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Question 1:

“Which referral source gives you
The most new clients

‘With the highest hours per week

And the Longest Lengtﬁ’7 of stay?”
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Question 2:

“Which recruiting source
Gives you the most job applicants
‘Who make it through selection,
Show up on the first day,

And are still with you in one year?”
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Question 3:

“What is your annual caregiver
turnover, and how much ojg your
turnover happens in the
First 9o days?”
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Without data you're just
another person with an
opinion.

- W. Edwards Deming
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Data Oriented
Decision Making:

“Using facts, metrics, and data to
guide strategic business decisions
that align with your goals,
objectives, and strategic
initiatives.”
4P Hep



Four Levels of Your

Data Stream:

VOLUME 12

Strategies for
Transforming Your

Business & Future
y 1. Raw Data
an - p
2. Information

3. Knowledge
Wisd
4. Wisdom

Sooner Using Anticipatory Leadership

© Being Able to Pivot Helped You Survive.
What Will It Take to Thrive?

© If Disruptions Force Change, Imagine the
Power of Transformation

© From Trend Watching to Idea Wrangling:
How to Turn Cycles into Action Plans

© Futureview®: A Strategy That Outsmarts Complacency

© HowAtrtificial Intelligence Can Create
Real Value for Your Business

© Businesses Often Fear Disruption While Overlooking
ItasaViable Strategy

© Risks Can - and Should - Be Calculated.
Here's the Formula

Agility Is a Short-Term Strategy.
Anticipation Brings Exponential Change.

Bitcoin Is Just the Beginning: the Valuable
otential of Blockchain Technology
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From Opinion to Wisdom

‘With Stephen “Dataman” Tweed
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T
INDUSTRY BENCHMARKING

STUDIES

Private Duty Home Care
Benchmarking and
State of the Industry
Report

Facts, Data and Best Practices for Non-Medical Home Care in America

2012 I
PRIVATE DUTY i}

i 1 HOME e
3 it By Hovs: i Furkes i the e m
C/\RE .. “ N R vty ssiciaben PO € RPELSE‘ Home Care
st NPDA e "

Leading Home Care

www.benchmarking.homecarepulse.com
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INDUSTRY RESEARCH REPORTS /

/
RECRUITING
o ) l " {j oL
Y@
®DNA of a CEO
Top Techniques in 2016 Best Caregiver Survey
e A A Research Report on the
Recruiting and Retaining 2016 Home Health Care
High Quqﬁfy quegivers in > 126 Responses CEO Leadership Study N\
» 104 Complete Responses
Private Duty Home Care s
The results of the 2015 National Private
Duty Caregiver Recruiting Survey
By Stephen Tweed and Diane West o e By Stephen C. Tweed, CSP
This Research Report is
Sponsored by HomeTrak
CQF 382, '
LI B Sorvty CoruCied by
HomeTrak T = - L6ading Home Care_

www.leadinghomecare.com {\
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THE IN-HOME PERSONAL CARE INDUSTRY - Fom”y(ﬁ Y

29,000 COMPANIES IN 2025 resource
home care
eCare  OpenArms
Independents - 13,000 ZLamilics
Franchises - 8,540 @ |
. v Home SYNERGY Senior )
Affiliated - 5,000 Instead HomeCare HlEEE
[SENTOR CAREN
Registries - 2,000 \
&° N ng"« |
~ P
® ' A <
{ V\- Partners in Care® > WE“Y;;
\./ Private, professional home care On Qﬂr
New O
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TOP TEN HOME CARE FRANCHISES IN 2024 v

Home Care Franchises by Number of Units
0 200 400 600 800 1000 1200 1400

Home Instead | 1217
Comfort Keepers [ 750
Right At Home [N, 716
Interim Healthcare |GGG 555
Visiting Angels [ 578
Synergy Home Care [N 453
Brightstar |GG 396
Senior Helpers |GG 361
Home Helpers GG 308
Seniors Helping Seniors |GG 265

Source: Leading Home Care ... a Tweed Jeffries company

_Ix
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2024 REVENUE BENCHMARKS FOR >
HOME CARE COMPANIES
Industry Median - $2,301,088

Franchise Average- $1,305,479
“Leaders”-$2.8M+- $3,775,366

Top 10% Mastermind - $4,870,000 /=
Masters ($5M +) - $6,955,075
95th% - $11,880,204

Top 5% Mastermind Group - $14,861, 281

___Sources: Home Care Pulse, Franchise Times, Home Care CEOForum ____ 4[y0p 1P
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HOME CARE FRANCHISE COMPANIES 7,

« 588 companies offering Home Care franchises

« 8,540 Franchise Units

* Franchise Average Revenue - $1,305,479

* The top 20 companies have 100 or more units

« 8 companies have between 50 and 87 units \
« 28 companies have less than 35 units

* 12 companies that previously offered franchises no long
offer them

« 9 Companies that previously sold franchises have gone out of business.

