The Evolving Role
of the Senior Living
Maintenance Professional
How Technology Can Help Today’s
Maintenance Professionals Shine

The role of today’s senior living
maintenance professional is
very much evolving.
Now, every day, these workers are both proactive
and analytical. They’re customer service-oriented,
and with the help of new technologies, they’re
taking on more responsibilities around senior
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living communities than ever before.
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increasing their visibility within the organization,
reinforcing their professional status through new
dress codes and hiring candidates who can look
beyond the traditional, trade-based roles.
All the while, technology is helping this generation
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The Changing Definition
of “Maintenance”
In senior living, the definition of “maintenance” has
changed dramatically over the years. The days of
maintenance professionals simply being thought of
as “the people who fix things” are long gone. Now,
the role of a senior living maintenance professional
is more dynamic — and much more expansive.
Today, senior living maintenance professionals in
leadership roles work to keep communities running
smoothly at all times, in addition to fixing problems
as they arise. Using technology and analytics, they
can predict and prevent issues from occurring in
the first place, as opposed to only reacting to the
issues after the fact.

Maintenance team members’ core jobs, meanwhile,
are transforming from those of a pure tradesman
to a customer-service focused, technology-driven
role that relies on smart building technology. This
does not mean they no longer have to plunge
toilets or change filters — they still do. But they
need to do these jobs with the residents’ comfort in
mind, all while taking advantage of the efficiencies
that technologies bring.
In many cases, these maintenance professionals are
also on a community’s front line, interacting with
residents on a regular basis as they complete work
orders, perform preventive maintenance and more.

Titles of Maintenance Department Heads
6%

Maintenance Director
38%

26%

Facilities Director

EVS Director

29%

Plant Director

Source: Dude Solutions database survey
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Maintenance professionals, in other words, are
beginning to fill facilities or operations roles
— and their titles are changing to reflect these
shifting responsibilities. Now, large percentages
of maintenance department heads are called
facilities directors, environmental services (EVS)
directors and plant directors, in addition to
maintenance directors.
The day-to-day work of senior living maintenance
professionals may look more different than it
ever has, but it’s a welcome change, according to
Ryan Ferguson, facilities director at the Glenaire
continuing care retirement community (CCRC) in
Cary, North Carolina.
“Now, every day is just a new challenge,” he says.
“It’s just a great, fulfilling time.”

The Perception Battle Facing
Maintenance Professionals
Though the responsibilities and expectations
of senior living maintenance professionals have
changed drastically over the years, in many cases,
the way they are perceived has not.
Often, these title types are thought of as blue collar
workers who haven’t had much post-secondary
education. This isn’t even remotely true —
according to a survey of Dude Solutions’ database,
over 74% of senior living maintenance professionals
have received a two-year college or trade school
degree, or higher — but it’s still a stereotype that
many maintenance teams are working to change.

Education/Continuing Education Levels
26% earned a high school
degree/GED or attended
some college
High School/GED

74%

Earned a 2-Year
Degree or Higher

Some College
2-Year College/Trade School
4-Year College
Master’s Degree
PhD/Doctorate
Source: Dude Solutions database survey
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Resident Interaction
It’s key to prepare maintenance
staff for interactions of all kinds
with residents

To help accomplish this, some senior living
communities are having all of their maintenance
professionals dress in polos or matching shirts and
khakis, as opposed to traditional uniforms. This
made a huge difference in team morale at Glenaire.
“When I came on board, the first thing [the
maintenance team] wanted to do was change
their uniforms — they looked like auto mechanics,”
Ferguson says. “Now, they wear matching shirts and
khakis.”
A similar change was made at Brethren Village
Retirement Community in Lancaster, Pennsylvania,
according to Dale Weaver, the community’s vice
president of facilities and technology.
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It’s also key, Ferguson and Weaver note, to prepare
maintenance staff for interactions of all kinds with
residents. After all, maintenance professionals will
be the ones to respond to resident IT inquiries,
complete work orders in resident homes, book and
prepare rooms for resident activities, and arrange
resident transportation.
“We role play to improve how we can communicate
and talk to residents, especially when it’s a hard
conversation,” Weaver says.

