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Abstract: 

 
     This study addresses a two-part research question: Are nursing home websites easily 

accessible and used and do they offer enough information for consumers to make 

informed choices? Research indicated that generally, hospital discharge planners are the 

ones who initially explain nursing homes to their patients with brochures and other hard 

copy information. Some consumers, (generally family members of the patients) have 

visited nursing home websites.  

     A review of nursing home websites found that nursing home guide sites are often used 

for giving an array of information, including state survey results, quality assurance, staff 

ratio, and occupancy rates. The internet users who were interviewed stated that nursing 

home websites are often difficult to locate. Once having found the sites, interviewees 

ranked resident rights information as being most interesting, especially information on 

choice-making and how they are treated once in the nursing home.  
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Section 1: Entry Vignette  

 

     It was early Monday morning in the middle of winter and Helen was sitting in her 

cottage in a town three hours away from her mother who lives in Oneida County. Helen 

is 58 and is the superintendent of a small school district downstate. Her mother lives 

upstate and is in her eighties. Recently, Helen received a call from her mother, Sally, who 

said that she was having difficulty getting around. Helen knew that her mother was 

forgetting to take her medication properly and was not eating the way she should. Helen 

reassured her mother that she would call a neighbor to assist her during the week but that 

Helen would be up on the weekend to be with her.  

     Nursing home placement had been approaching for almost a year. Besides not eating 

well and forgetting to take her medication, Sally had missed several doctor appointments 

in the past few months. Both Sally and Helen decided it was time to stop putting off the 

search for nursing home placement.  

     Helen asked her mother what was important to her, where she would like to live, how 

much she wanted to spend, and what activities interested her the most. Helen wanted to 

know if she would lose certain rights once admitted to a nursing home. She asked about 

recreation and religious services. Helen had concerns of her own: quality of care, 

department manager’s names and extensions for accountability, building layout, and how 

the nursing home was rated on the latest state survey.  

     Being unfamiliar with nursing homes in Oneida County and not knowing particular 

website addresses, Helen decided to start with Microsoft Explorer on the Internet. When 

she typed in “Oneida County Nursing Homes” a list of nursing home guide sites 



 x

appeared. Helen chose the first on the list myziva.com (see Figure #1). She had to simply 

type the zip-code or county, of the nursing homes’ locations. After entering the zip-code 

or county a list of all the nursing homes in that location alphabetically appeared. Within 

seconds, Helen was able to view a variety of information on all the nursing homes in 

Oneida County. Myziva.com offered the latest survey results, the address and phone 

number of each facility, staff ratio, and how the nursing home compared to other nursing 

homes statewide. This site answered some of the questions Helen and Sally had but did 

not provide information about activities, room rates, or resident rights.    

Figure #1: Myziva.com Nursing Home Guide 
 

 

 

 

 

 
     

 

 

 

One of the Nursing Home Guide sites used in this study 

 

     Helen and Sally decided to consider three of the homes by their ratings and by their 

location. Helen then tried to find out if these three nursing homes had websites of their 

own. This took more than a few seconds. Actually, it took a few hours. Helen found some 

of the sites easily. For others, she had to call the phone numbers that she had found on 

www.myziva.net   

 

ONEIDA 

COUNTY 
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“myziva.com” and ask the nursing home staff for the web addresses. Some of the nursing 

homes didn’t have websites and the ones that did have websites listed some of the 

information that Helen and her mother were looking for, but not all. Helen stated at one 

point, “If the nursing homes website address was what you might think it would be, it was 

easier to find, but some addresses were totally different from what the nursing home 

names themselves and were hard to find.” 

     Helen found her experience frustrating for two reasons. One was the time it took to 

actually find website addresses for nursing homes. The second reason was the lack of 

information she and her mother had hoped to find. For Helen and Sally, it was important 

to find out about such things as meal menus and activities. None of the sites Helen 

reviewed posted a monthly activity calendar or a monthly menu. It was also difficult 

when Helen called the homes, as the sites did not offer individual contact names. “Many 

websites did not go into the detail about the services offered or the staff responsible for 

the services. They provided no faces or names for key management staff or how to 

contact them.”  For Helen, using websites was helpful for getting initial baseline 

information, but how she and her mother actually chose a home was through an on-site 

tour.  

     This family’s experience of looking for nursing home websites illustrates key issues 

that will be the subject of this research: talking to family members, it was clear that this 

study needed to focus both on what information should to be provided in a nursing home 

website, and on how accessible site addresses should be, and how to make sites available 

via search engines. 
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Section 2: Introduction 

 
     A grounded-theory approach was use to examine the relationship between the 

consumer and the nursing home websites themselves, i.e. the action taken by the 

consumers to access a website; the interaction when the consumer gets to the website (is 

there sufficient relevant information?); and the process that might be used by a nursing 

home to determine if the particular website design meets consumer needs. The study 

explores what information should be included when creating a website. Twelve core 

areas with 43 items of what should go into a nursing home website are discussed. 

Information was compiled from a combination of literature review and resident family 

interviews. The study also explores how consumers look for nursing homes on the World 

Wide Web. Where do they go first? How far will consumers go to look for what they 

need? The study touches on what administrators and market planners think of their sites 

and why the sites were designed in the first place. The geographical area covered in this 

research is Oneida County, in upstate New York. The study started by inviting all nursing 

homes in the county to participate. A search was completed on the internet by typing in 

Oneida County nursing homes, much like Helen did in the vignette when she started her 

search. Names, addresses, and phone numbers were kept in a journal. A questionnaire 

was sent to all 17 nursing homes in the county asking for information about such items as 

the purpose of the site (see Appendix H). Those nursing homes that do not have websites 

will not take part of this study. Each nursing home was assigned a number and will be 

referred to by that number to respect and protect confidentiality.  Of the 17 nursing 
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homes in the county, 11 have websites. These eleven sites were looked at a number of 

times throughout the study for content and design. 

     Website use is the newest form of media in the nursing home industry. Other systems 

used in marketing nursing homes include but are not limited to: discharge planners, 

yellow pages, television broadcasting, radio broadcasting and brochures. None of the 

nursing home administrators know if the use of websites increase occupancy rate or not. 

However, data collected from a nursing home guide website indicates website use may 

have an impact on occupancy rate (see Table # 1). Occupancy rate of course, may have 

to due with location. Of the six nursing homes without websites, five of them were found 

to be located in the same geographical area of the county. Four of these five homes are 

for-profit homes. Of the eleven nursing homes with websites ten of them are non-profit.  

Table # 1: Occupancy Rate: 

Nursing Homes # of Beds Occupancy Rate 

NH with Websites  (11) 1995 96% 

NH without  Websites (6)  580 83% 

Total        (17)                                                                                                         2575 89.5% 

Table comparing occupancy rates at nursing homes with and without websites. 

 

 

 

Background:  

 

New York State Department of Health (NYSDOH) Regulations for Nursing Homes 
 

     The New York State Department of Health surveys nursing homes annually. 

Regulations are set forth as a way to ensure proper care and treatment. According to one 

nursing home administrator, how people treat others in our society requires government 
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security and intervention. For some, treating people with dignity and respect comes 

easily. Others need guidelines and mandates set forth by state and federal officials. 

NYSDOH survey teams have a 216 page regulation booklet to follow when completing 

their annual surveys of skilled nursing facilities. Each section is set up by tag numbers 

and gives the survey team guidelines of how health care professionals should be running 

their nursing homes. For the purpose of this study, the main sections will be listed to give 

the reader some idea of what is included in the regulation process. In essence these same 

categories are what consumers should be looking for when choosing a nursing home, 

According to “American Association of Homes and Services for the Aging”.  These tags 

were developed through the years and have become a way for administrators to set the 

stage in nursing homes. Administrators, directors of nursing, and other managers are 

required to run their nursing homes according to these regulations, as their operational 

baseline for quality assurance. The main categories of the requirements are, Resident 

Rights, Admission, Transfer and Discharge, Resident Behavior and Facility Practices, 

Quality of Life, Resident Assessment, Quality of Care, Nursing Services, Dietary 

Services, Physician, Services, Rehabilitation Services, Dental, Services, Pharmacy 

Services, Infection Control, Physical Environment, and, Administration.  There are 

hundreds of tags that fall within these headings. Regulation tags are defined and 

measured on a scope and severity scale. A copy of the scale is shown in Appendix H.  

According to a number of administrators and families a negative survey can reduce 

applications to the nursing home. One family member used survey results found on the 

web as a guide to choose a home for his mother. He looked at the information before 

taking an onsite tour. He never once looked at the individual nursing home websites. He 
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said, “The ones with undesirable survey results were not a consideration.” He said “If a 

nursing home causes actual harm to their residents it’s not a place for my mom.”  

     How do nursing home guide sites get their information? The NYSSDOH lists on their 

website the survey results for each home. The information is then pulled from the state 

website by nursing home guide websites, such as www.myziva.net. The results share 

facts with no detail of the circumstances that lead to the deficiency. Take pressure areas 

(bed sores), for instance: a home could get a level G for not preventing or healing a 

pressure area. What is not told on these sites is whether or not the person was admitted 

with such a problem to begin with, or if the person was breaking down because of other 

health related issues. A level “L” can mean widespread death. In such a case the nursing 

home is at risk for closure and the chances of someone choosing such a home are null. 

Family members seeking placement for their relative would very likely skip placement in 

a home that had negative survey results. As reported deficiencies take a long time to 

recover from, a nursing home’s reputation is important.  

      Do nursing home websites offer potential consumers enough information to make 

informed decisions when choosing which skilled nursing facility? How do people make 

such a decision? According to Openseason:“Selecting a nursing home is one of the most 

important and difficult decisions that you may be asked to make either for yourself or for 

a member of your family. So it’s important that you base your decision on the most 

complete and timely information available” (Openseason 1).  Besides hospital discharge 

planners and websites, word of mouth drives people to consider choosing a specific 

nursing home. According to residents and their families, whether they used the internet or 

not, word of mouth counted, in part, toward their final choice.  
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     Family members stated that websites would be one way to advertise and create a good 

reputation, especially if the survey results were favorable. Mark is a retired nursing home 

administrator, who had used Yahoo as a search engine to browse for a nursing home for 

his mother. He needed to actually telephone the nursing homes to get his questions 

answered, especially regarding financial information. Mark said this was frustrating 

because he feels that websites should give all information needed by a consumer. He said 

the consumer should not have to telephone the nursing home if it has a website. Also, 

nursing home websites should be designed so that consumers can schedule onsite tours. 

