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Join Debra Fine, former engineer, now nationally recognized keynote speaker and bestselling 
author for her fast paced, entertaining presentation. Together we’ll laugh, learn and leave with 
the tools to develop and cultivate outstanding conversation skills and business networking 
techniques that will result in building relationships with residents, increasing visibility in the 
community, maintaining positive employee morale and developing and growing successful 
organizations. Learn how to turn every conversation into an opportunity 
for success.

Fine is the author of the bestselling book The Fine Art 
of Small Talk: How to Start a Conversation, Keep It 
Going, Build Networking Skills—and Leave a Positive 
Impression (Hyperion) and the second in the Fine 
Art series The Fine Art of the Big Talk translated and 
published in over two dozen countries across the 
globe. An 18+ year member of the National Speakers 
Association she presents her programs to hundreds 
of audiences around the world that include Flood 
& Peterson Insurance, Inc., Google, Pinnacol 
Assurance, Westin Hotels, and the Early 
Childhood Education Association 
of Colorado. View additional 
information at:  
www.DebraFine.com.
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Join us for the CALA Spring Conference on May 10th in Fort 
Collins. Get a chance to hear about the Fine Art of Small Talk with 
our keynote speaker, Debra Fine. Then enjoy many other great 
topics throughout the day! Register online at calaonline.org.



CALA Board Members
The volunteer board of directors was created 
to promote the philosophy of assisted living 
through education and communication.

2 2013 | Volume 5 Issue 1

Opinion Disclaimer:
The opinions expressed herein are those of the author(s) and may not necessarily reflect those of 
Colorado Assisted Living Association (CALA). The information contained herein was obtained from 

sources believed to be reliable, but no representation, or warranty, express or implied, is made by the 
author(s) or by CALA, or any other person as to its accuracy, completeness or correctness.

CALA Is On the Move
We are happy to announce that CALA has a new home! We have secured office 
space directly across from the Colorado State Capitol. This strategic location is 
also near the Colorado Department of Health Care Policy and Financing, Colorado 
Department of Health and Environment and all other regulatory agencies. The 
boardroom in our new facility is the perfect location to meet with legislators and 
regulators one-on-one, as well as hold board and committee meetings. In addition, 
there is a courtyard available for our use in which we plan to hold fundraisers and 
other social events. The office address is:

Colorado Assisted Living Association 
C/O The Kyle Group 

1410 Grant Street, Suite B-304-1 
Denver, Colorado 80203 

Phone: 720-606-2711 
Fax: 866-402-1722 

www.CALAonline.com 
communicate@cala-co.org

Executive Vice President/Lobbyist 
Corky Kyle, MPA, CAE 

Cell: 303-263-5422

CALA emergency updates – text cala to 72727

Good Day Pharmacy is Colorado-based and is the State’s largest independently-owned 
pharmacy company, exceeding client expectations since 1985. 

Visit us at www.gooddaypharmacy.com. 

• Prompt medication delivery 24/7 to Denver & the Front Range 
• Customized packaging systems to meet your needs: 
     Unit-Dose Blister Packs, Medicine-On-Time, OPUS 
• eMARS 
• Cycled medication delivery / automatic med delivery 
• Medical supplies & equipment, IV infusion service 
• Facility consultation & in-service training 
• Consultant pharmacist to assist onsite with state surveys 
 

Contact Gina Murray, 
Good Day Pharmacy Client Relations Manager 
at 866-810-9101  or  970-481-0246. 

Choose a HIGHER LEVEL of care 
for your residents 
with Good Day Pharmacy’s medication solutions 
designed specifically for assisted living residences. 

President
Thomas Kinrade 
Colorado Assisted Living Homes, LLC
pres@cala-co.org

1st Vice President
Chris Butler 
Timberline Lodge
vp@cala-co.org

Treasurer
Mary Jo Wright 
Inglenook at Brighton
treasurer@cala-co.org

Denver Region Representative 
Nicole Zamparelli-Schiavone, RN 
A Wildflower Assisted Living 
nicole@awildflowerassistedliving.com

Denver Region Representative 
Bill Boles

Denver Region Representative 
Clark Greip 
Jewell Insurance Associates 
clarkg@jjia.com

Northern Region Director
Megan Hart
Heritage Haus
north@cala-co.org

Northern Region Representative 
Terri Velasquez 
Eagles Nest at Platte Valley 
tvelasquez6@gmail.com

