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As part of our care promise, we want to provide you with a sense of
ease and calm by establishing clear and timely communication.
Therefore, in partnership with the Serenity Engage App, we would
like to offer you a mobile app that allows you to communicate and
collaborate with our care team. Of course, phone calls are always
welcome, but we also find that more frequent updates via Serenity
have helped family members feel more connected when they can’t
physically be there.

To get started, we simply need your name and email address. You
can also supply our team with any additional family or friend’s emails
and they can also be added to the communication chain. This works
especially well for family members who are not local, or who are
unable to visit as often as they’d like.

Once we have your email address, we will set up your channel on
Serenity, and send you your username and password. It's that simple. 

We are honored to connect you with your loved ones

We are here to help support you and your family
and friends in as many ways as we can. 

Welcome to Harmony Hospice, 

www.harmonyhospice.org (520) 284 – 9334



Serenity Engage is a HIPAA compliant
communication app for you to connect

with the team at Harmony Hospice,

From your App Store download 
Serenity Engage:

Your Login information is also
in a welcome email. 

Download:1.



2. Login:

Once you are logged in, you
will see your home screen, tap

on a #channel to enter a
channel, and send a message! 

 



Why this booklet?
Hospice care is a gift, yet is rarely understood by patients and
families at the onset. It is as important as ever to give your
hospice team the ability to work together efficiently, educate and
involve families, and illuminate the extraordinary care you provide.   

PATIENT
physical and
emotional comfort
with family connection
optimal well-being
sustainment of 

       quality of life

improved satisfaction
with care team
greater well-being
increased likelihood to
recommend services
connected with family

FAMILY
enhanced job satisfaction
decreased turnover
truly feeling like part of a
team effort
efficient use of emotional
time

CARE STAFF

78% of families want a hospice that enables instant
communication
Families expect increasing involvement in the care  
Real-time communication is a significant consideration
when evaluating a provider for the CAHPS survey

Recent research shows:

increased census
reduced legal actions
improved state surveys &
public reputation
better patient quality of life
and family trust 

ORGANIZATION
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The results of intentional, trusted relationships between care
staff and families are EXTRAORDINARY!  



The care and love shown to my parents
by their hospice team buoyed me many
times in their last months.

The care team and I had an unspoken
bond built on trust. I have come to
believe that TRUST is the currency of
senior care.

Too often, it is unknowingly undermined
by simple communication gaps.

We have created a new experience that
illuminates the extraordinary care your
team provides. Our clients see
significant results in lower costs, less
risk, happier families, higher retention,
and improved quality of care.

Let’s join together and evolve the senior
care system that benefits so many.

Care.   Love.   Trust.

Katherine Wells
Founder & CEO
Serenity Engage
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What family may be thinking:

Two ways you can help
Remind the family who to
contact with questions, and
encourage them to reach out. 

This gives the family a sense 
of peace that they have a 
direct connection with the
person in charge.
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1.

A Communication Roadmap
For family, the first few days of hospice care is often
overwhelming. There are a lot of complex emotions. This
time marks a shift where everything has changed for the
older adult and their family. The first few days of care often
dictate the family's perception of the staff, the quality of
care, and the relationship between the family and the care
team.

Am I doing the right thing?
Am I giving up on mom?
Does mom understand what's
happening?
Who are all these people?



MYTH: Family is giving up and no longer needs 
regular updates.

 
REALITY: “While hospice care alleviates many fears and

issues for the family, it does not consequently reduce
their stress. [It] often continues, and may even worsen.”

in good hands.

Send a quick photo and
update that evening to help
the family members feel a
sense of peace and a little
more at ease with their
decision. Remember, every
little thing counts when
coming to terms with putting 
a loved one on hospice care.
Remind them of comfort
measures and that they are 

Jot down some ideas of things your care team
can share on the first day:

Send A Quick Evening Update
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2.
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Kind words can be
short and easy to
speak, but their

echoes are
truly endless.