A~

Leading Home Care

Source: Leading Home Care — August 2024 .0 Tweed Jeffries company




THE TOP 15 FRANCHISE HOME CARE COMPANIES >
Total Revenue = $8,660,549,438 TH(t)m%
Total Franchise Units = 6634 @
Average Revenue per Unit= $1,305,479 :
m - -m Right

P! E AL T';H“I C. AR Ee Vpg,fmg, rn?LjTe
SYNERGY'
LIVING ASSISTANCE SERVICES HomeCare
Source: 2023 Franchise Times Top 400 Franchises ?ﬁenpmzoo {\HCP HCP




LESSONS FROM THE TOP 5%
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FIVE PHASES OF fLOW’
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Purpose: “Make the Phone Ring”
Marketing

Sales

Public Relations

Community Qutreach

N\

s

EAN
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CONVERSION /

Purpose: “Convert Callers to Clients”
Inquiry Process

In-home “Care Consultation”
Intake and Admission

Start of Care

4HCP HCP



STAFFING

Purpose: “Find and Keep Top Talent”

Recruiting
Selection
On-Boarding
Training
Retention
Record Keeping

» Improve Hiring Decisions
» Reduce Costly Turnover

* Develop Strong Leaders
* Build Effective Teams

4HCP HCP



Purpose: “Matching Clients and Caregivers and
Supporting your Caregivers”

Scheduling

Care Coordination

Caregiver Supervision

Client Contact

Time and Attendance Tracking

4HCP HCP



COLLECTION

Purpose: “Keep Cash Flowing”

Time and Attendance Reconciliation
Billing
Collections
Record Keeping
Tracking
Reporting

— 4fcP HCP



“What Gets Measured

Gets Managed.
‘What Gets Rewarded
Gets Repeated.”
Stephen Tweed

4HCP HCP




Performance

"No Money
No Mission!”

4HCP HCP



ATTRACTION .

Purpose: “Make the Phone Ring”
Marketing

Sales S
Public Relations
Community Qutreach

EAN

4HCP HCP



METRICS FOR ATTRACTION

Inquiries

In-home Assessments
Admissions

New Clients

Total Clients

Total Hours

Hours per client per week *

=

4HCP HCP
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DOLLAR VALUE OF A CLIENT - CASE STUDY
$3 Million Agency

1 (,L
il

Specialty Advisors
Geriatric Care Manager
Trust Officer

Employees

Clients / Family

US Dept. Veterans Affairs
Physician

Home Health Agency
Hospital

Skilled Nursing Facilities
Guardian

$183,931
$ 91,680
$ 40, 394
$ 32,298 N
$ 22,385
$ 21,019
$ 14,567
7,128
6,699
6,440
4,568

N H H &H

4HCP FICP



METRICS FOR ATTRACTION

* |nquiries

* In-home Assessments
* Admissions

* New Clients

* Total Clients

e Tot:z

* Hours per client per week *

4HCP HCP



THE MOST PROFITABLE AGENCIES HAVE
THE HIGHEST HOURS PER CLIENT PER WEEK

Net Income

Median Company 7.2%
Five Mastermind Groups 8.82%
Top 10% Mastermind 10.51%
Top 5% Mastermind 5.15%
Most Profitable 5% 14.29%

Source: Activated Insights and Home Care CEO Forum

s

Hours / Client / Week

20
32.46
36.69
1.38
92.0

4HCP FICP



THE LARGEST AGENCIES HAVE

HIGHEST HOURS PER CLIENT PER WEEK

Median Company
Strategic Growth MM
Top 10% Mastermind
Top 5% Mastermind
Most Profitable 5%

s
Revenue Hours / Client / Week
$2,009,771 20
$1.5M to $3M 19.00 N\
$3M to $6M 32.46
$10M to $50M 41.38
$10M 952

4HCP FICP



CONVERSION

Purpose: “Convert Callers to Clients”
Inquiry Process
In-home Assessment
Intake and Admission
Start of Care

