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* This is a pilot program. All participants must be chosen by 
Onsite Performance Solutions. 



 

 

Onsite Performance Solutions  

Our company specializes in market analysis and customer experience strategy. We work 
with industries and companies that desire to measure their market and design customer 

experiences that are directly tied to favorable business outcomes. 

 

The Home Healthcare Industry  is changing rapidly. Market fluctuations are made worse 
by an inability to secure quality caregivers for an extended period of time. Owners who 

wish to differentiate themselves from their competitors need to correctly identify 

distinctions which will allow them to better secure potential clients and recruit quality 

caregivers.  

The difference  is that Onsite Performance Solutions (OPS) recognizes that every market 
is unique. The needs and desires of caregivers in one part of the country aren’t exactly 

the same as caregivers in other parts of the country. We deliver a personalized report 

with customized solutions, specific to your market.  
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The Real Cost of Turnover  

Most home care providers do not know what their turnover rate is really costing their 
company. OPS conducts an internal audit to accurately calculate lost revenue associated 

with caregiver turnover. These costs are both direct (paid job advertisements, drug 

screening, background checks, paid training, etc) and indirect (pre-departure costs, loss 

of job productivity, position vacancies, and more). Once costs are accurately identified, 

OPS can properly project the potential annual profits that will be obtainable through a 

decrease in caregiver turnover.   
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Caregiver Feedback  

In order to create accurate solutions, feedback from caregivers is required. OPS 
conducts a survey, delivered via email, to your current caregivers. The survey seeks to 

gain insight as to why your caregivers stay, why they leave, and which improvements will 

have the most positive effect on their desire to remain with your company.  

 

Caregivers are notified that a third party is conducting the survey at the request of the 
home care provider and that all responses are submitted anonymously. Caregivers may 

participate one time in the survey.  
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Measuring Responses  

The survey seeks to measure 5 areas of interest 

● Employee Demographics  
● Employee Satisfaction  

● Perceived Management Engagement  

● Company Culture  

● Expected Retention  

A 10 point Likert Scale is utilized when responses elicit a quantitative value for 
respondents’ feelings or perceptions. Scaled responses are interpreted as follows  

 

● Promoters (scored 9 - 10) are loyal enthusiasts that will keep advocating and refer 
others, fueling growth.  

● Passives (scored 7 - 8)  are satisfied, but unenthusiastic respondents who are 

vulnerable to competitive offerings. 

● Detractors (scored 0 - 6) are unhappy respondents who can damage your brand 

and impede growth through negative word of mouth.  

A scientific approach to interpreting caregiver responses allow OPS to accurately discern 
what your caregivers most desire when making a long term commitment to a company. 

The Retention Strategy is much more than a satisfaction survey and contains measurable 

solutions that are customized to your market.   
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The following is a sample report. 

This sample does not include all of the survey questions 
used nor suggestions or analysis provided by Onsite 
Performance Solutions. 

The original survey reviewed one market. The final 
report contained 27 pages including participant 
responses and strategic planning provided by OPS.  





Turnover Rate and Associated 

Costs

The Bureau of Labor Statistics reports that the national turnover rate for  
in home direct care givers is 67%. A study conducted by the Center for  
American Progress, showed the cost of replacing a caregiver earning less than $30,000 
a year is approximately 16% of their annual salary.  

Comfort Keepers currently has an employee turnover rate of 145%.  
Based on the wages of currently employed caregivers, it is projected that in 2020 
Comfort Keepers-  will spend approximately  $207,433.00 in turnover costs.  

These costs include, but are not limited to 
● Pre-departure Costs

○ Calling in sick, lost productivity.
● Vacancy Costs

○ The time it will take to fill a vacant position
● Orientation and Training Costs
● Administrative and Hiring Tasks

○ Conducting interviews, processing paperwork, setting up payroll, etc.
● Additional Hiring Costs

○ Advertising, background/drug tests, recruiters, temp agencies.



Comfort Keepers -  
Caregiver Survey  

Responses and Analysis

* Responses may be partially redacted to protect the identity of the 
participant  



Methodology  
Surveys were distributed to current employees via the email address obtained from 
management. 48% of currently employed caregivers participated. All survey responses 
were anonymous.  
 
