Gaining Competitive Advantage
in Senior Living Through
People-First Technology
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Executive Summary

Every day, about 10,000 Americans celebrate their 65th birthday,' and by 2034 adults over 65 will
outnumber children for the first time.? For Continuing Care Retiremment Communities (CCRCs) and
other long term care providers, this “age wave” is a springboard for expansion—if they can scale
smartly and deliver the modern experience that residents, families, and staff now expect.

Workday turns that opportunity into a clear growth path. By unifying finance, supply chain, and HR
operations on a single, cloud-based platform, Workday gives leaders real-time insight to open new
communities faster, streamline regulatory compliance across states, and empower a mission-driven
workforce with intuitive, mobile tools. The result is a friction-free environment where every worker

enjoys on-demand self-service, teams spend more time on care and connection, and organizations
build sustainable growth—backed by resilient margins—well into the future.

This white paper distills five interlocking sources of competitive advantage for CCRCs:

*  Create frictionless experiences for residents and staff alike

«  Develop and retain talent through digital pathways

«  Unify your systems for scale and efficiency

«  Embrace innovation with purpose, not technology for its own sake
e Build trust through transparency and security

Throughout, we draw on lessons from Erickson Senior Living — a 30,000-resident CCRC operator

that uses the Workday Platform — to show how a modern, integrated cloud platform can
transform these five levers into sustainable advantage.

Market Landscape 2025: Demand Meets Disruption

Demographic tailwinds. Next year, the Baby Boomer generation will officially begin entering their 80s and the 80+
population will continue to climb rapidly over the next 10 years.®> Americans aged 80+ will jump from 14.8 million in 2024
to 18.8 million by 2030,* increasing the demand for senior living facilities, Continuing Care Retirement Communities
(CCRCs), and Long Term Care (LTC).

Workforce crunch. Meanwhile, the supply of caregivers is shrinking rapidly. By 2050, the ratio of potential caregivers
to those needing care will shrink by more than half.> This demographic shift brings immense pressure on senior living
facilities to do more with less.

Supply-demand gap. NIC MAP data show the industry will need more than 560,000 additional senior housing units by
2030, yet is on pace to deliver only 191,000.6 Operators that master scalable operations stand to capture outsize share.

Regulatory patchwork. Assisted living rules change at every state line; what qualifies as “assisted living” in Florida may
not in Massachusetts, complicating multi-site scale.

1 (DCD), Digital Communications Division. “Aging.” HHS.gov, April 27,2022. https://www.hhs.gov/aging/index.html.

2 Bureau, US Census. “Older People Projected to Outnumber Children for First Time in U.S. History.” Census.Gov, 8 Oct. 2021, www.
census.gov/newsroom/press-releases/2018/cb18-41-population-projections.html.

3 syrup. 2023. “The Impending Age Wave.” NIC MAP. December 29, 2023. https://www.nicmap.com/blog/the-impending-age-wave-nav-
igating-the-urgent-need-for-senior-housing/.

4 ibid.

5 Redfoot, Donald, Lynn Feinberg, and Ari Houser. 2013. “AARP Public Policy Institute INSIGHT on the Issues the Aging of the Baby
Boom and the Growing Care Gap: A Look at Future Declines in the Availability of Family Caregivers.” https:/www.caregiver.org/up-
loads/2023/02/baby-boom-and-the-growing-care-gap-insight-AARP-ppi-Itc.pdf.

6 NIC MAP. 2025. “Senior Housing Industry’s next Challenge: A Demand Surge without the Supply to Match.” NIC MAP. February 21,
2025. https:/www.nicmap.com/blog/senior-housing-industrys-next-challenge-a-demand-surge-without-the-supply-to-match/.
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Together, these converging pressures expose the limits of yesterday’s technology stack with
multiple point solutions. A cloud-native platform that unifies HR, finance, and supply chain gives
CCRCs the workforce advantage they need. Back-office teams shed manual tasks and
caregivers gain more time for hands-on service, ultimately delivering a higher standard of care
as the organization scales.

Consistency at Scale: Balancing Uniform
Service with Local Flexibility

Unlike acute care facilities that generate revenue through billable procedures, senior living
communities operate more like resorts with healthcare services—balancing fixed monthly rates
against rising labor costs, food expenses, facility maintenance, and healthcare delivery.

Founded in 1983, Erickson Senior Living now spans 22 campuses across 12 states, with nearly

40 million square feet of real estate, running 150 restaurants, and the nation’s largest geriatrics
practice. Coordinating that breadth of services while honoring each state’s unique regulations and
market dynamics poses unique challenges. How do you deliver a seamless, high-quality experience
across so many service lines, locations, and regulatory environments? Operating at scale demands
a platform that can enforce enterprise-wide standards yet flex for local nuance. And having the
right solution in place opens prime opportunities to stand out from the competition in terms of
meeting ever-higher client expectations.

