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Section 1: Executive Summary 
It became clear that 2021 was a year that we had to learn how to live in a pandemic. In early 
2021, a vaccine sprang hope for KCC (and the world). We held numerous clinics to vaccinate 
residents and staff members, and the atmosphere was celebratory. Our centers began to 
open (from a 2020 holiday surge in cases) with a path to a safer community. 
 
What we surmised to be the beginning of the end, the stealthy virus challenged our 
momentum and reminded us that we continue to operate in a very fluid process. Yet, in 
unison in the global pandemic, we also experienced breakthrough infections. We pivoted 
when it became clear vaccine mandates were necessary, boosters were recommended, 
mitigation efforts continued, the virus was mutating, and center openings and closings 
lingered. Yet, we persevered to establish a 'new normal' to sustain the community 
engagement that our residents and staff members value. 
 
Despite an ongoing pandemic, we completed a comprehensive and value-centric process 
resulting in an approved Revitalization Plan. In addition, the entire phase from concepts to 
the groundbreaking for the new residences at the Mott area and new Woolman building was 
completed, the Kendal at Longwood Health Center concept phase began, numerous capital 
projects were completed, and our financial balance sheet remains healthy. 
 
Operational teams rose to many challenges in 2021 to meet the needs of residents and staff 
members and demonstrated their excellence in the field. 
 
 

Section 2: Details by Department 
The following are the initiatives completed in 2021 by the department: 
 

Health Services 
Despite the ongoing changes in regulations around the pandemic, our Health Services teams 
made tremendous strides with the following initiatives: 
 
Overall 

• Implemented an electronic staff and visitor screening procedure  

• Developed an extensive system for connecting residents to their families via Facetime, 

Skype, and Zoom 

• Conducted 15 Resident and Staff COVID-19 Vaccine clinics with CVS and CPS/Erics 

Pharmacy 

• Conducted 4 Resident and Staff Flu Vaccine clinics with CVS Pharmacy 

• Developed pandemic staffing policies and plans 

• Established a workgroup to evaluate the primary care health care services to respond 

to anticipated changes in the health care and senior living field. 
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• Conducted weekly Family Zoom calls with the Health Services Leadership Teams 

• Restructured the KCC Home Care Program – relocated the office to lower 

Cumberland, hired a full-time manager – increased utilization of the program 

• Hired an Infection Control Prevention Specialist to support the campus and comply 

with CMS Skilled Nursing regulations 

• Formed a 4-Campus Wide Health Services Collaborative Committee 

• Formed a COVID-19 Task Force of Residents and Staff to deal with emergent issues 

related to the pandemic 

• Collaboration with Medical Director for COVID-19 and vaccine educational videos 

related to the infection prevention strategies during the pandemic 

• Ongoing resident and family meetings held via Zoom to maintain strong 

communication 

• Advanced 6 certified nursing assistants from Level 1 to Level 2 in our career ladder 

program  

• Held 4 Nursing Assistant Training Programs with a total of 16 individuals who 

completed the program and became Certified Nursing Assistants  

• Collaborated with Human Resources to offer special incentives to existing staff for 

covering vacant shifts, as well as developed recruitment and retention bonuses  

• Conducted hundreds of universal and outbreak COVID-19 tests for residents and 

staff throughout the year.   

• Re-established partnerships with Vocational – Technical High Schools 

• Developed and modified many policies and procedures related to infection prevention 

as a result of regulatory changes for COVID-19 management 

• Participated in an Infection Control Prevention Quality Insights Survey as a result of 

the skilled nursing COVID-19 outbreaks 

• Established a telehealth program for providers during the peak of the pandemic when 
the community was closed 

Kendal at Longwood 

• Maintained overall 5-Star CMS rating for the entire year 
• Hired Dr. Andrew Sitkoff after his retirement from Penn Medicine to maintain 

continuity of care for residents 

• Held a Health Services Fair to showcase services to residents  

• Had a deficiency-free survey from the PA Department of Health; had been deferred 

for two years due to the pandemic. 