Mark utilized the scope and severity scale that was posted on the nursing home guide site. 

This scale takes into account all aspects of quality of life and quality of care issues. He 

narrowed his search down by the information provided on the guide sites.  

     When the state surveyors evaluate a resident’s medical record, they use the scope and 

severity scale to determine the severity of the deficiency. The higher the letter, the more 

at risk the residents are, as mentioned previously. The scale ranges from letters A through 

L with “A” the “least harmful” and “L” the “most harmful”. The scope ranges from 

potential minimal harm to immediate jeopardy. There is no description of how the scope 

and severity scale works on nursing home guide websites.     

Oneida County Background: 

      Oneida County has 17 skilled nursing facilities within various cities and towns. 11 of 

these nursing homes have websites. The terms “skilled nursing facility”, and “nursing 

homes” will be used interchangeably throughout this paper. According to administrators 

interviewed, they feel that for now, Oneida County has enough nursing home beds to 

satisfy the number of people in need, as indicated by occupancy rates (see Table # 1). 
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This may change, with the fast growing elderly population. According to the United 

States Census, since 1960, the population group 65 and older has grown 89% while the 

total population has increased only 39%. The United States census shows that the fastest 

growing segment of the elderly population (65 and above) is the segment age 85 and 

above. What does this tell us? It tells us that people are living longer. In 1900, life 

expectancy in the United States was 47; years of age, in 1996, life expectancy rose to 

75.8 years of age.  

     According to American Association of Homes and Services for the Aging: Choosing a 

Quality Nursing Home, the elderly need to be informed and have a variety of sources 

available when considering a nursing home. People rely heavily on hospital discharge 

planners to provide quick answers to general questions that they may have. According to 

hospital discharge planners and administrators, hospital personnel have their own 

procedures for discharging patients, with the obligation to discharge them safely. 

Unfortunately they said, the patient or caregiver is in an acute situation at the time and is 

relying on hospital discharge planners to find a skilled nursing home that fits individual 

needs. Sometimes, the person needs rehabilitation after a stroke or hip replacement and 

the hospital discharge planner gives a list of nursing homes within a 50 mile radius. This 

is a practice indicated by New York State Medicare / Medicaid regulations 

(www.assistguide.com). These hospital discharge planners also give guidance to elderly 

people for continuing care, known as permanent placement, for such diagnoses as 

dementia or physical limitations that therapy can’t undo.  

     Administrators and other healthcare providers stated that post-op patients and post 

acute patients are more focused on getting well than trying to figure out what a nursing 
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home offers. Hospital discharge planners help people find a suitable skilled nursing 

home. Family members interviewed said their parent felt rushed through the nursing 

home admission process. Families said they tried to help but indicated they had no idea 

what to look for. They said it would be helpful to have a list of things they should know 

prior to being admitted to an acute care setting. At the time mom was ill and sub-acute 

care was needed, one family said they needed somewhere for mom to go, to be safe and 

well-taken care of. The family member worked full time and could not care for their 

mother at home. Another family member said that dad felt “bewildered” the first few 

days he was admitted to a local nursing home. Questions came up after admission that 

should have been asked prior to admission. He said, “The problem was that we didn’t 

know what types of questions to ask, which left us feeling unsettled from the start”.                                          

     According to Bernie Khoo, writer of “To better position your facility, create a 

website,” nursing home websites are becoming popular and are an efficient way to get a 

variety of information in a short amount of time, but the research found that the majority 

of nursing home consumers don’t utilize websites. Kooh writes that nursing home 

websites typically lack sufficient information for people to make informed choices. This 

study studies what consumers want and need on nursing home websites. The topic was 

researched using articles and journals published by state and federal agencies, written by 

advocates for the elderly, and appearing in scholarly journals. This information was 

checked against Oneida County nursing home websites. The content of each website was 

cross-referenced with a list of recommended questions (Harrington 2003, Top Ten 

Nursing Homes 2003, Open-Seasons 2004, California Resistry 2003, and Bentley 2003) 

that should be answered prior to choosing a nursing home. Resident’s and their families, 
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nursing home administrator’s, nursing home marketing staff, were interviewed for this 

study, and residents and families were observed using nursing home web sites.  

Literature Review:  

 

Accessibility: Educating the Public & What People Should Know: 
 

     According to American Association of Homes and Services for the Aging (Choosing a 

Quality Nursing Home 2004), a quality nursing home should offer a list of key personnel, 

as well as dietary, therapeutic, social, recreational and nursing services. Skilled nursing 

home websites generally list services available in each facility, but there is other 

information that allows a person to make an informed choice. Oneida County nursing 

home websites advertise services available for the elderly, but through interviewing 

families and observations some of the websites didn’t offer important information, or the 

information was hard to find. Information families were looking for include: resident 

rights information especially choice making, quality of care standards and financial 

information, such as room rates and co-payments after Medicare and other insurance 

reimbursement. Family members found services offered and ways to contact the facility, 

but couldn’t find other information such as choices in everyday living and other civil 

rights information such as the right to vote.  

     The association guidebook notes that it wouldn’t be unusual for a patient to overlook 

meal schedules, or phone and TV expenses, when considering admission to a nursing 

home for a short term stay. For example, as long as the admitting facility is known to 

offer good rehabilitation services (physical and occupational therapy), that satisfies the 

main concern. Once the uninformed patient is admitted to the nursing home, they may 

find out that phone and cable access carry additional charges. One family member stated 
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that “dad started having second thoughts about his stay at one area nursing home and 

almost transferred to another nursing home because important financial details had been 

overlooked. Another family member stated that their mother was admitted fro physical 

and occupational therapy but therapy only took an hour or two out of the day, mom 

started getting “board” for the first few days because she was unaware of activities 

offered in the home. According to Bentley (36) [Residents that are well informed are 

generally happier and have a better overall outlook about their nursing home stay, 

opposed to those less informed.] 

     “People can be educated by using websites”, according to “Educating the families of 

nursing home residents (133).” This study took place in various nursing homes in 

Pittsburg, PA. The article was published in the May-June 2003 issue of the Journal of the 

American Medical Directors Association and says its goal was to educate 18 residents’ 

families on the diagnosis of dementia, in order to enhance their participation in nursing 

home care. These family members were the residents’ decision makers. They learned 

about how dementia can become problematic, as far as a resident’s behavior: wandering, 

agitation, etc. Family members, generally speaking, have a hard time admitting that 

Grandma is tripping down the hallways yelling foul language. Families may give staff a 

hard time about “Grandma’s” plan of care. The Pittsburg study was to educate families so 

that staff and families could agree on an effective care plan. The education process was 

completed by using a computer web-based system. The families were asked 16 pretest 

questions. They were shown information on dementia, and focus groups were held for 

interactive communication prior to the posttest of 16 questions. This study primarily 

focused on family involvement with care planning issues, so that staff and family 
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members were on the same page, but it also was done to get families more involved in a 

resident’s daily routine. This study was trying to bring residents, families, and staff all 

together to find some sort of common ground to helped families better understand the 

disease and to reduce confrontation between staff and family members. The study found 

that family members could be educated on dementia using web-based systems and group 

interaction.   

     According to Just What the Consumer Needs? (Jan / Feb 2003 American Journal of 

Medical Quality), residents and families can be educated by using Federal and State 

Nursing Facility Websites (23). The article describes the content of federal and state 

nursing home websites. It looks at a variety of Federal and State nursing home websites 

in 24 states and the District of Columbia. The sites presented the facilities’ characteristics 

and listed their latest survey results. However, few sites offered data on ownership, 

staffing, quality of care, complaints, and enforcement actions. According to the article, 

resident characteristics, staff turnover rates, and costs were generally not available to the 

potential consumer.  

     To Better Position your Facility, Create a Website, Khoo1999 (47) concludes that 

some research says creating websites is important to staying competitive. The study says 

that like any business, a website takes up both resources and employee time. If the 

website fails, it should be eliminated. The study agrees with other research, in stating 

consumers and their families value expressions of caring and the availability of resident 

choices rather than expertise in services provided. The study says that most often nursing 

homes are dealing with families of seniors rather than the senior themselves. Family 

members interviewed said that the website should be user-friendly, use large font sizes, 
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and also make sure that the contrast between text and background is effective for seniors 

and their families. Flowery backgrounds make it difficult for seniors to grasp the text so 

that they may skip over important information presented. Make sentences short and 

useful. The front page should be created with an atmosphere like your front lobby. Khoo 

suggests that this will attract the consumer, so that they will look deeper into you website.    

     The Guide (Openseasons.com) “Choosing a Nursing Home” recommends to having a 

check-off list of things to look at when a reviewing nursing home website. The first thing 

on the check-off list is “Do you need a nursing home?” or is adult or assisted living 

homes more appropriate. Are area websites offering options to people requiring a lesser 

level of care? Openseasons also said to make sure the resident and / or the patient’s 

family takes a tour of the facility they’re interested in. Do nursing home websites offer 

this visitation as a choice to the potential customer?  Table # 2 list the twelve core topics 

that they said were popular with consumers. 

 
Table # 2: Twelve Core Topics for a Nursing Home Website 
 

• Certification of Operation and Key Personnel(Harrington 2003) 

• Longevity of Key Personnel (Top Ten Nursing Homes 2003) 

• Contact Information ( Top Ten Nursing Homes 2003) 

• Financial Information (Harrington 2003) 

• Quality Assurance (Harrington 2003) 

• Staff/Resident Ratio (Harrington 2003) 

• Building/Grounds/Safety (Open-season 2004) 

• Special Programs/Activities (Top Ten Nursing Homes 2003) 

• Dinning( California Registry 2003) 

• Health & Personal Care (Bentley 2003) 

• Resident Rights (Bentley 2003) 

• Admission & Discharge Criteria (Harrington 2003).  

