Improving Response Times & Resident Satisfaction
An Aldersgate Case Study
The Challenge:

The Solution:

Community Response Times

Accountability

When a resident presses a button, it’s because he
needs assistance. What happens next? He waits.
Frustration, anxiety and agitation increase with the
wait time, as does the possibility of injury.

In 2017, Aldersgate installed RCare in their new 125-bed
skilled nursing building. The community organizes its
residents into households staffed by CNAs and Med Aides
equipped with RPhones running RCare Mobile. Active alerts
appear on the screen, with detailed information about
each call, the caller, and the time elapsed since the call
came in. RCare Mobile has the unique “I Got It” feature,
allowing caregivers to claim a call and ensuring
accountability. Caregivers can see at a glance which calls
have been claimed and by whom, preventing unclaimed
calls and duplication of effort. The alarm automatically
stops when the call is claimed, reducing alarm fatigue.

the number
“ Typically,
one complaint is callbell response time.
”

– Elyse Piscitelli, Director of Nursing
Aldersgate Retirement Community

You can’t manage what you can’t measure, and
many communities are operating in the dark when it
comes to response times.
When residents grow tired of waiting, they try to do
things for themselves, which can result in falls and
injuries. Improving response time increases resident
health, safety and satisfaction.

Supervisors can view active calls in real time. In addition,
any calls that exceed 15 minutes are escalated
automatically to nursing supervisors, ensuring immediate
follow-up.

About Aldersgate Retirement Community
Aldersgate is a non-profit continuing care retirement
community, located on a 231-acre campus in
Charlotte, NC. It’s a place where residents live active,
independent lives with the confidence of having all
future needs met in the same, all-inclusive
community, which honors elders, and is committed to
creating and fostering a diverse, caring community.
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Actionable Data
Built into every RCare system is the reporting and
analytics package, which Aldersgate staff use to track call
response times, assess current status, set targets, and
monitor progress. What is an acceptable amount of time
for a resident to wait for help? With RCare, Aldersgate
identified their own target. RCare reports let them see
when they’ve missed their target, and help them identify
problems and areas for improvement.
“We find the Response Times Report to be one of the
most useful,” says Elyse Piscitelli, Director of Nursing. “If a
resident tells us that a response was slow, we can look, by
resident, to see if that’s true and if the concern is a
reasonable one.”

“We’re very happy with the RCare product.
It runs and it’s rock solid.”
– Randy Cook, IT Manager
Aldersgate Retirement Community

Reliability
System reliability is critical to response time
improvements, and Aldersgate gives high praise to
RCare, which they’ve been using since 2017. Their
previous system was large and proprietary, and not
as reliable as they needed. When asked what
prompted the change to RCare, IT Manager Randy
Cook described, “There was a lot of downtime,
waiting for specialized technicians and special parts.”
RCare parts are kept on-site, and can
be installed by staff. “The RCube server hasn’t given
me any issue. The reporting gets better every year.
The escalations are easy to add in,” adds Cook. The
result has been positive, with reduced downtime,
and easier set-up and maintenance. Aldersgate is
currently using RCare in their Skilled Nursing unit.
Cook hopes to phase RCare into the rest of his
community over time.

Aldersgate management also like the Longest Response
Times and Frequent Callers reports. “If a resident reports
a long response time, but they also have made frequent,
non-urgent calls over the course of a day, that may be a
different situation than if they rarely call. In addition, I can
pull individual response times for a resident, and if there’s
a problem, trace it back to the time, the shift. That gives
me a lot more information to address a possible problem.
And the Call Volumes by Shift helps me if I hear that call
lights were going crazy all shift. I can cross reference and
see if that’s really the case.”

“If it gets to the upper level, the supervisor
can contact the household to ask what’s
going on. Sometimes it’s that the caregiver
is in the room, but forgot to turn the light
off. Or it could be that everybody is busy
and we haven’t reached the person yet. In
that case, administrators may pitch in to
make sure residents get the assistance they
need.”
– Elyse Piscitelli, Director of Nursing
Aldersgate Retirement Community

RCare is the global provider of advanced nurse call
solutions. RCare consistently and creatively pushes
boundaries in the senior housing industry by being
fully interoperable, flexible, customizable, and
integrating with existing technology solutions in the
continuum of care. n
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