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Case Study:

Milestone Marketing
Multiple CR Clients

Industry:

55+ & Senior Living

The Situation
There comes a time when things don't go according to plan, particularly 
when there are market instabilities — like a pandemic, times of political 
unrest, housing crashes, you name it. During COVID-19, Creating 
Results' clients were forced to shut down, go into a lock down mode and 
therefore rethink their marketing and sales approach. 

Rather than going dark completely, particularly for communities that 
were census challenged or looking to build a new community in the 
future, there needed to be a plan to continue to move forward. While 
unexpected expenses caused 55+ and senior living communities to shift 
marketing dollars, there was also a need to maintain brand reputation 
and therefore continue marketing and sales efforts in some capacity. 

Flexibility is Key to Success to 
Withstand Market Instabilities
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Strategy
Creating Results worked quickly with each of our clients to determine 
a strategy that suited their needs and what made sense for their 
community based on their unique situation during market instabilities. 
We revisited marketing goals set at the end of 2019 to focus on the 
new normal with our clients by developing realistic measurements that 
supported the client's needs.   

Through milestone-based marketing, Creating Results determined 
which stage each community was in - "stay-at-home", "soft reopening", 
or "business as usual" and implemented specific tactics and 
approaches based on where each sat. 

If a community was situated in a stay-at-home order, this meant we 
were more focused on protecting the brand reputation and awareness 
marketing. Whereas, if they were (or are) in business as usual, this 
meant a return to the original marketing plan or establishing a new 
plan based on the new goals that need to be achieved coming out on 
the other side.

Even outside of a pandemic, when faced with market instabilities, a 
community can be flexible and shift through various phases.

WE GO THE  
EXTRA MILE FOR 
YOUR LOVED ONE
Team Mulberry goes above and beyond to provide seniors with the 
care they need when they need it. You can be confident that there’s 
no length we wouldn’t go to ensure your loved one’s best health.   

Caring … it’s what we do best. Learn More.  
Call 765-379-1307or visit MulberryHealth.com/Go

independent living  |  assisted living  |  short-term rehab  |  long-term care  |  memory care

502 West Jackson Street, Mulberry, IN 46058

 Independent living
 Personal care
 Skilled nursing
 Respite
 Memory support
 Short term and outpatient rehab

Everything You Want, Everything You Want, 
Plus Plus Everything You NeedEverything You Need

CONTINUING CARE BY PHOEBE MINISTRIES

LEARN MORE:
 CALL 610-463-0027 

VISIT Phoebe.org

IT’S ALL AT PHOEBE. 

1 Reading Drive, Wernersville, PA 19565
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SOLUTIONS
Milestone-based marketing was implemented in a variety of ways across the Creating Results portfolio. 
Through the marketing plans and tactics that remained, many communities promoted what they were doing 
operationally to support residents, homeowners and families. Additionally, offering new ways to connect, 
shifting away from in-person tours and events to holding these events virtually. This meant adapting to new 
technologies and solutions to provide a seamless experience for our client's prospects.

EMPATHETIC MESSAGING: 

Rather than focusing on the hard sell and risking sounding 
tone deaf, many of Creating Results’ clients shifted their 
messaging to focus more on the front-line workers and 
operations and what they were doing to keep their 
residents and homeowners safe. It was not about the 
features, benefits and lifestyle of the community (much of 
which was shut down anyway), but the safety and security 
that residential living brings.  

TECHNOLOGY BOOM:  

Prior to COVID-19, terms like Zoom, Video Email 
Messaging, and Virtual Tours were not something we had in 
our everyday lives in the industries we serve. Now one year 
later, these are more commonplace, and prospects have 
been adopting technology at a faster rate than ever before. 
Many of Creating Results' clients have seen tremendous 
success and had the ability not only to serve their current 
residents and homeowners, but also to pursue future 
residents and homeowners through the use of digital tools. 

WEBINARS & VIRTUAL EVENTS: 

Another area that saw great growth in 2020, and tactics 
we see continuing in the future, are webinars and virtual 
events. Both for lifestyle events as well as lead nurturing 
or sales focused events, this is a way to continue to 
connect with prospects. Prior to COVID-19 many 
communities relied on in-person events to drive leads and 
nurture them through the funnel and the communities 
that adjusted and turned these into virtual opportunities 
saw the most success.  