 
Information people should be looking at when choosing a nursing home. 
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Usability: How Consumers Choose 

     According to Bentley, in the article “Older people as Health Service Consumers”, 

nursing home candidates express that control of their lives is what is important to them. 

Older people want to be offered choices and the right to have a say in everyday life 

including meals, activities, and finances. Self-expression and having their voices heard 

and taken seriously are important. Quality of life issues are addressed by the New York 

State Department of Health when doing their annual survey. Bentley also stated that older 

adults want their say when it comes to their medical treatment and what nursing homes 

have to offer. He says it’s important to help elders make informed choices and get them 

involved in living a healthy lifestyle. It is no surprise that the elderly want to stay 

involved in making choices and want to utilize their rights as consumers and citizens.        

     Hilary Brown writes that “The World Wide Web Consortium’s Web Accessibility 

Initiative” provides a set of guidelines, for web designers to accommodate a variety of 

disabilities and impairments”. She lists the guidelines particularly for the elderly that 

include: 

• Provide equivalent alternatives to auditory and visual content. 

• Don’t rely on color alone (provide redundant cues). 

• Provide context and orientation information. 

• Provide clear navigation mechanisms. 

• Ensure that documents are clear and simple. 

 

     Microsoft has a free webpage that is sensitive to the elderly and can be found on their 

“Senior and Technology web page. Microsoft list includes:  

• Use large areas of white space and small blocks of text. 

• Provide larger graphics and click targets. 
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• Use contrasting foreground and background colors. 

• Minimize blinking images and animation. 

• Use at least 12-point size fonts and avoid using too many different fonts. 

 

     This list was tested against Oneida County nursing home websites and it was found 

that all tested websites listed, visual content and presence of color and cues. None of the 

sites offered audio features. One site offered click graphics and this same site used 

blinking images and animation. Five of the eleven sites used at least 12 point font size, 

navigation tools, clarity and simplicity. Nine sites used the same font format. Three sites 

offered contrast between text and background and four sites offered white space and 

blocked text. Seven of the sites used orienting information (see Table # 3) 

Table# 3: Oneida County Nursing Home Website 

Design Review             

Design Recommendations 

Nursing 

Homes                

  1 2 3 4 5 6 7 8 9 16 17 

Presence of visual content Y Y Y Y Y Y Y Y Y Y Y 

Presence of audio content N N N N N N N N N N N 

Presence of color & cues Y Y Y Y Y Y Y Y Y Y Y 

Presence of orientating information Y Y Y Y N N N Y N Y Y 

Presence of navigation tools Y Y N N N N N Y N Y Y 

clarity & simplicity Y N Y N N N N Y N Y Y 

White space & blocked text Y N N N N Y Y N Y N N 

Graphics & Click targets N N N N N N N N Y N N 

Contrast between text & background Y N N N Y Y N N N N N 

Minimal blinking images & animation Y Y Y Y Y Y Y Y N Y Y 

At least 12 size font N N N Y Y Y N N N Y Y 

Use of same font Y N Y Y Y Y Y Y N Y Y 

Total of Yes answers out of 12 9 5 6 6 6 7 5 7 4 8 8 

Hilary Brown & Microsoft’s recommendations for a nursing home website 

design tested against Oneida County nursing home websites. Y = Information 

was present and N = Information was not present.    

     

 

Users: Who Uses Nursing Home Websites 
 

     According to Jane Jerrard, writer in More Older Americans Go Online, she says: 

“Unlike senior citizens, 50 to 64 year-olds ranked the internet as their number-one media 
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source for health information.”   While seniors (65 and older) are not typically using the 

internet as a means to find out information, the younger generation (50 – 64) is. Research 

completed for this project indicated that this next generation, who often help determine 

nursing home care for their patients are more in tune with how to navigate through sites 

and how to explore links. They are interested in searching for more than surface material.  

Effectiveness: 

 
     Family members said it would have saved time and effort if the visited websites 

quickly answered the questions they had. They said people should be able to navigate 

throughout the site without difficulty and always be able to get to and from the featured 

links on the site. Several family members said they could not get to and from the featured 

links easily. Administrators interviewed had “no idea” if their consumers are satisfied 

with their website.   

Problem Statement 
 

     Nursing home websites are designed and available on the World Wide Web (www). 

Administrators and marketing staff said they spend a lot of time, effort, and money to 

design these sites. However, are these sites being used by potential consumers and are 

they meeting consumer needs or are they available but not used? One purpose of this 

study is to find out what information is needed on nursing home websites so that they are 

useful, comprehensive, and meet the needs of the consumers. The study also looks at 

what people are using to explore potential nursing home placement. Are websites 

accessible? What are their purposes? Who is using these websites?  

 

Data Collection:  

 

Administration Questionnaires/Interviews: 
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     Initially, a list of questions (see Appendix H) was sent out to all the nursing homes in 

Oneida County to find out the purpose of nursing home websites. Does a website increase 

occupancy rates? This question was answered and it remains unclear if websites have an 

impact on occupancy rates or not. In one response, it was stated that the site was not 

designed with occupancy rate in mind. Respondents shared a number of purposes for 

their websites. They include community awareness, resident and family education, 

advertisement of the nursing home, “Point of contact for anyone curious about us”. One 

administrator stated that the website eventually will be used for “posting current events, 

activities, and menus.”  

Oneida County Website Review: 

 
    What should people know prior to being admitted to a nursing home? Appendix B 

provides the 43 items looked at on the home page of each site. These 43 items were 

compiled through literature review and resident and family interviews. If there was a link 

that looked like it would take a consumer to further information, it was investigated 

further. Thirty minutes was allocated for review of each site. It should be mentioned that 

these sites were reviewed during the period June 2004 to May 2005 and are subject to 

change. It should also be mentioned that when looking at sites through Google, Yahoo or 

other used search engines, the sites list 19 nursing homes in Oneida County. One nursing 

home recently has closed and still appears in those searches. The other is of one campus 

and has one site. This study references skilled nursing homes specifically, as opposed to 

studying all levels of long-term care in general (Long term care facilities can include 

adult homes, assisted living facilities, and enriched housing.) 
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Resident/Family Interviews: 
 
     Six family members and one resident were interviewed. It was interesting to find that 

only one family member started their website search by utilizing a specific nursing home 

website. Interviewees used one of the following: Google, Microsoft Internet Explorer or  

Yahoo search engines. They all initially typed in “Oneida County nursing homes”. If 

families used Google they were led to www.CarePathwys.com., or www.nysdoh.com. 

The sites gave an array of information for all the nursing homes in Oneida County. If 

they used Microsoft Internet Explorer, they were brought to www.myziva.net as 

mentioned earlier in the opening vignette. With Yahoo, www.healthgrades.com came up, 

which also gave helpful information. Refer to Figure # 1, featured in the opening 

vignette, and Figures # 2 and 3 below for a view of the home page of the three guide 

sites. All the sites provided a way to contact the specific home, as well as quality 

assurance information, staff ratio, number of beds, and the latest state survey results. 

     Because only one of the interviewees used a specific skilled nursing facility website, a 

decision was made to explore where specific skilled nursing facility websites fall when 

using Google and Yahoo search engines (See Table # 4). In three cases, the sites were 

not located by either search engines. Yahoo placed Oneida County nursing homes higher 

in four of eleven searches, as opposed to Google. Yahoo located home # 6 and placed it 

on the first page where Google did not list the home. Families interviewed stated that if 

the home did not appear by the second page of the search engine they would stop 
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looking. This puts the nursing home at risk for not being contacted for potential 

admissions according to the families interviewed.  

 

Nursing home page placement using Google and Yahoo search engines 
 

 

 

Figure 2: New York State Department of Health Website: 

 

This website offers the user the latest NYSDOH survey results. 

       

 

 

 

Table # 4: Yahoo / Google Search 
 

Google                                   Yahoo                                   Comparison                                               

Nursing 

 Home 

Place 

on 

Page 

Placement 

on site  
Nursing 

 Home 

Place 

on 

Page 

Placement 

on site  Nursing Home Place on Page Placement on site 

1 1 3  1 1 2  1 Same Yahoo (1) 

2 1 1  2 1 1  2 Same Same 

3 0 0  3 0 0  3 Same Same 

4 1 1  4 1 1  4 Same Same 

5 1 3  5 1 1  5 Same Yahoo (2) 

6 0 0  6 1 1  6 Yahoo Yahoo (1) 

7 1 3  7 1 2  7 Same Yahoo (1) 

8 0 0  8 0 0  8 Same Same 

9 1 1  9 1 1  9 Same Same 

16 0 0  16 0 0  16 Same Same 

17 1 1  17 1 1  17 Same Same 

www.nysdoh.com 
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   Figure # 3: Healthgrades.com Nursing Home Guide 

 
        This web site offers users a comparison of local nursing homes. 

 

 

 
Table # 5: Data Collection Matrix: 

Source of 

Information 

Interviews Questionnaires 

Documents 

 

Observations 

Family/Residents 7  4 

Administrators 2 6/17  

Market Planners 2 1  

Nursing Home  

Websites 

  11 

Other websites 

reviewed  

  6 

Scholarly 

Journals 

 16  

 

www.healthgrades.com  
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NYSDOH 

Survey Guide 

 1  

Data in the form of interviews, questionnaires/documents, observations, and review of 

websites were composed from several sources of information.  

 

 

Analysis of Data: 

 

Administration Questionnaire Analysis: 

 
     The study’s sample consisted of Oneida County nursing homes. Oneida County has 

seventeen nursing homes located in a variety of towns and cities within the county. The 

two cities in Oneida County are Utica and Rome. There are five nursing homes in each 

city. Towns located in Oneida County each have one nursing home: Oriskany, 

Waterville, Clinton, and Boonville The town of New Hartford (N.H.) has three nursing 

homes. Questionnaires were sent to all seventeen nursing homes asking, for their website 

addresses and their participation in this study. Seven of the nursing homes responded. 