Southern Region Representative
Stephanie Rodriquez 

Southern Region Representative
Jane Chess 
Florence Care Home
south@cala-co.org 

Southern Region Representative
Chery Lucero 
Columbine Chateau
chery@columbinechateau.com 

Western Slope Region Representative
Rebecca Gray 
Grand Villa Assisted Living 
west@cala-co.org 

Western Slope Region Representative 
Bonnita Wallace 
Blossom View Assisted Living 
bonnita@calaonline.org

CALA Staff
Executive Vice President/Lobbyist 
Corky Kyle, MPA, CAE 
ckyle@thekylegroup.com 
303-263-5422
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Someone has a problem with a senior living community in 
Baltimore. At the online senior housing information site  
Caring.com, a reviewer vents in part that “the carpet on the first 
floor leading to the elevator was not clean, and the hand rail in 
the same location was chipped in several spots.” The post is 
anonymous, as online reviews usually are, so the community’s 
only avenue of redress is to respond online, which it has done. 
“Thank you for alerting us about the issues you ran across at our 
community…The carpet on the first floor, leading to the elevator, 
is in a high-traffic area and is in the process of getting cleaned. 
We’re also fixing the hand rail, as well. Our primary concern will 
always be the safety, happiness, and overall well-being of our 
residents.” Another review of the same property is much warmer. 
“The residents were very friendly and sociable. By walking down 
a hallway, it was easy to see groups of people chatting or playing 
games. There were numerous social activities, gatherings, and 
events for residents.”

These examples help show both the peril and the opportunity 
inherent in online consumer reviews. At sites like Caring.com, 
Yelp!, Google+, Yahoo! Local, and others, consumers have 
an open invitation to speak their piece, whether for good or ill. 
And they do. Yelp! alone boasts over 30 million reviews. It’s a 
phenomenon senior living must reckon with. “They can’t hide from 
it. Consumers are expecting to see reviews now. You can’t be in 
denial about these things,” says Caring.com CEO Andy Cohen.

Responding to  Online Criticism

Senior living executives face a rising tide of online consumer 
reviews. The new forum offers a chance to make the company’s 
name visible, and to garner positive comments. Not every online 
review is going to be glowing, however. In fact, those with a bone 
to pick may be especially eager to vent their concerns in public. 
Responding to negative feedback takes a delicate touch  
and forethought.

Fast Forward

• Reviews can provide insight into what matters most to 
consumers, enhance credibility, and validate claims made in 
marketing materials.

• Some providers are asking consumers to post their positive 
experiences with residences.

• Experts say that consumers who look for reviews want to see 
a broad sampling of opinions, to know that they are getting a 
representative variety of views.

• At online reputation management firm Reputation.com, VP 
Advanced Client Solutions Brent Franson suggests a strategy:

•  Analyze the comment. Is this something that can be 
addressed, or is the reviewer too irate or unreasonable to  
be mollified?

• To address a comment directly, ask the reviewer to contact 
you, rather than respond on site. Now the conversation goes 
offline, so that further negative discussion is not visible to  
the public.

• Show earnest interest. When responding publicly on a site, 
express concern, ensure that this lapse is not normal practice, 
and promise to look into it and make changes if needed.

• Don’t necessarily apologize. Doing so could invite some legal 
liability. Be sympathetic but not “sorry.”

“There will always be people who have a negative experience 
and they are the ones who will go to the mountaintop,” says 
Mandi Block at Country Meadows. “We can’t cringe and shut our 
door when that happens. So we will address that, we will do what 
we can to give a fuller picture,” she says. Block will also fight fire 
with fire. “Let’s find someone who had a positive experience and 
ask them to tell their side of the story. You can’t respond to every 
negative. You look paranoid, you look self-conscious. It’s better to 
find those families that can share their positive stories.”

And remember, a little bit of helpful criticism here or there is 
not necessarily a bad thing. “You are not striving to create an 
environment in which everything is 100 percent glowing. People 
are suspicious of reviews that are too positive,” Franson says.

Adam Stone is a contributing writer to Senior Living Executive.  

Reach him at astone@alfa.org.

At sites like Caring.com, Yelp!, 
and others, consumers have an 
open invitation to speak their 
piece, and they do
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Spring Conference
Conference Topics

Schedule

Spring over to the Fort Collins Marriott for CALA’s next 
Conference on Friday, May 10th. This conference offers unique 
and never before offered training opportunities from CALA. Join 
us for an Ice Breaker Reception on the evening of May 9th or just 
come on the 10th for great networking and information. There 
are specific training tracks in the breakout sessions for Executive 
Directors/Administrators, Owners and Caregivers. Check out 
some of our amazing speakers and interesting topics in store.