11 We look for systems that we can configure to meet our organization’s
unique needs while enforcing standards for consistency. When communities

operate in a consistent way, it drives efficiency, improves effectiveness, and
helps us deliver operational effectiveness—whether it's in Boston or Boise. 3
— Hans Keller, CIO, Erickson Senior Living

A single, configurable Workday backbone now supports every employee role—nurses, dining servers, lawyers, IT staff—
through unified HR processes such as recruiting, onboarding, time-off approvals, payroll, learning, and succession
planning. Because all workforce data flows through one cloud system, leaders can compare overtime, vacancy rates, and
engagement scores across regions without stitching together spreadsheets.

That same flexibility helps Erickson navigate the patchwork of state labor and licensing rules that govern senior-living
workforces. For example, the platform automatically verifies that a nurse’s license is current, applies the correct state-
specific pay rules, and blocks scheduling if mandatory training isn’t complete. Compliance and legal teams monitor
requirements centrally, confident that controls are enforced consistently before a team member clocks in.

By uniting workforce information on a platform that blends standardization with configurability, Erickson ensures
residents receive the same high level of service everywhere while local HR teams stay agile to regional rules—a balance
that grows more critical as the organization continues its coast-to-coast expansion.

Competitive Advantages

Create frictionless experiences for residents and staff alike

The expectations of today’s seniors and their families have evolved significantly. Modern seniors are more
technologically savvy than previous generations, and their adult children—often the decision-makers in selecting care
facilities — have high expectations shaped by digital experiences in every other aspect of their lives.
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The key to successful technology adoption isn’t forcing users to adapt to technology, but rather designing technology
that meets users where they are. This means creating multiple channels for communication and service access that
accommodate different preferences and comfort levels.

“Technology needs to make both our seniors’ and staff members’ lives easier,” Keller shared. “We want to be easy to work
with.”

Workforce retention is one of the most pervasive - and expensive - issues in healthcare and hospitality. For senior living
businesses that combine both sectors, making sure that they have a strong and reliable workforce is no easy task.

“Workday makes it very easy to interact with our HR system,” Keller highlights. “Approvals for time off and other
management tasks are simple, and the learning management system is solid for compliance and ongoing training.”

Develop and retain talent through digital pathways

Workday Skills Cloud has become a powerful tool for internal mobility. For example, a dining server working toward an
IT certificate can see an exact skills gap analysis, discover internal courses that bridge it, and connect with mentors who
have already made the leap. These clear pathways boost engagement and retention while giving the organization a
deeper bench of cross-trained talent.

“In our IT department of about 250 people, many come from other parts of the business,” Keller shared.

€€ \\e have dining servers studying IT and emergency responders
transitioning to IT. With Workday Skills Cloud, we can show someone

interested in IT real-world examples of team members who successfully
made the transition from other positions, and who can serve as mentors.

Unify your systems for scale and efficiency

Senior living organizations need technology solutions that can scale across diverse requirements. When evaluating
platforms, look for extensible systems that can be configured to meet the unique needs of different business lines while
enforcing consistent standards.

Erickson Senior Living’s approach demonstrates how unified cloud platforms can drive both consistency and scale, from
back office operations to client-facing interactions:

e Cross-functional standardization: \With Workday, each line of business can scale effectively without requiring
separate systems. The organization maintains flexibility while ensuring governance to extract value from
configurations. This prevents individual communities from developing inconsistent processes—whether in Boston
or Boise, core operations remain consistent.

e Multi-state compliance: An enterprise contract management system automatically applies state-specific rules
and terminology. For example, what qualifies as “assisted living” in one state might require different terminology
in another, with distinct regulatory requirements for each.

¢ End-to-end digitization: The entire resident journey — from joining a priority list through move-in, ongoing care,
and final billing — is digitized in a unified system.

The key benefit of cloud-based systems is that Keller’s IT team no longer spends time on infrastructure maintenance. With
older on-premise systems, significant resources went to hardware, operating systems, and update management. Moving
to the cloud has freed up valuable staff time to focus on improving processes and reducing friction in customer-facing
operations, whether serving team members, partners, or residents and their families.
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“With cloud-based applications, we spend less time maintaining systems and more time enabling better processes and
reducing friction. We focus on the front-end, customer-facing aspects—whether that customer is a team member,
partner, family member, or resident,” Keller shares.