Follow-up calls were made to the other homes asking if they had websites. Table # 6 

shows the results of websites found.   

Table # 6: Oneida County Nursing Home Websites found:  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Nursing  Web Will  

Home  Site Interview  

1  Yes Yes  

2  Yes No  

3  Yes No   

4  Yes Yes Numbers 1, 2, 3, 4, 5, 6, 7, 8, 9, 16 & 17  

5  Yes No Have sites and will be looked at in this study 

6  Yes No   

7  Yes No Numbers 10,11,12,13,14, & 15 

8  Yes No Do not have web sites and will not be looked  

9  Yes No At in this study. 

10  No No   

11  No No Numbers 1, 4 & 17 were interviewed 

12  No No   

13  No No   

14  No No   

15  No No   

16  Yes No   

17  Yes Yes   
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The number allocated to each nursing home will be used to represent the nursing home 

throughout this study.  

 

 

 

Oneida County Website Analysis:  
      

     All eleven sites were analyzed to find out if they include important information for 

people choosing a nursing home. Appendix B shows the 43 items that were looked for 

and Table # 7 gives a quick review of what was found on each website. Thirty minutes 

was allocated for analysis of each site because that was the average time families used. If 

the items were found, a number “1” was put in the space provided. If the information was 

not found, then a “0” was put in the space. The total number of items found is located just 

below each nursing home number across the top of the matrix. [Intentionally left blank.] 
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Table # 7: Website Data Matrix: 

                                                                                              Nursing Home Number        

Items: 1 2 3 4 5 6 7 8 9 16 17 

Administration:                                             total items found          12 9  12 9   2 12 3  5  14  12  16 

1) certified for operation under Medicare and Medicaid   6/11 1 1 1 0  0 1 0 0 0 1 1 

2) licensed personnel responsible for operation               6/11 1 1 1 0  0 1 1 0 1 0 0 

3) key staff stay employed at their facility                          5/11 1 0 0 0  0 1 1 0 1 0 1 

4) name, address, phone number, email address            11/11 1 1 1 1  1 1 1 1 1 1 1 

5) private and semi private room rates                               1/11 0 1 0 0  0 0 0 0 0 0 0 

6) co-payments, Medicare and Medicaid                            1/11 0 0 0 1  0 0 0 0 0 0 0 

7) reimbursement, and extra charges that may occur       2/11 0 0 0 1  0 0 0 0 0 1 0 

8) Disaster Plans, fire drills, and elopement procedures  4/11 0 0 1 0  0 0 0 0 1 1 1 

9) Photos of the building and grounds                               8/11 1 0 1 1  0 1 0 1 1 1 1 

10) Residents use of durable medical equipment             2/11 1 0 1 0  0 0 0 0 0 0 0 

Services:                       

11) last survey results                                                          1/11   0 0 0 0  0 0 0 0 0 0 1 

12) abuse/neglect policy and procedures                          0/11 0 0 0 0  0 0 0 0 0 0 0 

13) misappropriation of residents' property                      0/11 0 0 0 0  0 0 0 0 0 0 0 

14) staff/resident ratio                                                          2/11 0 0 1 0  0 0 0 0 0 0 1 

15) dehydration prevention                                                 0/11 0 0 0 0  0 0 0 0 0 0 0 

16)  Weighed and how wgt. Loss is management             0/11    0 0 0 0  0 0 0 0 0 0 0 

17) Physical, Occupational and Speech therapy               7/11 1 1 1 1  0 0 0 1 1 0 1 

18) psychiatrist & psychologist services                           1/11 0 0 0 0  0 0 0 0 1 0 0 

19) pressure ulcer prevention                                             0/11  0 0 0 0  0 0 0 0 0 0 0 

20) pain prevention and/or control                                     0/11  0 0 0 0  0 0 0 0 0 0 0 

21) ambulation and mobility needs                                    1/11 0 0 0 1  0 0 0 0 0 0 0 

22) activity of daily living (ADL's)                                       1/11 0 0 0 0  0 0 0 0 1 0 0 

23) meal assistance                                                             1/11    0 0 0 0  0 1 0 0 0 0 0 

24) personal care including, hair, teeth, skin, and nails  0/11 0 0 0 0  0 0 0 0 0 0 0 

Activities:                       

25) Religious Programs                                                        8/11 1 1 1 1  0 1 0 0 1 1 1 

26) Activities inside and outside                                         5/11  1 0 1 0  0 1 0 0 0 1 1 

27) Cultural Diversity                                                            1/11 0 0 0 0  0 0 0 0 0 0 1 

28) Resident Council                                                            0/11 0 0 0 0  0 0 0 0 0 0 0 

29) Family Involvement  Visiting Hours                              6/11 0 0 1 1  1 1 0 0 0 1 1 

30) Sample of a Menu                                                           0/11 0 0 0 0  0 0 0 0 0 0 0 

31) Meal & Snack times                                                        2/11 1 0 0 0  0 0 0 0 0 0 1 

32) Family involvement with meals                                     2/11  0 0 0 0  0 0 0 0 0 1 1 

Resident Rights/Patient Relations:                       

33) Freedom of Chemical & Physical Restraints               0/11 0 0 0 0  0 0 0 0 0 0 0 

34) Dignity & Respect treatment                                         1/11 0 0 0 0  0 0 0 0 0 0 1 

35) Right to Refuse medical care and treatment               0/11 0 0 0 0  0 0 0 0 0 0 0 

36) Choices available                                                           2/11 0 0 0 0  0 0 0 0 1 1 0 

37) Advance Directives                                                        1/11 0 0 0 0  0 0 0 0 1 0 0 

38) Financial Report Availability                                         1/11 0 0 0 0  0 0 0 0 1 0 0 

39) Right to Vote                                                                   1/11 0 0 0 0  0 0 0 0 1 0 0 

40) Specialty Units                                                                7/11 1 1 1 0  0 1 0 1 1 1 0 

41) Admission Procedure & encourage a physical tour   7/11 1 1 0 1  0 1 0 0 1 1 1 

42) Type of People not appropriate for admission            2/11 0 1 0 0  0 1 0 0 0 0 0 

43) Discharge procedures                                                    1/11 0 0 0 0  0 0 0 1 0 0 0 

Websites were analyzed for 30 minutes each 1 = yes 0 = no. 30 minutes was chosen 

because that is approximately how long consumers  searched a site before moving on 

during the observation phase of this study.  
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       Oneida county nursing home websites all list contact information so that potential 

consumers can contact them (See Table #8). The least offered information was staff ratio 

at 3%, followed by resident rights at 7.7%. A more in-depth look at the findings can be 

found in Table #7. Some of this information can also be found on nursing home guide 

websites, including staff ratio, New York State Department of Health survey results, and 

other quality care issues.  

 

Table # 8:  Percent of Items found:  

 

Administration: # of  Items  

Items / 

Nursing 

homes 

Percentage of 

use 

Certification of Operation & Key Personnel 2 12/22 54.5% 

Longevity of Key Personnel 1 5/11 45.4% 

Contact Information 1 11/11 100% 

Financial Information (Cost) 3 4/33 12.1% 

Building/Grounds/Safety 3 14/33 42.4% 

Services:     

Staff/Ratio: 3 1/33 3% 

Quality Assurance: (NYS DOH Results) 1 2/11 18.1% 

Health & Personal Care: (Services) 10 11/110 10% 

Activities:     

Special Programs & Activities 5 20/55 36.3% 

Dining 3 4/33 12.1% 

Resident/Patient Relations:     

Resident Rights 7 6/77 7.7% 

Admission/Discharge Information: 4 17/44 38.6% 

  

The information was tested against Oneida County nursing home websites.  

 

Resident & Family Interview Analysis: 

 
          For some people, looking for a nursing home on the World Wide Web is not a 

consideration, but for others, it’s the first place they start. There is a variety of ways to 

get the information they want and need. Browsing the web is part of Mark’s everyday 

life. He is 60 years old and using the internet is something he does almost daily. On this 
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day, he was looking for information he thought he would never have to consider: he was 

looking for nursing home placement for his mother. His family started their journey by 

talking to “mom” about the need for long term care placement. Mark said “Mom did not 

want to live in a nursing home but realized she needed the care provided in a nursing 

home setting.” Once she agreed to placement, Mark and his two sisters started collecting 

information to narrow down choices. Since Mark lived a few hours away, his two sisters 

visited local nursing homes. They all wanted their mom in a safe, clean environment and 

they all wanted to be part of the final decision making. Mark decided to check the 

websites of the facilities that his sisters had actually toured. He started his search using 

Yahoo yellow pages and had a hard time finding some of the specific nursing home 

websites in the area that he was searching. Mark also had a hard time finding some of the 

information on the sites that he thought was necessary to make an informed choice.  He 

finally had to call specific nursing homes and ask them for their website address.  

     Middle-aged Sara started her journey of looking for nursing home placement for a 

relative by using Microsoft Internet Explorer. She found a site that lists all seventeen 

nursing homes in Oneida County: www.myziva.net . This site was found “in seconds” 

she said, and it gave the same criteria for all the nursing homes in Oneida County. Some 

of the information included the New York State Department of Health (NYSDOH) latest 

survey, occupancy rates, name address and phone number of each facility. Sara said that 

the site offered a lot of useful information but she felt she needed more to make an 

informed decision. She wanted to see pictures of the facility, services available, activities 

and nutritional information. She decided to look for specific nursing home websites in 

Oneida County. “This was not an easy task, since some of the nursing homes don’t have 
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websites and myziva.com did not give specific nursing home web site addresses.” She 

had difficulty finding addresses for some of the homes she was interested in.  Sara said 

that once she found a few sites, she was able to get most of her questions answered 

between the two sites that she looked at. However, she still needed to call the homes with 

other questions that were not answered by the two sites.  