"

-Mother Teresa



The first few days that the patient engages with the
Hospice care team can be emotional. This can be anxiety-
producing for both the patient and the family. It is the first
opportunity for you to really showcase the care that you
and your team provide.

What does the social worker do again? 
I bet dad is scared.
I hate that we had to do this.
What paperwork did I need to get signed?
I hope they can keep her comfortable and
in good spirits. 

What family may be thinking:

Be proactive
Proactively let the family know how
their loved one is doing, and let them
know they're still having good
moments.  

Family members report that their
imagination can run wild when they
can't physically be there, so the more
regular updates and photos you can
share, the better.  This is where trust
grows.  

  4

Quell Anxiety With Connection



Family members often have
full-time jobs, kids at home,
relationships to maintain, and
busy lives. 

They will appreciate you even
more if you show them what
you did with mom during your
last visit.  

"Serenity helps to foster
healing. Sharing pictures
and messages with family,
especially ones taken
during an end-of-life
blessing, created intimacy.
This kind of intimacy
humanizes and it is one of
the most humbling and
grace-filled moments I've
experienced as a
Chaplain."
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Keep It Rolling

-Rev. Cheryl Swing
Founder, illumination



To know even one
life has breathed

easier because you
lived. That is to

have succeeded.

"

-Ralph Waldo Emerson



Nurse Case Manager
Social Worker
Chaplain/Spiritual Care Counselor 
CNA/CNA Coordinator 
Volunteer
Bereavement Counselor 

Introduce Your Care Team

Have each team member do an authentic 20-second video to
introduce themself and share something about them that
shows why they are dedicated to their patient's well-being. 

This allows family to feel connected to the people who are
caring for their loved one.

 "Hi, I’m Michael and I run the Spiritual Care Program. 
I taught Seminary school for 20 years. When my wife was

diagnosed with Alzheimer’s, I saw that my educational
background was helpful for keeping her mind, body, and

spirit active. I love what I do! 😊"

Meet the Team
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Personalize The Care

Familly may begin to reminisce and share stories about
mom or dad. Ask them a question about their loved one's
past, their favorite memory, music, or movie. This shows
that you want to get to know your new patient better and
engages the family in the conversation.

Family may begin to find a rhythm
between balancing daily routine
and understanding hospice. 

As emotional as the last few 
days may have been, it's 
comforting for them to know 
that the people providing care 
for mom are genuinely interested 
in creating a connection. 
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Ask Questions

2

Did your mom have
a dog growing up?

"I wish the care team had gotten to know my dad
better. I spent hours filling out the intake form with

his likes and dislikes, and I feel like it went into a
computer and no one ever looked at it again."

~ Family Member



There are 
no traffic jams

along the 
extra mile.

"
-Roger Staubach



Just before the end of the first week could be a great time
to help the patient speak with or see their loved ones.
Whether it's by phone, in-person or video conferencing, it
will go a long way if you help orchestrate a visit of some
type. At this point, the patient is likely to be missing their
family and is beginning to realize that their life has
dramatically changed. 

I wonder if mom is feeling comfortable 
I'd really like to see her, but I can't get
there until this weekend.
Is she eating okay?
Is she scared?

What family may be thinking:

Organize A Visit (Virtual If Necessary)
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Connectedness is an
essential human need.
Studies show that a feeling of
connectedness reduces
stress and pain and increases
overall well-being. Creating an
opportunity for the patient to
feel connected to their family
serves both!

Stay Connected



MYTH: Hospice is the end. 
 

"The opposite of growth is death - physical and
spiritual. Individuals living with frailty continue to
grow and teach us how to be human beings in a
caring community. Everyone has the potential to

be a 'growth partner' to someone else."
 

~ The Eden Alternative Domains of Well-Being

What can you share with the family to ensure they feel

like all the details are taken care of? Medication

adjustments, equipment improvements, social

engagements. Sometimes just knowing the details heads

off anxiety for the family.
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“Research shows that only half of
families are getting enough

information about their loved one in
senior care during COVID-19.”