Measurement Tool  
The survey measured 6 areas of interest (employee demographics, employee 
satisfaction, perceived management engagement, expected retention, and company 
culture ). A 10 point Likert scale was used when responses elicited a quantitative value 
for the respondents’ feelings or perceptions.  Scaled responses were interpreted as 
follows: 

● Promoters  (score 9-10) are loyal enthusiasts who will keep advocating and refer 
others, fueling growth. 

● Passives  (score 7-8) are satisfied but unenthusiastic respondents who are 
vulnerable to competitive offerings. 

● Detractors (score 0-6) are unhappy respondents who can damage your brand 
and impede growth through negative word-of-mouth. 

 
Overall Findings 
Comfort Keepers  employs experienced caregivers who are vulnerable to 
competitors. Communication with management, improved scheduling procedures, and 
an opportunity to earn more hours are a top concern among caregivers, outside of an 
hourly wage increase.  

Strengths 
A majority of respondents have worked in the direct care industry for more than 3 

years. A majority of respondents indicate that they get the most fulfillment from their 
clients and have a strong desire to see the agency be successful. Scaled responses 
indicate a low presence of detractors. An overwhelming majority of respondents believe 
that they are valued by the company.  
 

Weaknesses 
A majority of respondents have been with the agency for less than 1 year. Initial 

responses indicate that caregivers intend to stay at the agency for at least a year, but 
scaled responses indicate most respondents may be classified as passives. A majority 
of respondents feel communication with management, consistent scheduling, and the 
opportunity to earn more working hours is severely lacking.  



Outcomes  

Employee Demographics  
 
Findings  

● A majority of respondents have been at the agency for less than a year and are 
employed part time.  

● A majority of respondents have worked in the direct care industry for 3 or more years. 
This would indicate a majority of staff is well experienced, but doesn’t stay long. 

 
 

 



 
 

 

 
 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 



Employee Satisfaction  
 
Findings  

● Scaled responses indicate that just over 25% of respondents are extremely satisfied with 
their job.  

● A majority of caregivers provided passive or detractive responses indicating that they are 
vulnerable to competitors. 

● Almost all respondents stated that their clients where the best part of their job.  
● An overwhelming majority of respondents indicated that if they chose to leave the 

company it would be because of a personal decision. Scheduling was cited as the 
second largest reason for a departure followed by pay and benefits. 

 

 
 



 

What is the best part of your job? 
35 responses  
 
My clients 
Clients 
Clients 
Helping others 
My favorite clients. 
Tight knit community 
My client 
Getting to know/ help the client. 
Great staff to work with, flexible schedule for work life balance and interaction with clients 
getting to know all the clients and listen to their stories 
-interacting with the people I work for and making a difference in their lives. 
Being able to brighten my clients day. 
Taking care of my clients and knowing my being there makes a difference in their and their 
family's lives. 
My clients 
Getting to know the clients 
The best part of my job it's to provide a good care to my clients as needed. 



Caring for my clients and providing them with compassion and true interest in their well being. 
Freedom to do my job 
the clients 
Clients and rewards of helping others. 
Client 
The clients 
Building relationships with clients 
Going to the gym 
helping the clients 
Bringing care to undividuals that really need it. 
Creating relationships with some really amazing people. 
My Clients 
My clients 
Clients 
Helping where needed 
The clients 
office staff listens to me as far as schedluling 



Perceived Management Engagement  
 
Findings  

● An overwhelming majority of respondents indicate that they feel valued by management. 
● A majority of respondents state that they either “always” or “often” receive positive 

recognition from management. 
● A majority of respondents feel that management communicates company goals and 

strategies.  
 

 



 

 
 
 

 
 

 
 



Expected Retention  
 
Findings  

● An overwhelming majority of respondents indicate that they would reapply for their 
position, that they foresee themselves working at the agency 1 year from now, and that 
they would refer someone to apply for a position at this agency.  

○ This is inconsistent with the Likert scaled responses in satisfaction which shows 
most respondents being open to competitors.  

 

 
 



 

 
 
 
 
 
 
 



Culture 
Findings 

● A majority of respondents feel that the company values its caregivers and clients.  
● When asked what two things would make their job easier, a majority of respondents 

cited a better schedule and improved communication with management. (Increased pay 
was the third highest response). 

 

 
 
 
 
 
 



Recommendations  
 

The following recommendations have been provided based on 

survey responses.  
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