     Mr. Vaughn, a native of New York who was residing in Florida, wanted to move back 

to New York. He was looking for nursing home placement for himself. He explored the 

web and found all the information he needed on a website he found through Google: 

www.CarePathways.com. Once he narrowed his choices down to three, he decided to 

take a physical tour before choosing the one he was admitted to.  

     In summary, the three cases used three different methods. One looked at specific 

nursing home websites, one used a general site that offered the same criteria for all the 

sites and also looked at specific sites, and the third used a general site and that was 

enough for him before taking an onsite tour. It appears that it’s easy to find nursing home 

guide websites on the World Wide Web, listing all nursing homes in a general area. 

Finding specific websites of a given nursing home is not as easy. The guide websites do 

not offer specific website addresses and sometimes, their addresses are not easily found. 

Does this put the facility’s website at risk to be missed by potential consumers? After 

viewing the websites, people still need to call nursing homes and get more information. 

      While some family members start their search by using various websites such as 

www.healthgrades.com, many families said they used the sites to narrow down their 

quest for nursing home placement. Therefore, it’s important that nursing homes include 

their specific website addresses as part of their contact information, on such websites like  
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www.healthgrades.com. Once family members narrow down nursing home choices to 

two or three, they look at individual nursing home websites. One family member stated 

“It’s like looking in the phone book for a restaurant. You narrow it down to a few, then 

look at which ad gives the most information. Which one has most visuals and offers the 

most choices?”                                              

Outcomes / Themes  
 
     One important audience for this study is the consumer. Consumers are all individuals 

with an interest in nursing home websites. Some find it important to know that when in a 

nursing home they, or their loved one, can ring for assistance and someone will be 

tending to them in a matter of minutes, while others feel it’s important to get out of their 

room and socialize. Typically, individuals are admitted to nursing homes from an acute 

care setting, leaving nursing home placement in the hands of discharge planners. Some, 

however, have done their research and have an idea on where they want to go. For them 

using the internet was helpful in determining a comfortable fit. Most nursing home 

website users are family members and are below the age of 65. They are working 

individuals and, in some cases, are living in different towns and states from the resident.  

      Other important of audiences may include: nursing home administrators, marketing 

personnel / designers, discharge planners and gerontologists and other healthcare 

professionals. Designers of nursing home websites are having a difficult time updating 

their sites once they develop them because they are understaffed. Most administrators are 

frustrated that the sites haven’t been updated in years and have old information on them. 

Nursing homes have no idea if their sites are being used or not so it is difficult to know if 

the consumers are satisfied with the site or not. Below are two lists of considerations that 
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actual consumers and professionals found to be most useful when critiquing the 

usefulness of websites. It is important to remember that all nursing homes will not meet 

all individual needs. Therefore, nursing home websites should not all be identical 

according to family members and administrators interviewed. On the other hand, they 

should be created to offer their consumers an essence of what the individual home has to 

offer. Administrators said they want their websites designed so that a home’s personality 

is displayed throughout the site.   

Consumer List: (literature & Family / Resident Interviews) 

• Be honest with yourself about what will make you connect and be satisfied with 

your nursing home choice. For some, it’s having a TV or telephone in the 

bedroom. For others, it’s the menu or activities offered. Others focus on the 

rehabilitation that is offered. 

• Explore all the information available. Know what questions you should be asking 

nursing home staff. Review the list of the 43 items included in this study and get 

answers to the ones that are important to you.  

• Find out about hidden costs and co-pays. 

• Start your search by using the internet, utilize both specific nursing home sites 

and guide sites. This will help you decrease your actual “legwork”. 

• Remember that all nursing homes have a personality that reflects who they are. 

Take an onsite tour. 

 

Professional Team List: (Literature, Professional Interviews &  

Questionnaires) 

• Treat your home page as your front lobby. In other words, create an atmosphere 

for your home. 

• Make sure to use easy navigation links. 

• Use as many of the 43 items listed in this study as possible.  

• Keep text short. Don’t clutter the site with a lot of text. Give the consumer simply 

laid out details about your home.  

• Find out how to get your web address on the nursing home guide sites that are 

available to the general public 

• Ask residents and their families if they used your website and if they did were 

they satisfied. If not, why not?    

• Appoint someone to update your website so that consumers get current 

information.  
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• Don’t use flowery backgrounds and keep the font size large enough for the elderly 

to read the information. 

• Don’t use more than one font design. 

 

Section 3: Description of the Study and the Study’s Contents 

 
     The study was intended to gain a better understanding of what should go into nursing 

home websites and this might help consumers make better informed choices for nursing 

home placement. This present study started out with the goal of building on a smaller 

quantitative study that was completed in the summer of 2004. While doing interviews 

with family members, it became clear that their approach to finding out information about 

nursing homes rarely involved using individual websites. Nursing home guide sites were 

used more often. Families use Yahoo, Google, and Microsoft Explorer as an initial step to 

browsing the web for a nursing home. Those who did actually go to an individual nursing 

home website stated they had a difficult time finding some of the sites. Because 

sometimes website addresses are not what people think they should be. An example 

would be:  Countryside Nursing Home having a website address such as “cny.org” This 

is a fictitious nursing home name but it’s a simulation of what sort of addresses people 

are finding.  A search was completed to find out where Oneida county nursing home 

websites can be found. Google and Yahoo were the most widely used by families 

interviewed so they were compared for the search. In some cases, nursing home website 

addresses did not appear at all. Three of the eleven addresses were not found by using 

Yahoo or Google (See Table #4). Diagram #1 shows the steps Helen took when looking 

for a nursing home on the internet. It started with Sally’s need for nursing home 

placement and how Helen found the information she needed on the internet. Helen first 

used the nursing home guide search engine she then searched for specific nursing home 
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websites. If Helen could not find the specific nursing home website she called the nursing 

home. Two out of three nursing homes were found by browsing the internet. The last step 

for selecting a nursing home is taking an on-site tour.   

               

Diagram # 1: Consumer Current Process: 

                                        

This diagram shows the steps that consumers take when choosing a nursing home.  

 

     The diagram above is only part of what Helen had to go through to find the 

information she needs. Once she found the websites, she said she then needed to look for 

the answers that she and her mother required to make an informed decision. What was 

most important to her and her mother were cost and what activities were available. 

Helen’s questions were about quality of care, building layout, and how the nursing home 

was rated by the New York State Department of Health. Helen already had two of her 

questions answered by the nursing home guide. The rest of the questions needed to be 

found by looking at specific nursing home sites. Nursing homes #8, #16, and #5 were 

On-site 

Tour  

2/3 websites 

Found 

NH Sites 

Search 

Guide 

Need 
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chosen and reviewed. Real nursing home names were not used. Nursing home 8 had one 

out 1/11 questions answered according to what should be included in costs, activities and 

building layout. Nursing home website # 16 answered 6/11 questions that Helen and 

Sally had. Website # 5 answered 1/11, and website # 8 answered 1/11 (See Table # 9). 

Table # 9: Choosing a Nursing Home 

 
 

 

 

 

 

 According to this chart nursing home # 16 answers the most questions via the internet.  

 

Section 4: Description of the Theory 

 
     Theories used for this study are sense making and human centered design. When 

studying nursing home websites, their purposes seemed vague, as indicated by the 

answers received from various professionals. If they are meant for elder use, most of the 

sites are difficult to make sense of unless you have prior knowledge of the business. They 

are chaotic and have a lot of text on some of the pages. The font size is small, making it 

difficult for the visually-impaired. The background on some sites did not have a wide 

enough color contrast that would make it easier for the elderly population to read. It was 

suggested through this study that the home page should be treated like the front lobby. 

Therefore clear guidance should be given on the front page to offer consumers a chance 

to make sense of the purpose of the site and what the site has to offer.  

 

 

 Cost Activities Building 

 layout 

Nursing Home # 8 0/3 0/5 1/3 

Nursing Home # 16 1/3 3/5 2/3 

Nursing Home # 5 0/3 1/5 0/3 



 xli

 

 

Sense-Making 
  

     The problem is that nursing home web sites are all laid out differently, according to 

which nursing home site you’re looking at. Therefore, the “home page” is crucial, in 

giving direction to the elderly and their families. Nursing home website addresses are in 

some cases not easily accessible, and are not updated routinely. The gap / bridge could be 

corrected if website address were advertised more on other means of advertisements, 

such as putting addresses on TV and radio broadcasting.  Brenda Dervin writes (in 

chapter three of Jacobson’s Information Design) in her publication Chaos, Order, and 

Sense-Making: A Proposed Theory for Information Design (37) that “Information 

describes an ordered reality that varies from person to person, culture to culture.” Dervin 

also says that “Information describes an ordered reality” (page 37). If nursing home 

website designers know the importance of order when distributing information, then they 

would make it easy to navigate nursing home websites. An example would be to have a 

Resident Rights link that, when pressed, would take you to a page that gives a list of 

resident rights, along with what the nursing home does to protect those rights. Further, 

elderly people sometimes have visual and cognitive limitations making it hard for them to 

find their way easily. Therefore, nursing home websites should be easy to read, and there 

should be easy ways around the site. The outcome would be that interactive websites 

offer increased customer satisfaction.  

     In the following brief analysis of sense-making, a sample is provided of how to bridge 

the gap between problems and satisfying outcomes. 

         



 xlii 

 

Diagram # 2: Sense Making Triangle 

 

   

              

 

 

  

                

Gaps Include: 

• Addresses are not accessible. 

• Interface Design is weak for elderly users. Information is lacking on the home 

page of the site. 

• Nursing home websites are not being updated routinely and in some cases they 

are not being updated at all. 

• Missing information consumers are looking for. 

Bridge: 

• Get website address on mugs, brochures, yellow pages, TV, and radio 

broadcasting.  

• Design using good color contrast, less text, more graphics. Give the consumer 

what they want to know. 

                                 Situation              

 

  

 

                                                                    

  

  

 

       Outcome                                     Gap / Bridge 
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• Audit the site for content and make sure information consumers are looking for is 

on the site and easily found. 