- elllg e



METRICS FOR CONVERSION

Inquiries
Assessments
Admissions

4HCP HCP



T
TRACK EVERY CALL 7’

» Use the Inquiry Log to track every call

» Use the Inquiry Form to get the info for your log
» Analyze the results monthly

» Transfer to your Strategic Scorecard

4HCP FICP



METRICS FOR CONVERSION

Inquiries
* By Referral Source
By Sales Rep

Assessments
* By Person Taking Call
* By Referral Source

Admissions

* By Referral Source

* By Sales Rep

* By Assessment Marketer

4HCP HCP



2024 MEDIAN CONVERSION RATIOS

&7

W Industry
Inquiry to Assessment 31.7%
Assessment to Admission 81.6%
Overall Inquiry to Admission 25.8%

Source: Activated Insights 2025 Home Care Benchmarking Report

Masters
35.5%
87.4%
31.1%

4HCP HICP



Question 1:

“Which referral source gives you
The most new clients

‘With the highest hours per week

And the Longest Lengtﬁ’7 of stay?”

4HCP HCP



STAFFING

Purpose: “Find and Keep Top Talent”

Recruiting

Selection

O n- BOa rd i n g * Improve Hiring Decisions
» Reduce Costly Turnover

Training ST ey

Retention

Record Keeping

4HCP HCP



THE RECRUITING FUNNEL 7’

High Quality Applicants

High Quality

Hires
4HCP FICP



STAFFING METRICS - FUNNEL ’

* Inquiries

* Application Completed

* Pre-employment Assessment Completed e Seemaiiing hiunes

High Quality Applicants

* Interview Completed

* Drug Tests & Criminal Background
 Offers Made

* Orientation Completed

* First Shift Attended

* Ninety Day Retention

High Quality
Hires

* One-year Retention

4HCP FICP



Intarnat - Indead.com

mployees - Current Employees
(Employes Refarral Program)

Internet - myCHAjobs_com

Rafarral Sources - Word of Mouth
{Reputation)

intermet - Social Media (Facebook,
Twittar, Linkadin, atc.)

Employeas - Reactivation of Praviously
Employved Caragivers

Internet - Your Wahsite

Internet - Google Ad Wordsa/
Pay-per-Click

Internet - Craigslist.org Job Ads

Other Recruitrment Source

- RECRUITMENT SOURCES -

3.2 Top 10 Caregiver Recruitment Sources/Methods for 2021 - Masters /

/

I71%  1.8%

12.9% -b.B%

Frovma bst prowvided, survay

arfizigants wang askad o

agiec! (e fap fao masd

effachhe civegiver rasruaibman

sourons and methods used i

2021, Mistars repvesant those

pronckans who Bated $5, i \
mrmaal e in 2021,

— I

0.1%

7B

- 52%  -47%

4.3% 21%

Pres e 5 Eees rapeesant e
changa ymar cwar year.

Sea page 49 lor a comgleta
li=t af ather recrutmeant scurces(
mmthincs

2.5% 01%
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RECRUITMENT SOURCES

3.2 Top Caregiver Recruitment Sources for 2021 - Median Caregiver Turnover

intormot- Indeed.com | /5.
Thase figures represant the
intornot- mycNAjcbs com | /' bt sgmciostal

istad aach above source
Intérnet - Social Media (Facabook, a% ane of their 1on twa
Twittar, Linkedin, stc.) 60.1% reruitment saurcas, Thay

el e reacs] the CaraEver
turnceoar g dircsly for

Al caraEivais lrom that
MECTUIMET Sourca.

Employeas - Current Employees

(Employee Referral Program) _ 3L.6%
Referral Sources - Word of Mout
[Reputation)

23.4%

Source: 2022 HCP Benchmarking Report {\
-_—————— “HCP HCP



%

THE BEST CAREGIVERS
ARE NOT ON INDEED.COM
LOOKING FOR WORK.

/.\ STEPHEN TWEED, CSP
indeed

one search. all jobs.

4HCP FICP



High Performi

gh Performing e

Care Workers o
&y, - Facebook 3%

Employee . Via website 4%
referral .. ' N
36% .

come from:

-~ Temp agency
to perm 5%

295 Registered Managers were
asked to pick their highest
performing care worker and
then identify the recruitment
source that found them.

o P Walk_ins 9%

- Local
advertising 9%

Word of .- ¢

mouth 14% Internet job

Source: Data collected from Neil Eastwood's Social Care board 1 1%
Recruitment Masterclass Workshops 2015-2019

A AN_A L AN L



Question 2:

“Which recruiting source
Gives you the most job applicants
‘Who make it through selection,
Show up on the first day,

And are still with you in one year?”