Managing Staff Development 
Stephanie Rodgriquez, Bethesda Senior Living

This session will focus on how to get the most out of your 
employees. How do you weed out C performers, deal with review 
and discipline issues, rewarding employee’s and much more. This 
session will provide practical steps and proven practices in the 
assisted living setting.

Business Cost & Tax Implications of the Affordable Care Act 
Bob Semro, Bell Policy Group

This session is designed to provide a basic understanding of the 
tax and business cost impact of the Affordable Care Act.  It will 
cover the provisions of the ACA that directly affect businesses, 
the ACA and Grandfathered plans as well as the Tax implications 
in the ACA.

Preventing Medication Errors 101 
Amy Johnston, Good Day Pharmacy

Nearly one-third of adults take five or more different 
medications. Because the need for assistance in 

taking medications is one of the reasons that many 
adults move to assisted living communities, it is 

paramount that medications are administered accurately. 
Given the volume of medications being taken, medication-

related injuries may seem inevitable; however, errors in 
medication prescribing, dispensing and administration are 

preventable. This interactive session will allow attendees to 
be able to share ways they curb medication errors within their 
communities and discuss and explore a variety of ideas and 
systems for setting up internal procedures to make the process 
and environment as error proof as possible.

Life Safety Code Update 
Sean Schwartzkopf, Life  Saftey Code Inspector

Attendee’s will be updated on key life safety codes that are 
currently impacting both the small and larger assisted living 
communities. Learn the key life safety policy information that you 
must have in place to meet state requirements.

Thursday, May 9th

6:00 pm - 8:00 pm Spring into CALA  
   Ice Breaker Reception

Friday, May 10th

7:30 am - 8:00 am Registration

8:00 am - 8:30 am Opening

8:30 am - 10:00 am Keynote with Debra Fine 
   The Fine Art of Small Talk

10:00 am - 10:30 am Visit Exhibitors

10:30 am - 12:00 pm Breakout Session 1

 ED/ADMIN Staff Development

 OWNER  Affordable Care Act

 CAREGIVER Preventing Medication Errors

12:00 pm - 1:30 pm Luncheon and Keynote with  
   Sean Schwartzkopf 
   Life Safety Code Update

1:30 pm - 2:45 pm Breakout Session 2

 ED/ADMIN Marketing Panel

 OWNER  Civil Litigation

 CAREGIVER Recognizing Foot & Ankle Problems

2:45 pm - 3:15 pm Visit Exhibitors

3:15 pm - 4:30 pm Breakout Session 3

 ED/ADMIN Person Centered Care 

 OWNER CO  Choice Transitions 

 CAREGIVER Dementia Care

4:30 pm - 5:45 pm Closing Networking Time, Cocktails,  
   Exhibitor Giveaways and  
   Partner Prize

Register for the conference  
online at: calaonline.org

or call us at: 720-606-2711

Exhibitor and Sponsor Opportunities Available
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2013
Quick Conference Registration Form
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Effective Marketing Strategies – Panel Discussion 
Elizabeth Share-Henricks, Bethesda Senior Living, (and others)

One of the challenges many smaller, older, new and large 
assisted living communities face today is how to market 
themselves against a newer and bigger competitor. This panel of 
experts understands the uniqueness and special qualities of both 
smaller and larger communities may have. During this session, 
the panel will discuss marketing and positioning issues ALR 
communities face as well as offer suggestions and ideas that will 
place these providers in a strong position with competitors.

Civil Litigation and Assisted Living Residences 
Expert Attorney

Civil litigation is increasing in the assisted living industry. Our 
expert will discuss the current trends in civil litigation specific 
to the AL industry as well as the legal standards that apply to 
assisted living communities. Attendees will learn strategies to 
help avoid civil litigation and discuss strategies that can lead to a 
favorable outcome should a civil litigation occur.

Recognizing Foot and Ankle Problems 
Dr. Gordon Rheaume, Podiatrist

In this session you will obtain a better understanding of foot and 
ankle related issues that may affect your residents including 
diabetic foot care and circulatory problems. You will gain an 
understanding of how to identify when foot care treatment  
is needed. 