• Appoint someone accountable for updating the site. Assign a trained staff person 

from each department in the nursing home a section to maintain. Use the experts 

in the facility: i.e. dietician, financial officer, activities director, director of social 

services, nursing director. 

Outcome: 

• Well interfaced design that satisfies customers! 

 

Human-Centered Design 

 
     The websites reviewed each took a different approach. The usefulness of the website 

depends on the individual viewing the site and what the nursing home hopes to portray. 

Below is a list of Mike Cooly’s nine characteristics of Human-Centered Design. The list 

offers some insight about what should be considered when designing a website. This list 

can be found in Robert Jacobson’s Information Design, chapter four pages 68 - 70. 

 Cooly’s Nine Characteristics of Human-Centered Design 

1) Coherence: Is the site rational and outlined logically? What is going on in the website, 

what is the meaning of the site and what is the reason for its design?  What is the website 

supposed to be offering the consumer? As mentioned earlier the elderly have limitations. 

These limitations can include visual, physical, pain from arthritis, and cognitive 

impairments. All these will impact their ability to use a website. Websites should be 

larger font, contrasting colors, and limited text for people with such limitations.  
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2) Inclusiveness: Does the website invite the consumer in to want to review the 

information?  Does the site make the consumer feel important by encouraging them to 

take a physical tour? Does it give detailed information? 

3) Malleability: Is the website diverse enough to answer a variety of individual questions 

that people may have? Is the home page designed to connect with a variety of 

individuals? Can the user go from page to page and find his or her way back again.  

4) Engagement: Does the site engage the consumer to want to take part and keep looking 

at the site to find out more about the nursing home? Does the site list how a person can 

get involved, such as volunteering, attending activities, or eating meals with other 

residents.  

5) Ownership:  Does the website allow the consumer to take part? Is there a contact 

person for the viewer to call to get more information or is there an invitation to visit the 

home for in-servicing on a particular disease?  

6) Responsiveness: How does the site meet the needs of the user? Does the site offer 

useful information that is interactive with the user?  

7) Purpose: Does the site serve a purpose to the consumer, not the nursing home’s 

purpose, but the consumer’s purpose? Users should get their questions answered. Find 

out who your potential consumers are. This could be different for each home: some cater 

to dementia residents, some to Parkinson’s disease, other homes cater to diabetic wound 

care. The goal of the website should be “user-friendliness” for the potential nursing home 

consumer.  

8) Panoramic: Does the site offer the consumer areas that they can go beyond the scope 

of why they went to the site in the first place? Perhaps educating them on diseases, 
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community activities, upcoming health fairs, or simply link them to an article that may 

interest them?  

9) Transcendence: Users should be enticed to explore the site and want to search deeper 

into the site.  

Section 5: Detail about Selected Issues      

      
Discussion: 

 
     The literature review yielded plentiful information about what residents should know 

prior to choosing a nursing home. Resident adjustment to a nursing home setting related 

directly to how well-informed residents are, benefiting their overall stay, as opposed to 

less informed residents, according to Oneida county nursing home administrators. In a 

newsletter sponsored by Blue/Cross Blue/Shield, How to find a Good Nursing Home, the 

focus was on facilities’ track records and costs. People should find out what services are 

covered and not covered, and also find out what co-pays may be a financial burden down 

the road. Finances are a critical factor that people should know about, but the American 

Association of Homes and Services for the Aging focuses more on resident advocacy 

issues, including volunteer and religious services. A more holistic approach is used by 

Consumers’ Research Council of America, “Guide to America’s Top Nursing Homes.” 

Their focus includes an array of information and touches on almost all aspects of nursing 

facilities operations.   

     Nursing home websites are designed for various reasons. Some say they design web 

sites to educate the community about the services they provide. They say it’s “very” 

useful for admissions from the community and to provide basic public awareness.  Others 

say they created their site “initially just as a point of contact or reference for anyone 
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curious about us.” They also say that websites are created to plan for the future, used for 

posting current events, activities, menus, etc. Much effort, time, and money are spent to 

create such sites. Is there a way to monitor the use of nursing home websites? Are they 

actually doing what they are meant to do? When asked: how do you monitor? One 

administrator said “we don’t monitor anything” and another administrator said “I don’t 

have a clue who used the website or if it’s used at all.”  When speaking to family 

members, none of the members interviewed start their nursing home web search by 

looking for a specific nursing home. All stated that they utilized searches by using such 

search engines as Google. Initially, they would type in Oneida County Nursing Homes 

and an array of homes would appear. All the nursing homes in Oneida County are listed 

in a variety of State and Federal websites. These sites “get the ball rolling” as one family 

member put it. Such sites offer the general public important information to help people 

make arguable choices when considering a nursing home.   

     One family member stated that a general website is a good start, but after a review of 

the state and federal sites available it’s critical to look at specific nursing home sites. She 

said that although the official sites offer important information, the individual sites can 

present important issues such as their commitment to compassion and caring. She felt that 

people should look at individual, state and federal sites. “By starting with the official 

sites, we were able to eliminate some homes that were less desirable and focus on the 

homes with better quality of care.” The official sites give the last survey results and offer 

the ratings on the scope and severity scale (see Appendix I). She also stated that it’s 

important to tour the facility, “not a virtual tour but a physical tour.” “Go to the home. 

Check for noises, smells, and interaction between staff and residents. This kind of 
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information you can’t get from a website.” One family member said that the site he found 

offered important information regarding quality of care. He suggested that specific 

website addresses should be listed on the guide sites. “It would make it easier for 

customers.”  

     Finding people to interview was difficult because generally speaking people don’t 

look for this type of care until a crisis. One family member stated that their father fell and 

fractured his knee. He needed temporary stay in a nursing home. This family member 

stated “The hospital staff handled everything for us and I did not need to search for a 

nursing home,” Another family member reported that if they had known more about what 

the community had to offer nursing home placement could have been prevented all 

together. One family member felt that health-care providers are doing their best to 

educate the general public on services available, but there is still a need for better 

marketing techniques. One nursing home marketer stated that “time constraints” prevent 

her from updating her website. She said that, “Having only one marketer for a large 

facility makes it hard to keep up with day to day tasks and still maintain timely projects.” 

Over half of the nursing homes in Oneida County have websites. Do their potential 

consumers know they exist?  

Section 6: Assertions 

How can website usage be enhanced to assist consumers? How can nursing homes use 

websites to their best advantage? Below are six suggested answer’s to these questions. 

1) Advertise: The nursing home websites need to be better advertised in places such as 

brochures, TV, and in flyers and nursing home guides. The official nursing home guide 

sites should be contacted to find out if they would add the specific nursing home website 
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addresses to the information already provided. Also put URL in variety of locations such 

as posters etc and make sure they are listed early in search engine results.  

2) Educate: The elderly and their families should be educated as to how to use the 

internet and how to make best use of the website. Hold seminar’s at nursing homes and 

invite the community. This will also get people into your building. 

3) Offer Relevant Content: When designing a nursing home websites include 

information consumers want to know early on. List the major areas of consumer interests 

as listed in Appendix B: These areas should be listed on the front page with easy 

navigation throughout the site. The content should include the following information.  

• Certification of Operation 

• Contact Information  

• Financial Information  

• Quality Assurance  

• Staff / Resident Ratio 

• Building / Grounds / Safety   

• Activities  

• Dining  

• Health & Personal Care  

• Resident Rights  

• Admission & Discharge Criteria 

 

4) Design: Design the website so that the elderly can read and understand what is being 

presented. User control: Have ways for the user to participate while using the website. 

Have email addresses of key personnel. Have the user fill out questionnaires about 

healthcare in general. Processor control: Get a contract with the agency that designs the 

site so that people in the facility can update the site. Learn how to design your own site. 

Get more departments involved. Have the activities department do the activities calendar. 

The dietician should post the monthly menu. The chief financial officer should post co-

pays and cost for TV and phone. Know where your site falls within various search 
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  Websites are: 
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engines such as Yahoo and Google. Make sure there is a way to track who uses the site. 

Also, track when it’s used (time of day, year) is the site used around special events more 

so than other times. Also track where people are going on the site. If the information is 

not useful get ride of it and add useful information. Choose a website address that is close 

to the actual nursing home name, don’t use nick names that the general public may not 

know. 

5) Involve: Involve consumers on some level to find out if they are using the sites. Ask 

the question as part of the admission process. Offer more…health tips… safety 

tips…weather reports daily…cleaning tips…links to senior community activities.  

6) Update: Update the site often. Make it part of a particular staff person’s job 

responsibilities. Update the site monthly, just like the activities calendar or monthly 

menu. 

Ultimate Process: 

 
     The ultimate process would be to design a website that offered consumers a variety of 

information that they are interested in and need to know, in order to make informed 

choices. The website would have a feature so that consumers could apply online and also 

schedule onsite tours online. Diagram # 3 gives an overview of the ultimate process.   

                                  Diagram # 3: Ultimate Process 
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Effective and efficient nursing home website design that satisfies consumer needs 

     It’s important for all these elements to work together. First the website needs to be 

accessible so that consumers can find the site easily. Once the person selects a nursing 

home website they should be able to find the information they’re looking for. Consumers 

should be able to interact with the site and be able to apply online to the nursing home. 

The producer should know their customer and keep the site updated at all times.  

Study Limitations: 
 

     This study focused on one geographical area: Oneida County, New York. Although 

the review took place in one area it did consider a wide number of nursing homes with 

cultural and economic diversity. The elderly population for this area is growing and 

according to the United States Census Bureau Oneida County elderly population in 2003 

was16%. The sample group for interviewees was small because of the lack of current use 

of the nursing home websites. This may change, however, because according to research, 

the highest increase of internet users occurred in the age group of between 50 and 64, 

Long Term Caring: Jane Jerrard (18).  

Further Research: 

 
     For further research, it would be recommended to study a larger geographical area, 

such as the state of New York, or the entire country. This would increase the sample size. 