• Participated in an Association for Professionals in Infection Control and Epidemiology 

Infection Prevention Survey  

• Began initial concept phase for the Health Center Renovation Project 

• Montessori dementia education for residents and volunteers regarding the program 

and established nooks throughout the Health Center for resident activities 
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Crosslands 

• Maintained Overall 5-Star CMS Rating for the entire year 
• Had a deficiency-free survey from PA Department of Health; had been deferred for 

two years due to the pandemic 
• Participated in an Association for Professionals in Infection Control and Epidemiology 

Infection Prevention Survey  
• US News and World Report recognition for High Performing in Short-Term 

Rehabilitation 

• Transitioned a valuable RN to a CRNP role in Resident Care Office 

• Promoted an RN to the Skilled Nurse Manager 

 
 

Culinary Services 
In response to pandemic surges, culinary teams quickly pivoted their operations. They 
created smooth transitions with seamless service from outdoor dining to safe indoor dining 
spaces to meal pick-up services. They were inventive with "Home for the Holiday" meals and 
provided special meal packages.  
 
Additionally, the teams achieved several significant projects to improve the culinary areas: 
 
Kendal at Longwood 

 

• Hot buffet installation and acoustic panel replacement in Main Dining Room 

• Ceiling tile replacement in Cumberland Kitchen 
 
Crosslands 

• Complete redesign and opening of the Pond's Edge Café 
• Main Dining Room painting 

• Replacement of pots sinks in Main Kitchen 

 

Staffing challenges complicated operations. Thus the Culinary Department was proactive 
and created: 

 

• Tuition assistance plan for high school students for future higher education 

• Hosted Leon Spencer, former Board Member from the Technical College High School 

(TCHS) Pennock's Bridge to collaborate in developing a pipeline to establish 

employment opportunities for all students in Southern Chester County 

• Created an employment sponsor page on the Career Ready Chesco website sponsored 

by TCHS Pennock's Bridge. 

• An initiative in collaboration with Human Resources to create QR codes to provide 

easy access to our application. 

• Assisted the Director of Communications and Public Relations in providing more 

culinary-related content on our web page in the form of existing staff testimonials. 
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• Collaborations with Human Resources to harness the power of social media – the 

latest example being a desire to film Tik Tok employment videos with the permission 

of existing staff. 

• Continuing partnerships with our existing staff to help recruit family members and 
friends while offering referral bonuses. 

 
 

Finance/IT/Marketing 
 

Finance 
 

• Secured $10,000,000 of short-term construction financing for the new units at 
Crosslands 

• Finished the fiscal year ending 12/31/21 in a stronger financial position than 2020 
 

Information Technology 
 

• Began the analysis for the installation of Viibrant 360 
 

Marketing 
 

• Achieved a year-end occupancy of 94.6% 
• Sold all the new Mott area and Woolman units 

• Established a Marketing Collaborative Committee 
 

Philanthropy 
 

• Over 1M donated for entrance fee assistance at Crosslands 
• Over 150K for Big Woods initiatives 

 
 

Human Resources 
 

• In partnership with Health Services, led 6 Zooms and 6 listening and education 
sessions for staff members on vaccine requirements 

• Restructured the department to respond to staffing challenges, hiring a Marketing 
Specialist and a Generalist Recruiter 

• Partnered with Health Services and CPS Pharmacy to provide booster vaccines 
• Partnered with Mutual of America, who currently manages our 457B plan, and 

transitioned the 403B/401A plan from Lincoln Financial Group to one plan 

• Reviewed compensation data or surveys pre and post-pandemic to ensure salaries are 
competitive, with the highest increase in wages effective sooner, January 1, 2022 

• Identified ways to recognize staff through recognition committee 
• Partnered with staff wellness committee to continue to promote a healthy workplace 

• Offered recruitment incentives to attract candidates 
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• Partnered with former HR Director (now a consultant) to build bandwidth within the 

department to help with various strategic tasks such as recruiting. 

• Special Recruitment and Retention meetings created with the health services  
department to address current challenges and strategize ways to improve  

• Partnered with significant job board Indeed with their Senior Account Executive to 
give analysis and performance feedback on KCC's job postings and strategize ways to 
improve postings to be prominent. 

• Partnered with the University of Delaware paid membership to get exclusive 
invitations to their special job fairs. 

• Partnered with West Chester University by utilizing the career platform Handshake to 
post all KCC's openings on their one-stop career platform and development 

• Reached out to Deltech University to promote KCC as a great place to work. 

