Elevating Senior Living
Through Hospitality-Driven Dining

"EXI]I"E How Outsourcing Dining Services Enhances
:‘,OSPLTELS'T\: Resident Satisfaction, Strengthens Census,
- and Drives Revenue Growth

Executive Summary

In today's competitive senior living landscape,
communities must differentiate beyond care
and accommodations. Dining has emerged as
one of the most influential drivers of resident
satisfaction, census growth, and long-term
financial performance.

This white paper examines how outsourcing
dining services to NEXDINE Hospitality The Strategic Importance of Dining in Senior Living
transformed a senior living community's
dining program into a hospitality-forward
experience featuring:

Dining is one of the few daily experiences that touches every
resident. It influences:
e Social connection
¢ Emotional well-being
e 70 plus immersive pop-up restaurant * Perception of quality
programs annually ¢ Word-of-mouth referrals

: q e Tour impressions
e Elevated culinary leadership and fresh P . -
. e Renewal and retention decisions
food execution

e Experiential holiday programming and According to industry research:
themed events . Intlerior design and dining gtm.ospher.e are among the top
e Increased resident engagement and drivers of customer retention in hospitality settings, second
) ) only to food quality.
satisfaction e A5 percentincrease in customer retention can yield a 25
e Strengthened tour conversions and percent to 95 percent increase in profits according to
census growth Reichheld and Sasser in Harvard Business Review.

¢ Resident satisfaction is directly correlated with occupancy
stability and referral rates in senior housing based on NIC

BY lever.aglng opera?tlonal expertise and | and ASHA industry analyses.
reinvesting purchasing power advantages into
enhanced service delivery, communities can In senior living, satisfaction fuels census. Census fuels revenue.

position dining not as a cost center but as a

. . Communities that elevate experiential offerings, particularl
strategic growth engine. P 95 P Y

dining and special events, consistently outperform
competitors in perceived value and market appeal.

HOSPITALITY

@ MEXDITE

Experience. Amazing. Service. Elevating Senior Living Through Hospitality-Driven Dining 1



Elevating Senior Living

Through Hospitality-Driven Dining

The Challenge: Self Operated Dining Limitations

The NEXDINE Hospitality Model
Many senior living communities self-operate dining
without specialized culinary leadership or hospitality

management expertise. Outsourcing to NEXDINE Hospitality replaces

operational burden with professional expertise and

. reinvestment driven enhancement.
Common challenges include:

¢ Limited food purchasing leverage

¢ Rising ingredient costs

e Operational strain on executive leadership

« Difficulty recruiting and retaining culinary talent
¢ Lack of differentiation during tours

 Static, repetitive programming

Rather than focusing on simple cost reduction,
NEXDINE leverages national purchasing power to
create operational efficiencies that are reinvested
into:

o Higher caliber executive chefs

e Fresh, scratch made menus

o Elevated presentation

o Hospitality trained service teams

o Immersive themed experiences

Without hospitality driven strategy, dining becomes
transactional rather than transformational.

The financial model remains balanced, but the value
multiplies.

Communities with dining leadership gain:
o Professional culinary management
o Vendor negotiations and forecasting insight
o Staffing optimization
o Compliance management
o Strategic engagement programming

Leadership can focus on care and occupancy rather
than food orders and staffing schedules.

70 Plus Pop Up Restaurant Programs: Breaking
Up the Day with Global Experiences

A hallmark of NEXDINE's senior living strategy is its
implementation of more than 70 annual pop-up restaurant
experiences.

These programs are designed to:
o Break routine and create anticipation
¢ Introduce global flavors and cultural themes
¢ Incorporate immersive decor and environment design
o Encourage social interaction
"EXDI"E e Impress touring families
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Examples include:

¢ Rina's, an ltalian trattoria

¢ One Love, Inspired by the intense “jerk” flavors of
Jamaica
Benedicts, Elevated Brunch Experience
Opah, A Mediterranean Fusion with Authentic Greek
Specials
Slow Mo, Authentic Southern BBQ smoked to
perfection
Let's Wok, Asian street food fare
Rooftop wine tastings with curated pairings

These experiences transform communities and their dining
rooms into destinations.

Mo’ Cheese!

e

&

noodles.

Why Themed Experiences Drive Satisfaction and
Census

Research across hospitality and behavioral science supports
the impact of immersive dining environments.

Aesthetics Influence Buying Behavior

Studies of full service restaurants demonstrate that tangible
aesthetics such as déecor, signage, and furniture are more
influential on willingness to pay than intangible elements
like music or lighting.

NEXDINE
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Visual coherence and themed environments elevate
perceived brand status.

For touring families, perception equals confidence.

The Novelty Effect Drives Engagement
Expectancy disconfirmation theory research in themed
restaurants shows:

o Novelty attracts attention

e Atmosphere and food quality drive return intent

NEXDINE's pop up programs balance both, ensuring
experiences are not only exciting but consistently high
quality.

Emotional Environment Predicts Entry and Retention
Research using the Pleasure, Arousal, Dominance
emotional scale found that visual elements and warm
decor are strong predictors of entry decisions.

Pleasant atmospherics:
¢ Increase positive emotional states
o Extend dwell time
¢ Improve satisfaction scores

In senior living, longer dwell time during tours increases
likelihood of move in decisions.

Retention Drives Profit

Harvard Business Review research by Reichheld and Sasser
found that a 5 percent increase in customer retention can
increase profits by 25 percent to 95 percent.

In senior living, retention means:
¢ Stable census

o Predictable revenue

¢ Increased referrals

¢ Reduced marketing spend

Dining satisfaction is a daily reinforcement of community
value.
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Resident Experience: A Voice from JKV

The impact of elevated dining is best expressed by residents themselves.

Cliff Cradle, a resident from John Knox Village shared:

“You can hardly imagine the variety of food around you. NEXDINE goes above and beyond. They
truly elevate dining services with a wonderful variety of food and activities. Their wine tastings are
amazing. They are held on top of the building with incredible views, beautiful dessert options, and
perfectly paired hors d'oeuvres. It feels like a five-star event every time. The service NEXDINE
provides is phenomenal. The servers know my name, they really care”

These experiences do more than satisfy. They create pride and advocacy.

Residents become ambassadors.

The Revenue Impact of Elevated Dining

Communities that invest in enhanced service offerings,
particularly dining and special events, become the
community of choice in their market.

Industry research indicates:

« Interior design is one of the top two drivers of repeat
patronage in hospitality environments.

e Optimized décor and seating comfort can increase per
visit spending by 15 percent to 25 percent according to
Rasa Bloom research.

e 76 percent of consumers entered a business they had
never visited before based solely on signage according
to the Sign Research Foundation.

In senior living, entry translates to tours.
Tours translate to move ins.
Move ins drive census growth.

When dining environments are immersive, visually
compelling, and experiential, they function as a silent sales
tool.

NEXDITE
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From Service to Strategic Differentiator

Communities that elevate dining:

¢ Increase perceived value
Improve satisfaction scores
Strengthen word of mouth marketing
o Enhance competitive positioning
Support higher occupancy

In a market where adult children increasingly influence
placement decisions, hospitality level dining signals quality,
safety, and lifestyle alignment.

Dining becomes a reflection of the entire community's
standard.
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Conclusion

Outsourcing dining services is not simply an operational decision. It is a strategic one.

By partnering with NEXDINE Hospitality, senior living communities can:
o Replace operational headaches with professional expertise
e Leverage purchasing power to reinvest in service excellence
¢ Deliver more than 70 annual immersive dining experiences
 Increase resident engagement and satisfaction
e Strengthen tour conversions
e Support census growth and revenue stability

Communities that elevate their offerings become the place seniors want to go.
Dining is no longer just a meal.

Itis a memory.

A marketing tool.

A retention strategy.
A revenue driver.

Written by: Crystal Wright
VP, Brand Marketing
cwright@nexdine.com

Sources:
e Reichheld, F.F., & Sasser, W.E. (Harvard Business Review). “Zero Defections: Quality Comes to Services."
o National Investment Center for Seniors Housing & Care (NIC) - Occupancy and retention research.
e American Seniors Housing Association (ASHA) - Satisfaction and census correlation studies.
o Sign Research Foundation - Impact of signage on consumer entry behavior.
e Rasa Bloom Research - Decor optimization and spending impact.
« Expectancy Disconfirmation Theory studies in themed dining environments.
o PAD (Pleasure, Arousal, Dominance) Emotional Response Model research.
o Full-Service Restaurant Aesthetic Studies - Tangible décor influence on willingness to pay.
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