Additionally, the use of technology and the
inclusion of maintenance staff in communitywide meetings has worked wonders to boost the
perception of the maintenance team at Brethren
Village. Instead of only communicating with each
other on two-way radios, maintenance staff at the
community now use cell phones to call residents
before they enter their apartments. Staff can also
use cell phones to order parts, check the status
of work orders, close work orders in their CMMS
(computerized maintenance management system)
and watch videos on how to fix various problems.
At the same time, maintenance staff attend
meetings with nursing staff to increase their
professional visibility throughout the entire
organization.
All the while, it’s important to hammer home
that all maintenance staff are expected to act
professionally, Weaver says.
“That’s the number one thing — as staff, they are
professionals,” he says. “The housekeeper is just as
much a professional as the person in maintenance,
on the grounds staff or in our IT department.”

The Increasing Responsibilities
of Maintenance Professionals
Today’s maintenance professionals are taking on
a number of new responsibilities within senior
living communities, including, but not limited to
overseeing:
› Landscaping
› Renovating and remodeling
› Housekeeping
› Laundry services
› Security services
› Information technology
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Maintenance staff, in other words, are highly visible
members of a senior living organization; they’re
not just working on mechanical and electrical
equipment behind closed doors.

Department Responsibilities

Consequently, it’s becoming clear that
maintenance professionals are actually in the
customer service business. After all, facilities
professionals — whether they primarily work to
oversee housekeeping, IT or other departments —
may very well be the senior living staff members
who interact with residents the most, especially in
assisted living or independent living settings.

Today’s maintenance professionals should always
be prepared to help out, whenever and wherever
they’re needed, Weaver stresses.

Housekeeping

Laundry

Security
D E PA R T M E N T

At Brethren Village, maintenance professionals
actually work closely with the community’s social
workers to determine if residents need additional
attention or care. If, for instance, a resident submits
10 work order requests in two days, maintenance
staff will reach out to the social work team to help
figure out if there’s a larger issue with the resident
that should be addressed.

Maintenance

IT

Landscaping

“A painter is not just a painter,” he says.
“Maintenance can help out in grounds, grounds can
help out in environmental services.”

Catering/Kitchen

Front Desk Services/Concierge

Renovations/Remodels

Other
0%

50%
Source: Dude Solutions database survey
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100%

Staffing
It’s clear that hiring the right staff
members is absolutely critical to a
senior living organization’s success

Hiring Correctly for
Your Organization
With all of this in mind — the changing definition
of “maintenance,” the stereotypes maintenance
professionals need to overcome and all of their
new, resident-facing responsibilities — it’s clear that
hiring the right staff members is absolutely critical
to a senior living organization’s success.
Beyond hiring people who know how to fix things
and solve problems, senior living communities
should hire people who are comfortable using
technology, are customer service-oriented, and are
able to work closely and interact with executives.
While some of these qualities can be taught, others
are simply innate, according to Ferguson.
“You can teach people to clean carpet, how to
hang pictures and unclog toilets,” he says. “But is
the person willing to learn? Do they have a positive
attitude? Are they open-minded, are they flexible?
Because they have to be, to do what we do.”
Because today’s maintenance professionals
increasingly rely on technology — whether to
predict future issues, keep track of upcoming tasks
or to communicate with one another — new hires
should also be comfortable with technology, or at
least willing to learn more about it.
To screen potential new hires for this quality,
Brethren Village has all candidates complete their
application process online.
8

“That way, we can gauge the comfort level of using
the computer right away,” Weaver says.

Technology is Key
Today’s senior living maintenance professionals are
busier, and more impressive, than ever before. They
deserve respect, support and visibility within all
parts of a senior living organization, and one key to
accomplishing this is having the right technology.
With technology like TheWorxHub by Dude
Solutions, a multi-departmental solution that shares
a common interface, or “hub,” maintenance staff
can organize and communicate with one another
about their work orders, all while maintaining a
visible presence within the larger organization. The
software helps maintenance teams extend the life
of critical assets and equipment with automated
maintenance reminders, enhance efficiency by
logging, tracking and prioritizing maintenance
needs, and more.
Contact Dude Solutions to find out how The
WorxHub can simplify and elevate the work of the
maintenance professionals in your senior living
organization.
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