It would also be recommended to study the next generation, since they are the generation 

that has the highest increase in internet use, and they will become elderly within the next 

5 to 15 years, unless the elderly age increases from 65 to 70.   
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Conclusion: 

 
     Currently it’s unknown if Oneida County nursing home websites are meeting the 

needs of their consumers. It was found through this study that information that consumers 

are interested in is lacking on most Oneida County nursing home websites. Resident 

rights and day to day involvement is what consumers are looking for. Administrators are 

unsure if their websites are being viewed or not. In two of three cases Oneida County 

nursing home websites were found one way or another on the internet. It’s important to 

have nursing home website addresses accessible for consumer use. It’s also important for 

nursing homes to get an updated tracking system that shows who, when and where on the 

sites people are going. Another area of importance is to make someone accountable for 

updating the sites.      

     Helen and Sally had a satisfactory experience when browsing the internet for a nursing 

home. It was not the consumer that explored the website it was her family member. The 

next generation, however, will be more inclined to be using search engines themselves. 

They will be more experienced in knowing how to navigate websites and what to look 

for.      

     The elderly population is increasing. People are generally staying healthier and as a 

result living longer. Today’s consumer may be interested in having a TV in their 

bedroom. Tomorrow’s consumer may want a computer in their bedroom with internet 

access. It’s important that nursing home personnel stay in tune with what their consumer 

needs are. Make sure website information is readable, understandable, and has 

information that is useful to the intended consumer. Make sure the nursing home website 



 lii 

address is accessible to the consumer make it easy for them to find the nursing home 

website address.  

Section 7: Closing Vignette 

     Once Helen understood that there are a variety of nursing home websites available, 

both official and individual, she was able to get enough information to choose a nursing 

home. Helen stated “now that I have some experience browsing the web for nursing 

home information I can see the importance of a dynamic site. Also I feel that the 

advertisement of the homes website address is paramount in the success of the sites use”.  

     Helen continues to utilize the nursing home website that Sally lives at. Helen says she 

uses the site to look up activities and health related information. Helen said once she 

figured out where to find the information she gets her questions answered in a matter of 

minutes.   
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Appendix A: Glossary: 
 

Activity of Daily Living (ADL’S): Activities of daily living consists of how well a 

persons ambulates (walks), transfers (gets self to and from bed, chair, and toilet), feeds 

self (needs no assistance, needs assistance with cutting food, needs to be fed), and 

whether or not they are continent (bladder and bowel). Scores are given on a form that is 

utilized to determine what level of medical care a person needs. The higher the score the 

more care they need.   

 

Acute: Hospital based services where the patient has medical needs that is severe or 

delicate and needs constant monitoring by a medical team. 

 
Advance Directives: Medical advance directives consists of a Do Not Resuscitate (DNR) 

which means that the person does not want CPR, a Health Care Proxy (HCP), a New 

York State form that is filled out by the person. The person appoints another to act on 

their behalf if they are unable to do so for themselves. The third form of advance 

directives is a Living Will (LW). This is completed by a lawyer and it specifies what a 

person want done medically in the event they are unable to cognitively state otherwise. 

The HCP & LW must be completed by the person when they are able to make decisions 

for themselves.   

 

Chemical Restraints: Chemical restraints are any psychotropic medication that is used to 

control behaviors. It needs to be clearly documented that any psychotropic medication is 

need for the welfare of the person and not used for staff convenience to manage unruly 

residents.  

 

Consumers: For the purpose of this study consumer is any person 65 or older. There are 

younger people who are consumers of nursing homes but the focus of this study is the 

elderly population.  

 
Discharge Planner: A person who assists another person to find suitable living 

arrangements, typically in healthcare. 

 
Durable Medical Equipment (DME): DME consists of but not limited to wheelchairs, 

walkers, canes, quad canes, shower chair, transfer tub bench, or any other device that 

allows a person to be more independent with ADL’S.  

 

Elderly: Any person age 65 or older.  
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Medicare Guidelines: Medicare pays nursing homes for a short period of time. The 

person must meet particular guidelines to be covered. First the person must have a three 

day hospital stay with in 30 days of admission. Secondly the person must have a skilled 

reason for a nursing home stay, which can include a need for physical, occupational or 

speech therapy. Once these particular guidelines are met Medicare will pay up to 20 days 

at 100% of the nursing home cost. If a person stays covered under Medicare for 20 days 

Medicare will pay 21 to 100 more days at 80% leaving 20% co-pay which is 114.00 a day 

according to the Medicare Guideline Booklet 2005. Only some second party insurances 

pay Medicare co-pays.      

 

Medicaid Guidelines: All counties are different when it comes to specific Medicaid 

approval for nursing home stay. Oneida County expects prior approval before a person is 

admitted to a nursing home. Once prior approval is met a person can go on a Temporary 

stay program which needs further evaluation by Oneida County Medicaid. Once approval 

is made it is only good for three months and an extension needs to be warranted. If a 

person is admitted with prior approval for long term care then approval only needs to be 

made once. Prior approval is completed by the nursing home staff; however patients 

should know the rules to ensure staff is completing proper paper work.  

 

New York State Department of Health (NYSDOH): All nursing homes are overseen by 

the NYSDOH. There are hundreds of regulations that must be followed in all aspects of 

resident care, hydration, nutrition, skin integrity, building safety, psychological well 

being of the residents, employee compliance, sanitary standards, occupational safety, etc. 

The NYSDOH surveys nursing homes once a year and makes sure facilities are in 

standard compliance.  

 

Nursing Home: A nursing home, for this papers purpose is a place of residency where 

people require a skilled level of care.   

 

Nursing Home Guide sites: These sites are found on the internet. The user types in a 

specific geographical area such as, Oneida County Nursing Homes they display some of 

the information people need to know. These sites can be negative in the sense that they 

give cut and dry information with no explanation of the true situation 

 

Oneida County Nursing Home Websites: Individual nursing home sites costumed to a 

specific nursing home. 

 

Outpatient services: includes physical, occupational, and speech therapy, pediatric rehab, 

aqua therapy and wellness programs that are held onsite of the nursing home but the 

person does not stay at the nursing home.  

 

Physical Restraints: Physical restraints consists of any foreign object on a person that 

inhibits mobility, side-rails on beds, Posey vests, wheel chair belts, wheel chair trays, lap 

buddy’s, merry walkers etc are all examples of physical restraints. It should be noted if 

the person can undo the foreign object and free themselves on command the object is not 

considered a physical restraint.    
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Resident Rights: Residents have rights just as any other citizen living in the USA. They 

have the right to vote, the right to a safe clean environment, to be treated with dignity and 

respect, right to receive unopened mail, the right to make choices regarding finances and 

medical care and treatment. Residents have the right to refuse medication and the right to 

refuse care. These rights need to be respected by nursing home staff.  

 

Skilled Nursing Home (SNF): SNF is used for individuals needing long term nursing 

care at a skilled level. This paper will use nursing homes and skilled nursing homes 

interchangeably.  

 

Sub acute: The consumer stays at the nursing home for a short period of time. The 

person may need physical, occupational, speech therapy, or wound care, but are not as 

severe or delicate as the acute care patient. 
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Appendix B: Information Consumers Want to Know:  

 

Administration: 
Certification of Operation & Key Personnel:   (COP) 
1) Does the site list that the facility is certified for operation under Medicare and 

Medicaid guidelines?  6/11 found 

2) Does the site list that there is proper licensed personnel responsible for operation of the 

facility and/or offer their mission statement that states such information? 6/11 found  

 

Longevity of Key Personnel:   (Key)     
3) Does the site give a statement or summary that assures the potential consumer that key 

staff stay employed at their facility?  (Registered Nurses, Dietician, Medical Director, 

Therapists, and Social Worker) 5/11 found 

    

Contact Information:   (Con.) 
4) Does the site list their full name, address, phone number, email address and/or a person 

or department to contact? 11/11 found 

 

Financial Information:   (Fin.) 
5) Does the site explain private and semi private room rates?  1/11 found 

6) Does the site explain co-payments from Medicare and Medicaid reimbursement? 1/11 

found  

7) Does the site explain extra charges that may occur? 2/11 found   

 

Building/Grounds/Safety:   (B/G) 
8) Does the site mention disaster plans, fire drill procedure, and elopement plan? 4/11 

found 

9) Does the site show photos’ of the building and grounds? 8/11 found    

10) Does the site show photos of residents using equipment, such as wheelchairs, Hoyer 

or maxi lifts, and walkers? 2/11 found 

 

Services:   
Quality Assurance (Internal & External):   (Q/A) 
11) Does the site tell the last survey results (or) give contact information on how to get 

the information? 1/11 found 

12) Does the site explain abuse/neglect policy and procedures?  0/11 found 

13) Does the site explain misappropriation of residents’ property policy and procedures? 

0/11 found  

 

Staff/Resident Ratio:   (S/R) 
14) Does the site list RN, LPN, and CNA resident ratio (or) staffing ratio? 2/11 found   

 

Health & Personal Care:   (H&P) 
15) Does the site mention dehydration prevention?  0/11 found 
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16) Does the site mention how often residents’ are weighed and how weight loss is 

managed? 0/11 found 

17) Does the site list a variety of therapeutic services, including Physical, Occupational 

and Speech therapy? 7/11 found 

18) Does the site list psychological services, including a psychiatrist & psychologist? 

1/11 found  

19) Does the site mention pressure ulcer prevention? 0/11 found  

20) Does the site mention pain prevention and/or control? 0/11 found 

21) Does the site mention ambulation and mobility needs? 1/11 found 

22) Does the site mention activity of daily living (ADL’s)? 1/11 found 

23) Does the site mention meal assistance? 1/11 found 

24) Does the site mention who does personal care including, hair, teeth, skin, and nails? 