• Workers Compensation experience rating continues to remain low 
 

 

Facilities/Capital Projects 
There was progress across all campuses to complete many small and large projects. Despite 
pandemic challenges, we used technology and collaborative partnerships with architects, 
residents, and staff and led the following: 

 

• Mott/Woolman construction kickoff and continued progress 
• Revitalization Plan approval 
• Completed pre-schematic concept phase for the Kendal at Longwood Health Center 

renovation 
• Wastewater treatment plant feasibility study 
• Developed an Environment of Care Committee to team with multiple departments 

proactively survey the Health Centers on both campuses with a focus on life safety 
• Completed multiple emergency drills on both campuses and an Active Shooter drill 

with Chester County Emergency Services 

• Completed 13 separate horticulture projects and planted 219 trees across all four 
campuses 

 
Capital projects by campus include: 
 

Kendal at Longwood Campus 
• Beautification of the Harlan Glen area 
• Woodshop enhancements 

• New flooring in the Wellness Center 
• Four powder room additions to units 

• Pole barn installation at Maintenance Center 

• Lower center hall renovation 
• #506 house renovations 

• Development of a pilot hydroponics room 
• Construction of a new space for the Photography Club 
• Interior painting, storeroom renovation, and HVAC upgrade in the Kendal Farmhouse 
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Crosslands Campus 

• Cooling towers and pumps refurbishment 

• Firbank make-up air unit replacement 
• Lower center hall renovation 
• Ellerslie fire escape installation 

• Renovation of the Multi-purpose/Sports Room 
 

Cartmel Campus 

• Entrance sign replacement 

• Began renovation of Old Stone 
• Fence installation along neighbor's property at Cartmel 

 
Coniston Campus 

• Drainage evaluations at Coniston 

• Landscaping project including tree plantings and tree work 
 
 

Overall Administration 
• Long-Range Plan, Diversity, Equity, and Inclusion Work Group formed and presented 

recommendations 

• Worth building purchase – provides a future welcome center atmosphere for 
prospective residents and staff members and future home of some administrative 
functions to allow more space in the main centers 

• Assembled teams and started planning for CARF reaccreditation 
• Supported Human Resources with creating recruitment collateral such as videos, 

photos, written blogs and stories, press releases, and social media. 

• Wrote over 90 letters and memos, produced 5 videos, created 9 presentations, 7 press 
releases published 

• Assisted in the development of the Revitalization Plan document 

• Successful Triennial Risk Management Survey from Caring Communities and Peace 

Church Risk Retention Group- Achieved a Member Engagement and Risk Management 

Implementation Score of 91.4% and 94.5%, respectively 

• Met 100% of the FSA required components for our Corporate Compliance Program  

• Established a Pandemic Supply Inventory Management Procedure 

• Developed and implemented a "re-opening plan" more than once for all residents and 

visitors 

• We retained our annual safety certification by the State, which results in a 5% credit, 

or a $10,000 savings 

• Continued weekly meetings with the Resident Association Presidents to foster 

leadership to residents and provide valuable input to the CEO, CHO, and the Director 

of Communications on operational matters impacted by the pandemic 
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Section 3: Addendum 
 
COVID-19 infections propelled many of the daily 2021 operations. Below is a year-to-date 
chart (as of January 2022) outlining our statistics: 
 

Kendal~Crosslands Communities COVID-19 Report 2020 2021 YTD 
2022 

Cumulative 
Total 

Number of Kendal at Longwood Independent Living Resident Cases 4 12 3 19 

Number of Crosslands Independent Living Resident Cases 3 4 1 8 

     

Number of Cartmel Resident Cases 2 0 3 5 

Number of Coniston Resident Cases 0 1 0 1 

Total Independent Living Cases 9 17 7 33 

     

Number of Kendal of Longwood Health Center Resident Cases 2 18 2 22 

Number of Crosslands Health Center Resident Cases 7 5 6 18 

Total Health Center Resident Cases 9 23 8 40 

     

Total Resident Cases 18 40 15 73 

     

Total Number of Resident Deaths 1 2 0 3 

     

Total Staff Member Cases 53 115 72 240 

  
 

  

Total Resident and Staff Member Cases 71 155 84 313 

 