Implementing Person Centered Care Plans 
Dr. Cheryl Kruschke, Regis University

In this session attendee’s will receive information on the practical 
implementation of Person Centered Care Plans. Examples will 
be given of what an assessment “looks” like, what tools are 
available to use, etc. Learn what to do when a resident cannot 
communicate their needs and many more practical examples of 
real world applications.

Overview of the Colorado Choice  
Transitions Program 
Kathy Cebuhar, Community Liaison, DHCPF  

Nora Brahe, Transitions Administrator, DHCPF

Colorado Choice Transitions, a Money Follows the Person 
initiative (MFP), is a federal grant to build and improve on the 
infrastructure supporting home and community-based services 
(HCBS) for people of all ages with long-term care (LTC) needs. 
This session will answer many questions related to the program 
such as. How does someone qualify for the program? What are 
the goals of CCT? What does the funding cover? As well as a 
history and overview of the program.

Creative Interventions For Individuals With Dementia 
Jean Cannon

Individualized planning and family/caregiver education are 
essential in reducing behaviors for residents with dementia. 
This can often be done without the use of medication. During 
this session, attendees will work through challenging behavior 
case scenarios. Through discussion of these case studies, 
attendees will learn the tools they can use to become “unmet 
need detectives” by using a resident’s personal history and 
background assessments to address the situation at hand. 
By improving the utilization of the resident’s personal history, 
planning our responses to their behavior and exploring our 
expectations of success, caregivers can create creative 
individualized interventions and a better quality of life for our 
residents with dementia.

Fort Collins  
Marriott

Name ___________________________________________

Community Name _________________________________

Email ___________________________________________

Phone __________________________________________

# of Attendees ____________________________________

Additional Attendees Names _________________________

________________________________________________

Fax or scan and email to 866-402-1722 or email 
communicate@cala-co.org. Then call 720-606-2711 to make a 
payment. Or register and pay online at www.calaonline.org.
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Government Relations Report 
Chirs Butler, GRC Chair

Our GRC Committee continues to 
meet biweekly to review current 
legislative bills. So far there are few 
bills directly related to the assisted 
living industry. However, there are 
several bills impacting small and 
large businesses needing our input. 
We continue to have a voice at the 
Capitol. Corky Kyle, our Lobbyist, 
met with Senator Steadman of the 
JBC early in the year. The JBC 
has on the budget a total of 8.1% 
increase for Home and Community 

Based Services (HCBS). This has yet to pass.  
We will be Lobbying for more increases in the 
coming years. 

There is an ALR stakeholder meeting April 10th. 
Our bill (SB128) will be discussed at this time. I 
will be giving an update after this meeting.

We had our annual Legislative Reception on 
January 29th. This was well attended.

We continue to participate in HCPF Longterm 
Care stakeholder meetings. Nicole Schiavone 
reports that the Waiver Simplification 
subcommittee is on the verge of making great 
progress.

Our next project will be expanding the PACE 
program, a combination of Medicaid and 
Medicare. This program is administered by a non-
profit, InnovAge. It offers several added benefits 
that HCPF does not. I encourage readers to look 
them up on line. 

The Granville Assisted Living Center 
Rocky Mountain Region’s “Best Kept Secret” for affordable housing for seniors.

Oakfield Whitney along with his wife/business partner RoseMarie 
who own TRG Management, LLC started building The Granville 
in 1997. Their idea was to make an affordable residential  
setting for seniors who needed supportive services to maintain 
their independence.  

The Granville today is still devoted to providing independence in 
a private residential setting. Included is assistance with activities 
of daily living to seniors ages 62 and older whose annual gross 
income does not exceed 60% of the area median gross income 
established for Denver, Colorado. We accept individuals on 
the Medicaid Home and Community-Based Services Program 
(HCBS). We also accept the InnovAge Greater Colorado PACE 
program (formerly TLC). Each potential resident must be able 
to transfer independently and be able to get to and from meals 
independently. Incontinent residents must be able to manage 
themselves.  

The Granville offers an all-inclusive supportive service package:
• Three delicious homemade meals served daily, plus snacks 
• Medication administration 
• State-of-the-art emergency call system & Exterior Video 

Monitoring
• Recreation and social activities
• Tai chi classes taught in-house by a resident who is a former 

teacher
• Bocce Ball 
• Arranged transportation 
• Onsite staff 24/7 
• Off site trips to the casinos, restaurants, plays shopping and 

much more.

