
This article focuses on the current efforts of senior living communities to increase revenue and 
profitability by retailing meals and services. The article also provides specific figures to demonstrate the 
increase in sales (through a la carte or spend-down-type accounts). 
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In an ever-changing industry where financial challenges are numerous, some senior living operators are taking 
different and forward-thinking approaches to finding new and untapped ancillary revenue sources — and they 
are reaping the benefits. 

In the midst of rising costs and outside pressures eating into operators’ bottom lines, some are adopting pay 
structures that offer residents the ability to purchase additional meals or services through a la carte or spend-
down-type accounts. 

This shift — call it a “retailization” of senior living — is occurring as operators including Watermark 
Retirement Communities, Harbor Retirement Associates (HRA) and Discovery Senior Living look to 
incorporate more hospitality-like components into their operating models, often by boosting the number of 
choices residents can make in dining and activities. 

For residents, it gives them the autonomy to decide how and when they spend their money. And it gives 
operators more tools with which to build specialized services and experiences that enhance residents’ quality 
of life without significantly adding to their bottom line. 

“We decided to really look and be creative on other revenue streams that we could bring in and why not tap 
into something that we consider ourselves experts in,” Harbor Retirement Associates (HRA) Chief Operating 
Officer Karin Bateman told Senior Housing News. “Why not drive outside revenue to offset some of those 
costs that residents are already having?”
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Public Pivot 

The emphasis on hospitality and dining is nothing new for HRA, and the company prides itself as a 
hospitality company that offers health care services to residents, and not the other way around, according to 
Bateman. 

“We like to turn that philosophy upside down and really focus on the hospitality aspect because we feel like it 
is something that is not really focused on in our industry as a whole,” he said.  

According to CEO Sarabeth Hanson, HRA is currently viewing dining, salon and spa venues as independent 
revenue sources, not cost centers. 

The company is executing on that goal by giving residents spend-downs through which they can purchase 
goods and services. Residents can spend their dollars on many of the community’s services, which are priced 
similarly to how they would be in a local business. Once they hit their limit, they can spend their own money 
to purchase more goods and services. 

For example, a resident might splurge and spend all of their dollars on gourmet meals. Should they want to go 
to the spa later, they can still do so using their own money. For operators, this has helped solve an old 
industry conundrum of how to offer the high-quality things residents want without raising their rates or 
further compressing margins. 

Another way the company is looking to boost revenue is by making the public more aware of what HRA 
communities can offer. 

Last December, HRA launched a new dining campaign it dubbed “Taste of HarborChase.” The initiative was 
aimed at increasing guest dining revenue and raising public awareness about HRA community restaurants. 

The Taste of HarborChase campaign involved digital and physical marketing pushes to get people into HRA 
restaurants across its portfolio. The public-pivot also gives future residents and their families a chance to test 
drive what they could expect from an HRA community. 

As of Aug. 31, guest dining revenue at HRA communities had increased 155% and bar revenue increased 
58% compared to 2021.
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Dovetailing off the growing success of the hospitality-focused operator’s restaurant revenue, online 
engagement and website sales conversions also increased since the launch of its marketing campaign. Website 
sessions in 2022 increased 25% and new users increased 24% compared to the previous year. Social media to 
website conversions also increased 35%, and social media engagement community-wide increased 70% 
compared to 2021. 

Each HRA community includes five restaurant and bar venues, including a traditional dining venue called 
Signatures; a cafe-style venue known as Counter-Offer; full service bar the Fusion Lounge; private event and 
tasting space The Chefs Studio / Zest; and fine dining establishment The Grill Room. 

By offering a range of restaurant-style dining offerings and subsidizing services through resident spend-
downs, HRA is able to “disrupt the industry and provide an experience” not typically available within a senior 
living community,” Bateman said. 

“The push over the past year to really kind of put out a public front to this is crucial to what we’re trying to 
accomplish,” Bateman said. “We really wanted to be able to share this secret with a larger audience while 
bringing in additional revenue streams.” 

At the same time, some line items on the budget have increased 30% to 40% year-over-year at HRA 
communities, with “no end in sight,” Bateman said. That makes finding ancillary revenue opportunities that 
much more worthwhile. 

The changing preferences of the incoming baby boomers will lead the customers of tomorrow to expect 
“something better and different,” Bateman said. 

“This is going to be the wave of the future for our communities moving forward.” Bateman added. “You can’t 
provide a run-of-the-mill community going forward because [baby boomers] are going to expect something 
better and something different.” 

Original Article: 
https://seniorhousingnews.com/2022/10/28/flexible-spending-new-senior-living-revenue-sources-pay-off-for-discovery-watermark-
hra/ 

https://seniorhousingnews.com/2022/10/28/flexible-spending-new-senior-living-revenue-sources-pay-off-for-discovery-watermark-hra/
https://seniorhousingnews.com/2022/10/28/flexible-spending-new-senior-living-revenue-sources-pay-off-for-discovery-watermark-hra/
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Stony Plain Project Update 

Stony Plain Active Adult Lifestyle Community is located just west of Edmonton, Alberta. When 
complete, the residence will be a 6-storey apartment building with 85 Active Adult Lifestyle Community 
suites. It will offer In-suite 24-hour emergency call systems, a recreation facility, housekeeping, laundry 
services, on-site management and maintenance. A main floor of commercial and retail space will provide 
residents with easy access to amenities such as a doctor’s office, pharmacy, bistro or coffee shop. Below 
is the progress update and pictures from the site. 

• Both the management team and residents continue to organize group events, including Laugh 
Yoga sessions, a Ladies High Tea, and classes in wool felting. 

• The residents working together to craft a scale model of the building have now completed 
their project!  

• The management team is looking into obtaining a vehicle and starting a ride-share program, 
which would be run by resident volunteers.  

• Exterior work including balcony repairs has now been completed, and the car heater plugs 
have been energized in anticipation of the colder weather.  

• The management team continues to look into ways to redesign the condenser fan system that 
is currently in the parkade, as the machinery makes the surrounding areas hot in the summer. 
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Chancery Seniors Housing Investments Inc. is a private real-estate investment firm with a focus on seniors housing. Powered by its two strong 
founding partners, Suske Capital Inc. and LD Capital Corp., Chancery creates a team with the expertise and experience of over 55 years in real 
estate and seniors housing developments with an estimated completion value of over $5 billion.  

For more information about our company and projects, please visit www.chanceryseniors.com
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