0/11 found 

 

Activities: 
Special Programs/Activities:   (Act.) 
25) Does the site give mention to religious programs? 8/11 found 

26) Does the site mention activities such as, outings, music, movies, and arts?  5/11 found 

27) Does the site mention cultural needs? 1/11 found 

28) Does the site mention Resident Council? 0/11 found 

29) Does the site mention visiting hours and family involvement? 6/11 found 

 

Dinning:(Din.) 
30) Does the site give a sample menu? 0/11 found 

31) Does the site list meal and snack times?  2/11 found 

32) Does the site mention family involvement with meals? 2/11 found  

 

Resident/Patient Relations: 
Resident Rights:   (R/R) 
33) Does the site mention freedom of physical & Chemical restraints?  0/11 found 

34) Does the site mention dignity & respect treatment? 1/11 found 

35) Does the site mention residents have the right to accept or refuse care and treatment? 

0/11 found  

36) Does the site state residents have the right to voice their own opinion and make their 

own choices? 2/11 found   

37) Does the site mention Advance Directives information? 1/11 found  

38) Does the site mention residents have the right to get their financial report? 1/11 found  

39) Does the site mention the residents’ have the right to vote. 1/11 found 

 

Admission & Discharge Criteria:   (A/D) 
40) Does the site mention the facility’s specialty units?  7/11 found 

41) Does the site mention their admission process and encourage a physical tour? 7/11 

found   

42) Does the site mention what type of patients’ that are not appropriate for the facility? 

2/11 found  

43) Does the site mention discharge procedures? 1/11 found 
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Appendix C: Resident Rights 

 

Nursing Homes 

Resident Rights 

Nursing home residents have patient rights and certain protections under the law. The 

nursing home must list and give all new residents a copy of these rights.  

Resident rights usually include:  

• Respect: You have the right to be treated with dignity and respect.  

• Services and Fees: You must be informed in writing about services and fees 

before you enter the nursing home.  

• Money: You have the right to manage your own money or to choose someone 

else you trust to do this for you.  

• Privacy: You have the right to privacy, and to keep and use your personal 

belongings and property as long as it doesn't interfere with the rights, health, or 

safety of others.  

• Medical Care: You have the right to be informed about your medical condition, 

medications, and to see you own doctor. You also have the right to refuse 

medications and treatments.  

For more complete information, see the Guide to Choosing a Nursing Home 

publication.  

www.medicare.gov  

 

Frequently Asked Questions |  Contact Us |  Website Privacy |  Website Policies  

Freedom of Information Act |  FirstGov.gov  
116 

Centers for Medicare & Medicaid Services |  U.S. Department of Health and Human Services  
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Appendix D: Health Care Proxy 
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Appendix E: Do Not Resuscitate 
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Appendix F: Ethics Permission form 
 

 

Ethics Review & Interview Protocol: 

 
Greetings my name is Gail Warchol and I’m working on my thesis at SUNYIT 

Utica/Rome. My project is a Grounded Theory study involving Oneida County nursing 

home web sites. The project is titled: Nursing Home Web site review: Are they meeting 

Consumer Needs?  

   

The project is being sponsored by the State University of New York Utica/Rome.  

 

I will be working on this study solo and can be reached at (315) 737-2349 home, or at 

work at (315) 732-2257 should you have any questions.  

 

Thank you for your willingness to participate in this research project. Your participation 

is very much appreciated. Before we start the interview, I would like to reassure you that 

as a participant in this project you have several definite rights. 

• First, your participation in this interview is entirely voluntary. 

• You are free to refuse to answer any question at any time.  

• You are free to withdraw from the interview at any time.  

• This interview will be kept strictly confidential and will be available only to 

members of the research team. (Gail Warchol) 

• Experts of this interview may be part of the final research report, but under no 

circumstances will your name or identifying characteristics be included in this 

report. 

 

I would be grateful if you would sign this form to show that I have read you its contents. 

 

___________________________________________: (signed) 

 

___________________________________________:  (printed) 

 

___________________________________________:  (dated) 

 

Please send me a report on the results of this project.  

(Circle one)                 YES              NO 

 

Address for those requesting research report: 

___________________________________________ 

___________________________________________ 

___________________________________________ 

___________________________________________ 

(Interviewer: keep signed copy, leave unsigned copy with respondent) 
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Appendix G: Interview Form 

Interview Protocol 

Project: Nursing Home Web site review: Are they meeting Consumer Needs? 

 

Time of Interview:  

Date:  

Place:  

Interviewer: Gail Warchol 

Interviewee:  

Position of interviewee:  

 
Explanation of the Study: 

This project is being completed for a thesis project at SUNYIT Information Design & 

Technology MS program. The study uses a grounded theory tradition and reflects on the use of 

human centered design, sense making and way finding theories. It will focus on a given 

geographical area, Oneida County New York. The study looks at what information people need to 

know when choosing a nursing home and if this information is available on the nursing home web 

site. Web sites will be analyzed to see if the sites offer consumers what they needs to know and if 

the navigation process is clear so that people can find their way through the site. The student will 

touch base with nursing home staff to find out their purpose for the development of there 

particular web site design. The study will require getting information from administrators, 

marketing staff, web site designers, residents, and resident’s families. Information will be 

gathered by sending preliminary questioners, completing interviews, analyzing web sites, and by 

observing residents and their families using the sites.    

 

Questions: 

 

1) What were the steps you took in looking for a nursing home web site? (Did you use 

Netscape, Google, Yahoo, etc) 

 

2) What was your luck with finding Oneida County nursing home web sites? 

 

3) How much time did you spend searching?  

 

4) When you located a web site tell me what you liked and what you didn't like about the 

site.  

 

5) Did the site offer information that you found useful? 

 

6) What were the web sites most easily found, please give me the sites address?    

 

7) What was your over all experiences in the search? Did you experience pop ups, 

founded nursing homes in other states, etc? 

 
Thank you for participating in this interview. All information will be kept confidential. 
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Appendix H: Questionnaire  
 

Please forward to appropriate personnel.  
 

I’m currently completing a thesis project at SUNYIT Utica/Rome. Part of my research   question is 

“Does the use of Long Term Care Web-sites Increase Occupancy Rates?” Would you please help me 

in finding out this answer by completing the list of questions? Also would you write down the 

websites address so that further analysis can be completed? Face to face interviews will also be 

completed. If you are interested please write yes in the space provided along with a contact name. 

Thank you for taking the time to complete the survey. I look forward meeting with you to discuss 

your websites in more detail. If your nursing home does not have a website please indicate in the 

space provided and mail this form back to the undersigned.  

 

Website address: ___________________________________________ 

Would you like a face to face interview? ________________________ 

Contact Name:                                          ________________________ 

Would you like a copy of the finding?     ________________________ 

Our Nursing Home does not have a website: _____________________ 

We are interested in designing a website:      _____________________ 

 

Please answer the questions to the best of your ability: 

1) Who developed your web site? 

Name:______________________________________________ 

Address:____________________________________________ 

Phone: _____________________________________________ 

2) When was the site ready for the public to use? 

Year:_______________________________________________ 

3) Occupancy Rate prior to the use of your web sire? 

Prior to web site______________________________________ 

4) Occupancy Rate one year after your web site? 

One year later:________________________________________ 

Two years later:_______________________________________ 

Three years later:______________________________________ 

Four years later:_______________________________________ 

5) Are you satisfied with your web site?______________________ 

6) Why?_______________________________________________ 

7) Why not?____________________________________________ 

8) Purpose of the web site?________________________________ 

____________________________________________________ 

Please mail your answers back to the undersigned in the enclosed self addressed 

envelop by April 10
th

 2005. I truly do appreciate your help. 

 

Sincerely,  

Gail Warchol 
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 Appendix I: New York State Scope and Severity Scale 

 
Severity Scope of  

Violation 

Level of Risk Numerical  

Ranking 

Level of Harm 

A Isolated Minimal or even no risk 

at all; home in 

“substantial 

compliance” 

1 Potential for minimal 

harm 

B Pattern Minimal or even no risk 

at all; home in 

“substantial 

compliance” 

1 Potential for minimal 

harm 

C Widespread Minimal or even no risk 

at all; home in 

“substantial 

compliance” 

1 Potential for minimal 

harm 

D Isolated Potential to cause “more 

than minimal harm” 

2 Minimal Harm or 

Potential for Actual 

Harm 

E Pattern Potential to cause “more 

than minimal harm” 

2 Minimal Harm or 

Potential for Actual 

Harm 

F Widespread Potential to cause “more 

than minimal harm” 

2 Minimal Harm or 

Potential for Actual 

Harm 

G Isolated Cause “Actual Harm” 3 Actual Harm 

H Pattern Cause “Actual Harm” 3 Actual Harm 

I Widespread Cause “Actual Harm” 3 Actual Harm 

J Isolated Causes or has the 

potential to cause death 

or serious injury; 

“immediate jeopardy 

violation” 

4 Immediate Jeopardy 

K Pattern Causes or has the 

potential to cause death 

or serious injury; 

“immediate jeopardy 

violation” 

4 Immediate Jeopardy 

L Widespread Causes or has the 

potential to cause death 

or serious injury; 

“immediate jeopardy 

violation” 

4 Immediate Jeopardy 

This scale is officially used by NYSDOH during nursing home surveys. 
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Website References: 
 

Care Pathways: www.CarePathways.com 

Eastern Star Nursing Home: www.easternstar-ny.org/campus.htm 

Eden Park of Utica: www.uticaedenparknh.com 

Elderly Assistance Guide: www.assistguide.com  

Google: www.google.com 

Harding Nursing Home: www.hardingnh.com 

Heritage Health Care Center: www.hhcc.net 

Loretto of Utica: www.lorettoutica.org 

Lutheran Home: www.lutherancare.org 

Masonic Community Center: www.masoniccommunityny.org 

Member of the Family: www.memberofthefamily.net/ny.htm 

Microsoft: www.microsoftinternet.com 

Myziva: www.myziva.net 

New York State Department of Health: www.nysdoh.com 

Presbyterian Home: www.presbyterianhome.com 

Sitrin Health Care Center: www.sitrin.com 

St. Joseph Nursing Home: www.stjosephsnh.com 

St. Lukes Home: www.faxton-stlukes.com 

Yahoo: www.yahoo.com 

 

 