There are 113 affordable, unfurnished apartments offered along 
with an assortment of amenities. Residents have access to 
all common areas including covered balconies, sitting areas, 
a media lounge with a large flat screen TV, a wonderful book 
collection in our library, a private formal dining room that can be 
reserved for family parties or small group meetings, a beauty 
salon, a country store and also a common kitchen for those 
residents who still want to whip up a tasty dessert or make a 
favorite meal.  

The Granville is conveniently located to shopping and also within 
3 miles of the Belmar shopping neighborhood. Visit us online at 
www.thegranvilleassisted.com or in person at 1325 Vance Street, 
Lakewood, Colorado 80214. Our number is 303-274-4400.

Paul Petitt
Regional Account Executive

303-638-2370

LEGACY partners with Assisted Living Communities to provide 
on-site health enrichment and rehab programs designed to 
maximize the health and independence of residents.

Turn LEGACY’S rehabilitative and health enrichment services 
into your competitive advantage. 

R E H A B I L I T A T I O N                LEGACY               S U C C E S S
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What’s Clicking . . .Senior Living’s 
Latest Online Search Data 
By G5 Marketing

Why Google+ Matters  
The Google+ social network is now fully integrated with Google 
search and can definitely affect your business. Whenever anyone 
searches for your communities online, Google+ ratings and 
reviews pop up. Today Google+ has more than 500 million users 
and millions of business listings, called Google+ Local pages.  
If you don’t take control of your Google+ Local page and keep  
tabs on Google+ ratings and reviews, you could lose  
potential residents.

Google+ Local Pages  
Google+ Local pages are like profiles for businesses. Owners 
can post hours, location, contact info, updates, photos, videos, 
and more to their pages. Google+ users can also post reviews 
and ratings on Google+ Local pages. And those reviews and 
ratings show up prominently in Google search results. Get Started 
with Google+ Create a Google+ Local page for each one of your 
senior living communities.

Here’s how:

1. Create a Google+ profile

2. Sign in to your new Google+ account

3. Click “Pages” under “More” on the left

4. Click “Create new page”

5. Select the Local Business category

6. Enter your business’ phone number and click “Locate”

7. If you see your business, click on it. If you don’t, click “Add your 
business to Google”

8. Enter your community’s basic information, including address, 
phone number, contact info, logo, etc.

9. Click “Create” and you’re done. Now you can add more details 
about your community and post content to engage your 
audience

Keep It Going 
Once you’ve created a Google+ Local page, maintain it. Post 
relevant content, including photos, upcoming events, exercise 
and health tips, or anything that may appeal to your audience of 
potential customers and their families. Be sure to monitor and 
respond to all reviews, positive or negative. Thank reviewers for 
positive reviews and engage negative reviewers to see if you 
can solve their problems. Often, addressing concerns can turn 
disgruntled reviewers into your biggest advocates. Ask for positive 
reviews, too. If a resident’s family member had a great experience 
with your community, ask them for a Google+ review. Make sure 
reviews are as specific as possible. Google+ users rank reviews 
based on helpfulness, and the most helpful reviews will appear 
first in search engine results.

Innovative Trends
What are the most innovative trends growing in senior living 
community design? 

• Connectivity to the surrounding community through locations 
near urban amenities and design features that promote outdoor 
views and walkability; 

• Connectivity to nature including adjacent parklands, oversized 
balconies, outdoor dining venues, gardening spaces, and 
natural indoor lighting;

• Designing for capability, not disability, such as incorporating 
technology to increase independence and facilitating resident 
involvement with cooking/dining experience;

• Affordability-driven innovations such as hybrid buildings, which 
provide a variety of housing options within a high-density 
setting;

• Ecologically sustainable design and construction practices;

• Neighborhood/household models and design that supports 
person-centered care.

This list was compiled from 50 projects submitted for 
consideration in the American Institute of Architects 11th Biennial 
Design for Aging Review design competition. Visit www.aia.org 
for more info.

CALA Wants You
Do you have inspirational stories 
you would like to share about you 
or your residents? We would love 
to hear them!
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CALA
2013 SPRING CONFERENCE

May 10th, 2013
8:00 am - 5:00 pm

Fort Collins Marriott

Registration
Regular Registration

Spring Conference

Colorado Assisted Living Association 
C/O The Kyle Group 
1410 Grant St Suite B-304-1 
Denver, CO 80203

350 East Horsetooth Road
Fort Collins, Colorado 80525
970-226-5200
Call the hotel to book your 
room!

Registration 7:30 am
Program begins at 8:00 am

CALA Member $215
Non-Member $285