Embrace innovation with purpose, not technology for its own sake

In a people-centered business like senior living, technology should enable human connections rather than replace them.
Even as Al promises significant advances in automated efficiency and assisted experiences, adoption must be guided by
how it can empower workers in support of the organization’s mission. As Keller notes, “The success that we've had over
the last decade was fueled by people, culture, and excellence.”

Forward-looking organizations approach innovation methodically:

1. Start with outcomes: When evaluating new initiatives, always begin with the desired outcome, not the
technology. Consider what you're trying to achieve and how it aligns with organizational goals.

2. Assess the human impact: A recent Erickson initiative focused on “inclusive listening,” implementing iPad
applications that provide access to virtual translators or ASL interpreters. The organization first established why
this was important, then determined implementation details and risk management approaches.

3. Measure engagement, not just efficiency: \WWhen evaluating Al and automation tools, consider that the ROl might
not appear in traditional efficiency metrics. The real return often comes through improved engagement and
retention when staff can focus on more meaningful work.

Unlike industries such as language translation that may be completely disrupted by Al, senior living’s fundamentally
human-oriented services position it to benefit from Al as a value-added enabler. This creates space for thoughtful
adoption that enhances rather than replaces the human touch.

Build trust through transparency and security

As healthcare becomes increasingly digitized, data security is paramount. HIPAA violations carry penalties up to $50,000
per violation, with maximum annual penalties reaching $1.5 million.” Beyond regulatory concerns, security breaches can
permanently damage a facility’s reputation and resident relationships.

According to a 2021 study published in the Journal of Cybersecurity, organizations experiencing a data breach involving
sensitive personal information saw a 5-9% decline in reputational capital among their most important stakeholders.®

For senior living facilities, such a breach could significantly impact both resident trust and family confidence in the
organization.

Cloud platforms with enterprise-grade security like Workday provide several advantages:

e Consistent governance: A robust governance process ensures that innovation doesn’t compromise security.
Erickson’s enterprise technology advisory board manages risk assessment, with the security team as an integral
part.

¢ Unified compliance management: Erickson’s compliance and legal teams constantly monitor regulatory
requirements across all locations. The unified digital platform enables consistent enforcement of these
requirements while adapting to state-specific variations.

e Cultural reinforcement: As Keller emphasizes, “As a healthcare organization, we're committed to protecting the
trust our residents and families place in us. We aim to be in the headlines for the right reasons—never because of
a security breach. That mindset drives a culture where information security is everyone's responsibility.”

7 AMA. 2025. “HIPAA Violations & Enforcement.” American Medical Association. 2025. https:/www.ama-assn.org/practice-manage-
ment/hipaa/hipaa-violations-enforcement.

8 Makridis, Christos A. 2021. “Do Data Breaches Damage Reputation? Evidence from 45 Companies between 2002 and 2018.” Journal of
Cybersecurity 7 (). https://doi.org/101093/cybsec/tyab021.
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Conclusion: The Path Forward

With demographic tailwinds driving demand and operational headwinds challenging delivery, the gap between market
leaders and struggling providers will likely widen.

Organizations that thrive will be those that leverage unified cloud platforms to build five key competitive advantages:

Frictionless experiences for residents and staff alike, accommodating varying technology comfort levels
Talent development through clear digital pathways that enhance retention and mobility

Unified operations that enable consistent quality across locations while accommodating regulatory differences
Purposeful innovation that enhances rather than replaces human connections

Trust and security that protect both data and relationships

N

Ultimately, technology alone cannot drive competitive advantage in senior living. The true differentiator comes from
pairing the right platforms with the right culture, creating an ecosystem where both staff and residents can thrive.

For senior living organizations navigating this complex landscape, the message is clear: Start with people, enable with
process, and accelerate with technology. The organizations that follow this formula will be best positioned to deliver
exceptional care while building sustainable business models for decades to come.
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About Workday

Workday is the Al platform for managing people, money, supplies and agents.

The Workday platform is built with Al at the core to help customers elevate people,
supercharge operations, and move healthcare forever forward. Ranked #1 Best in KLAS
ERP (Large) for eight years in a row, Workday is proven for healthcare organizations
across the continuum of care. With Workday, provider organizations can boost efficiency,
drive savings, and adapt quickly to change. Today, Workday is used by more than 11,000
organizations around the world and across industries - from medium-sized businesses to
more than 60% of the Fortune 500. For more information about how Workday can help
you, visit workday.com/healthcare.

Learn more

About DHI

Digital Health Insights delivers trusted information to senior professionals driving
digital transformation through their healthcare organizations. The website and weekly
newsletter serve the needs of a broad segment of healthcare stakeholders - health
systems, physician practices, health plans, government, life sciences, and technology
providers - seeking to leverage the rapid development of technology to deliver better
patient outcomes, ease provider burnout and increase business performance.

Learn more