4HCP HCP



Question 3:

“What is your annual caregiver
turnover, and how much ojg your
turnover happens in the
First 9o days?”

4HCP HCP



CAREGIVER TURNOVER Activated Insights _

Formerly Home Care Pulse

90.00%

81.60%
79.20%

80.00% 77.10%

75.00%

0,
70.00% 65.70% N30% 65-20% 64.903

()
61.60% 59.70%

60.00%
52.60% 53.20%

49.80%
50.00% 46.20%

39.40%
40.00%
30.00%
20.00%

10.00%

0.00%
2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 2019 2020 2021 2022 2023 2024
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COMPANIES THAT TURNED DOWN CASES DUE TO v,
CAREGIVER SHORTAGES |

Turned Down Cases

Source: HCP Benchmarking Report

4HCP FICP



57% OF TURNOVER HAPPENS IN THE FIRST 90-DAYS %

Turnover

m 90 days m1Year

Source: HCP Benchmarking Report

4HCP FICP



Three Big Causes of
go-davy Turnover

1. Bad Hire

2. Paycheck Balance

3. Lack of Caregiver
Engagement

4HCP HCP




CAREGIVING

Purpose: “Matching Clients and Caregivers and Supporting your
Caregivers”

Scheduling

Care Coordination

Caregiver Supervision

Client Contact

Time and Attendance Tracking

4HCP HCP



CAREGIVING METRICS ’

« Clients on service

* Hours billed

* Shifts Scheduled

* Unfilled Shifts -

« Call Offs (number of CGs who call off within certain
time)

 Supervisory Visits Completed
* Client Nurture Calls and Visits Completed

4HCP FICP



HOW DO WE KNOW WHEN /
TO HIRE THE NEXT PERSON?

Median home care company
Generates $341,485 per full time equivalent
office team member

Source: 2024 HCP Benchmarking Study From Activated
Insights

4HCP FICP



COLLECTION

Purpose: “Keep Cash Flowing”

Time and Attendance Reconciliation
Billing
Collections
Record Keeping
Tracking
Reporting

— 4fcP HCP



COLLECTIONS METRICS ~

* Hours Billed

* Total Revenue

* Avg. Revenue per Hour

* Avg. Revenue per Client

* Direct Cost of Care

 Gross Margin $

* Gross Margin %

* Accounts Receivable / Bad Debt

* P &L comparisonto Industry Benchmarks

4HCP FICP



MEASURE EVERYTHING "

“What gets measured gets managed, what gets
rewarded gets repeated’.

Stephen Tweed

Setting up tracking systems gives you
the raw data you need to analyze
your business and make strategic
iImprovements

4HCP HICP



TWELVE SYSTEMS TO AUTOMATE YOUR .
BUSINESS

1.Sales 7.Scheduling

2.Marketing 8.Care Coordination
3.Inquiry 9. Payroll

4.Recruiting 10.Billing & Collection
5.Compliance 11.Metrics Tracking
6.Retention 12.Financial Reporting

4HCP HCP



Which of the following 12 systems do you feel are most important for

you to leverage in the future to scale your Home Care company?
(Pick the three most important)

Client & Caregiver Scheduling
Caregiver Recruiting
Caegiver Retention

Home Care Marketing

Billing & Collection

Care Coordination System
Home Care Sales System

Client Ingiry Conversion

HR Compliance & Info
Payroll Systems

Financial Reporting

Systems

Source: 2025 Future of Home Care Study
From Leading Home Care and AxisCare

30.00%

40.00%

50.00%

60.00%




Y S8 The value of
LR > LW an idea lies in
' using it”

Thomas Edison

4HCP HCP



I 2

Questions?
? ?

Stephen@Leadinghomecare.com
https://www.linkedin.com/in/stephentweed/

4HCP HCP


mailto:Stephen@Leadinghomecare.com
mailto:Stephen@Leadinghomecare.com

/
Thank You!
[
, STEPHEN TWEED N
Session Sponsor CEO
MayaCare st

502-339-0653 | Stephen@leadinghomecare.com
© 2025 Leading Home Care ... a Tweed Jeffries company
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