DON’T
 L Put yourself or others at risk of getting sick 

 L Go outside unless necessary (groceries, essential work, etc.)

 L Put yourself in physical contact with others if feeling unwell

 L Ignore symptoms. Call a medical professional first  
 and follow their guidance for next steps 

While we must all adapt to a different way of life for the time being,  
you don’t have to put life completely on hold. 

Stay Home at Fairing Way. Stay Safe.

THE DOS AND DON’TS OF  SOCIAL    
     DISTANCING FOR ACTIVE SENIORS 
The main benefit of community living is having everything under one roof. We’ve chosen to 
remain positive in the midst of current events and would like to share some of the ways our 
residents have stayed active and socially engaged. The health and safety of our residents is 
our top priority! Inside,you’ll find dos and don’ts for social distancing as an active senior. 

CONNECT WITH US YOUR WAY
While Maintaining Social Distancing

EMAIL
info@FairingWay.org

VISIT
FairingWay.org/YourWay

� Facebook.com/FairingWay

CALL
781-355-9054

We’re Finding New Ways  
to Stay Connected

 M Virtual fitness classes, including yoga, chair  
 exercise and arthritis programs

 M Virtual activities such as live entertainment,  
 morning coffee & conversation and happy hour

 M FaceTime sessions with loved ones, with  
 technical support from Fairing Way staff

 M Participation in resident-led committees,  
 such as Outreach Club, Resident Council and  
 Finance Committee 

 M Enjoy nature! With over 843 acres of open  
 space and wildlife, our residents enjoy hiking  
 and birdwatching

 M Coordinated access to amenity spaces,  
 such as the library and fitness center

 M Enjoy our “Bored Board”, updated daily with  
 games, activities and tasty recipe ideas 

 M Take-away bistro meals provide our residents  
 with a safe alternative to grocery shopping  

Even during a time when we must remain socially distant, 
Fairing Way residents remain active and socially engaged!

Maintenance-free living continues to bring a worry-free mindset to our residents, 
allowing them time to discover new ways to spend their days:

THE ACTIVE  
55+ SENIOR’S

GUIDE TO 
SOCIAL 

DISTANCING 

REQUEST A VIRTUAL MEETING 

25 Stonehaven Drive
South Weymouth, MA 02190

A Not-for-Profit 55+ Senior Living Community Sponsored by

AT UNION POINT

DO
Engage in the fun parts of life while being mindful of, and following, 
all state and federal regulations: 

 M Travel abroad virtually or tour a museum from  
 the comfort of home

 M Learn a new skill in an online class  
 M Use apps like Uber Eats and Postmates to order  

 from your favorite restaurants 
 M Have a virtual get-together with loved ones using  

 Zoom, Skype or other video chatting apps 

Now’s the time to connect with loved ones virtually, engage in personal 
wellness, and discover new interests.
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e v e r y t h i n g  m a t u r e  c o n s u m e r s  e x p e r i e n c e

Creating Results is a generational marketing agency with more than  
25 years of experience in senior living and 55+ housing. Exclusively 
focused on 50+ audiences, we design solutions for each client’s 
competitive landscape, assets and goals.   

Results
Through quick reaction, and flexibility and collaboration 
with our clients, we were able to impact and sustain 
marketing and sales in a variety of ways. Whether it was 
continuing to generate leads, retain depositors or nurture 
an existing database, the results were dependent on what 
stage of the milestone-based planning they were in and/
or helping a community thrive. 

Even during a time when the industry as a whole had 
taken a hit, many of our clients were still able to meet 
and exceed their inquiry and lead goals. For those that 
did not, it was an intentional shift to focus more inwardly. 
Rather than generate more leads, the focus became more 
on nurturing existing leads and community outreach 
to maintain census and brand reputation and mitigate 
negative impact of market instabilities.

Impact of market instability on inquiry 
generation across all CR clients  
(hint: there wasn't one...)
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Average sales and occupancy in 2020 against 
the national averages in 55+ and Senior Living

173% increase
in organic social traffic 

compared to 2019

40% 
increase

in email 
engagement & 
website traffic

compared to 2019

76% 
increase
in paid social 

traffic
compared to 2020

Average click through rate via 

paid advertising increased by 22% 
(.71% vs .56% - industry benchmark is .46% 

Results from CR clients:


