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Objectives

• Identify socialization challenges that older adults 
encounter in communal settings

• Describe the evidence-based public school program, 
Positive Behavior Intervention and Support (PBIS)

• Explain how to adapt evidence-based school strategies to 
IL/AL communities to build a safe and inclusive culture

• Evaluate the difference between customer service and 
culture building mindsets 



Group Discussion

• Let’s do a quick poll now



1) In high school I was the kid who……

2) In high school, walking into the cafeteria, I 
felt...

3)  In high school, when I saw friends being   
mean, I knew what to do...



4. In my work, I find that residents have the 
most problems in the ....NAME LOCATION

5. In my work, I find that residents mistreat 
each other by...

6. I believe that residents are open to change  
(Yes, No)



How Similar are High Schools and IL/ALs? 

Communal Dining



How Similar are High Schools and IL/ALs? 

Group Activities



Some Background

• Communal living offers older 
adults opportunities for social 
relationships, personal 
growth and satisfaction

• Challenges include:
– Diversity (culture, ethnicity, 

age, health, personality, 
health beliefs)

– Age-related changes and 
experience

– Ageism



Are There Lessons We Can Learn from Schools?

To Reduce Isolation, Build Community and 
Improve Quality of Life



Project THRIVE

• Adapt evidence-based 
public school program 
focused on culture-building 
and inclusivity

• Develop a culture-building 
model that meets aging 
related needs of older 
adults in IL/AF communities





“Wow.  This is just like high school.”



What are these evidence-based 
school programs?



Positive Behavior Intervention and Support 
(PBIS) 

• PBIS implementation in:

– 23,000+ schools, K-12

– International applications

• “PBIS is based on principles of applied behavior 
analysis and the prevention approach and values of 
positive behavior support”

– Data

– Language



Results of PBIS in Schools

• Decrease in bullying and 
harassment

• Increase in feelings of 
belongingness

• Decrease in violent and aggressive 
acts

• Positive effect on climate for 
teachers and staff



PBIS is a Framework - Not a Program or Model



Culture Change & Maintenance

Universal	

Targeted	
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Few 

Dec 7, 2007 

Model of Intervention Pyramid

PBIS.org – Implementation Blueprint



Org Theory  Community Building

Common	
Vision/Values	

Common	
Language	

Common	
Experience	

Quality 
Leadership 

EFFECTIVE	
ORGANIZATIONS	

PBIS.org – Implementation Blueprint



Why Focus on Language?
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What Do We Mean by Social Norms?

Social Norms communicate ‘what we do here’ and the 
language of social norms communicate how we ‘feel’ 
about it.

We can use the created language frames to address the 
underlying fears, frustrations, biases, and resistance.

We can use language (how we prompt and respond) to re-
shape beliefs and change behavior  



Language Framing

• Frames = Mental Models = How we see the world

– Frames are expressed in language

• Using language we can create new frames

• Behavior is an expression of our mental models

• If we can adapt mental models, we can influence 
behavior



Would you?

APA, Oct. 2005



Some Research

When messages that are 
intended to change 
behavior are 
manipulated to be 
inclusive, there is 
significantly more 
compliance.

“Politeness” helps, but not 
as much as being 
socially inclusive.

People in ‘choice’ situations 
want to follow what 
others are doing.

“Community-based social 
marketing”

APA, 2005

“Join your fellow 
citizens in helping to 
save the 
environment.”

“Please don't go off the 

established paths and 

trails in order to protect 

the Sequoias and 

natural vegetation in 

this park.”

More About Language Frames



ID Problem

Adapt 
Language

Train Staff
Monitor & 
Reinforce

Evaluate

• Culturally 
Appropriate

• Positively Stated

• Easy to 
Understand

• Rule of 7



Application to IL / AL Settings

Consider the problem area.
How does the current reality not meet your needs 

as a community?
What is the resistance to change (Beliefs and 

Behaviors)?
What messages will communicate your desired 

results to create new social norms?
How will you message?
How will you reinforce?
How will you monitor?



Building an Inclusive, Supportive and 
Safe Culture in IL/ALs



Project THRIVE Sites

2 IL/AL Intervention Sites
2 IL/AL Control Sites



Modified Delphi Process

• Bringing together professional and community experts to 
generate a consensus

• Overall Delphi Question – project’s larger focus 
– What are the critical attributes that are needed to build and sustain the 

most emotionally safe, supportive and inclusive community for older 
adults?

• From their experience – focus areas questions 
• Aging-related physical challenges and disabilities? 
• Cognition (memory and thinking), emotions and ageism?

– What are the key site areas or activities we should focus on?
– Which physical/emotional states or life-transitions place the resident at 

risk? 



Facilitated Focus Groups   

Question Examples: 
• Sometimes when lots of different people join together in 

one environment there can be some tensions, not unlike 
middle school or high school. Have you experienced 
that? 

• Do most residents prefer eating in the dining room? Or in 
their apartment? Why?

• When residents eat in the dining room, do they typically 
eat with the same friends or do they find new people to 
share a meal with?

• What are some challenges residents might have making 
new friends or joining new groups? 



Outcomes

• Priority issues and areas identified 

– Physical disability  (mobility, and hearing, vision) 

– Dining room experience 

– Communication (among staff & residents)

• Empathic and compassionate training

• Knowledge and Skills re: aging and age-associated 
conditions

• Life changes

– Need for small group “societies” programs

– Aging and ageism (micro-aggressions and bullying) 



Intervention Options 

The Project THRIVE interventions were developed 

through an iterative process by an expert consensus 

group of gerontologists, educators, industry leaders 

and staff through: 1) the Delphi Method, 2) Focus 

Groups, and 3) Site Visits 



Intervention Options 

• Facility-wide Strategies (must select 3 of 6 offered)  

• Area-specific Strategies (must select 2 of 4 offered)

o All intervention strategies were subdivided into 

 Verbal strategies 

 Socialization strategies

 Sensory strategies 



Verbal Strategy: Educate staff and residents on appropriate 
language frames to incorporate into daily conversations to minimize 
unintended ageism, stereotyping and/or ease uncomfortable 
situations or difficult requests.  The goal is to have the language 
frames become a shared norm throughout the facility, modeling 
desired behaviors.  Examples include how best to communicate with 
residents who have physical disabilities, sensory impairments, or 
cognitive issues. 

Example, area specific: In the dining room, language change from 
“We need to take your walker away/out of the room” to “Can we 
valet your walker?” 

Reducing Ageism



Socialization Strategy:  Establish communication procedures to 
improve resident-to-resident and staff-to-resident 
communication.   For example, standardize a process to inform 
staff and residents of any personal updates they wish to share 
(health updates, marriages, deaths).  Communication procedures 
must be agreed upon by both staff and residents. 

Example, facility-wide: Resident Bio Book housed in central 
area, includes photo, past life experiences, places they have lived 
and worked. One site uses visual sign on page (colored flowers) 
to indicate a death, birth of grandchild, marriage, etc. 

Sharing Personal Information



Sensory Strategy:  Improve communication at the tables and during 
activities. For example, place “Pocket Talkers” (auditory 
enhancement devices) on each table and normalize their use (for 
example, by using language frames), and minimize centerpieces to 
encourage lip-reading.

Example, area specific: Sites implemented a trial use of Pocket 
Talkers with 15 residents to determine areas would benefit from 
devices.  Results found them useful for smaller, quieter exchanges in 
public areas throughout the site and in their homes.  Pocket talkers 
are available at front desk to be checked out at any time by 
residents and have been well received. 

Communicating w/Hearing Impaired Residents 



Sensory Strategy Impact Example 

“We have been using the Pocket Talkers for a week now and our 
residents are raving about them. I was here this weekend observing 
several parties and I encouraged all of the residents to use them 
and they were amazed, so we are getting great feedback. One 
woman said it has been years since she has enjoyed dining in the 
dining room but the Pocket Talkers changed everything for her and 
she is buying her own device. I was also with our oldest resident 
who had his birthday party yesterday, 103 years old, and he lit up 
at his own party as he could hear every conversation in the room, 
started telling jokes and stopped talking about not being able to 
hear and instead, became himself of years ago according to his 
children. It was truly amazing to watch.”



Pre/Post Site Surveys

• Resident Satisfaction Survey 

• Subjective Happiness Scales

• Social Connectedness Scale 

• R-UCLA Three item Loneliness Scale 

• Bullying Questionnaire (updated for IL/AL community)

Interventions site only

Acceptability Evaluations (use of pocket talkers, trainings, etc) 



New Resident Contracts 

• Comparison of the number of new resident contracts 
initiated month before intervention (December) and 
month invention completed (May)

• Plan to also compare 3 month post intervention

• An engaged and supportive community should be 
stable, and be a desirable place for new residents to live 



Lessons from Pilots

• Issues  
– Time involved to identify, train and model new behavior

– Resulted in delayed and staggered implementation (not all 
interventions started at same time

• Stakeholders
– Staff: must model behavior they would like residents to 

adapt and work to reduce bystander effect in staff and 
residents

– Resident:  must back change effort and be willing to 
participate/model new behaviors

– Management:  must back effort to retain culture change 





Anticipated Outcomes

• Importantly - the process begins before the customer 
enters the facility, and this successful approach will 
favorably impact sales. 

• Market sectors will be able to provide a safe and 
welcoming community while respecting resident’s 
individuality and independence



Customer satisfaction as measured 90 days of move-in to 
a pilot community increased by 15% as compared to a 
residents moving into a community that hasn’t 
implemented this program  

An increase in resident satisfaction will lead to more 
resident referrals, critical to all senior living operators  

Staff will be engaged and satisfied with their work, and a 
significant source of conflict and discord within the 
facility will be effectively managed; staff turnover will be 
reduced

Anticipated Outcomes



Discussion

• On the continuum of customer service and 
culture building, where are you and your 
organization? 

Customer 
Service

Culture 
Building

1.................5………………10 



Building the World We Are All Growing Old In




