’ve got more associates assigned to
clean, more frequently. We are cleaning our communities much more
like a hospital would. Our teams have been rock stars. In some
communities, because jobs have shifted, drivers have been trained in
disinfectant protocols. We’ve turned lemons into lemonade.”
Jeannine Monteleone,
senior director of environmental
services

Hear more about
Brookdale's cleaning
protocols.

Designing for Distance
While many Brookdale residents continue to choose to eat meals in their apartments,
some are returning to the dining rooms. In order to adhere to social distancing guidelines,
Brookdale’s design and dining teams worked together to create an environment that
allows residents to stay the recommended six feet apart while eating.
“Most communities have four-top tables, so we pushed together two
four-tops to create a rectangle and if you sit on either end you’re six feet
away,” said Laura Busalacchi, senior director of interior design. “In
communities’ shared spaces, we’ve pulled out sofas and rearranged
chairs to be six feet apart.”
Hear more about how
Brookdale has
approached design
during COVID-19.
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Redesigns have extended to outside areas as well, where chairs are positioned further
apart than they normally would be. To connect better with family members, some
Brookdale communities have used an outdoor visiting booth made of three Plexiglas
panels, so that family members can visit residents while maintaining a barrier
between them to help prevent the spread of the COVID-19 virus.

Brookdale's Mission Continues
We’ve all learned a lot about COVID-19 since
the pandemic started and will continue to do
so. Many Brookdale communities have
welcomed new residents and continue to make
valuable efforts to connect residents with their
loved ones through virtual visits, window visits,
parades and properly distanced reunions.
Where possible, and allowed by state
guidelines, Brookdale is moving toward more
in-person visits. The staff members know that
these face-to-face connections are important
to combat the loneliness and isolation many
seniors can feel.
Brookdale has developed a comprehensive easing of restrictions
plan that addresses numerous safety guidelines and aligns with
government requirements. All of the precautions are in support of
the health and well-being of residents, patients, and associates.
While no one knows what the future will hold, Brookdale has
demonstrated that it can adapt quickly to ensure their mission of
enriching the lives of those they serve remains the focal point of
life at Brookdale!

Find videos, articles and more
about how Brookdale has
responded to the COVID-19
pandemic at brookdalenews.com.
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