Be the Change



Well-being is a much
larger idea than either

quality of life or customer
satisfaction. It is based

on a holistic
understanding of human

needs and capacities.
Well-being is elusive,

highly subjective, and the
most valuable of all
human possessions.

-Dr. Bill Thomas,
What Are Old People For?

"



This is a good time to check in with the family. Asking
them how they are doing is not enough. Often they can't
or won't express how they are doing. Instead, ask specific
questions to ensure that you are providing the highest
quality experience you can for their loved one.

First, ASK. Invite family to tell you what they feel is going
well, and what they'd like to see improved. This is all
about them. Let them share as much or as little as
they'd like. 

Apply ACTIVE LISTENING so they know you are really
getting what they are saying. They may need to get
some emotions out. Create some space for them to do
so. Remember, they are going through a grieving
process for the loss of 'the way things used to be.' 

We all got through the first week
I want to be sure I understand the
medications and supplies
I wonder how she's doing at night and
if she's sleeping well

What family may be thinking:

How to have a great family check-in:
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1.

2.

Ask. Listen. Share. Collaborate.

How Is The Family?
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SHARE a summary of what you've seen over the week.
Always start and end with positives such as, "Your mom
is making friends with staff, sharing memories and
seems to be feeling much more comfortable." Discuss
your concerns, if any, and then share another positive.

COLLABORATE on the go-forward plan. Talk about what
everyone wants to see more of, and what improvements
can be made. Schedule the next family check-in meeting
for a week out. Follow up with a summary of today's
discussion and outline the plan between now and the
next meeting.

What has gone well so far? What do
you think can improve?

3.

4.

“Transparency is often talked about in senior care, 
and rarely practiced. The industry has evolved to be so

highly regulated and controlled on the inside that
families are often left out in the cold. We are dedicated  

to transparency in communications, and Serenity
Engage has allowed us to magnify that tenfold.”

~ Francis LeGasse, CEO, Assured Assisted Living



No matter what
people tell you,

words and ideas
can change the

world.

"

- Robin Williams



What can you catch mom doing today that will bring a
moment of joy to the family? Did she pick a flower in the
garden or smile when you made a silly joke? Did she enjoy
lunch with a new friend or get excited watching an old TV
show?

Hospice News recently reported: "About 78% of family caregivers
surveyed would choose a hospice that enables instant

communication through computer, tablet, or mobile phone.
Some of this trend may be generational as more members of the

millennial generation begin caring for aging parents."
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a story or anecdote
about their dad
how dad is
spending his time
how dad's mood is
in general

Families aren't looking
for a dissertation on
their loved one. They
want simple, quick
updates including:

Strength In Special Moments



The majority of lawsuits in senior care are related
to communication (or lack thereof) in the first 14-
days after move-in.

The extra few minutes spent each day during this
time creates a trusted relationship that saves time
and pays on-going dividends for the care team, the
patient, their family, and your bottom line.

By creating an open conversation with your care
team and family, the family is continually reminded
why they made the right choice.

Let's summarize some of the key highlights from the
research and this booklet:
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What's next?
When you make regular
deposits into the
emotional bank accounts
of your patient's family
members, it pays
dividends for 
EVERYONE involved.

Life is change. 
Growth is optional. 

Choose wisely.
- Karen Kaiser Clark



builds trust
saves time
boosts census
increases staff job satisfaction
reduces risk and litigation
improves quality of life for those in your care

Serenity Engage is an award-winning HIPAA-compliant
platform to streamline conversation between care
teams and family and create trusted relationships.

Adopted by memory care, assisted living, skilled
nursing, hospice and home health organizations 
across the nation, Serenity Engage:

The industry
is changing. 

Are you?
 
 
 
 
 
 

www.serenityengage.com

About Serenity Engage

Get a demo today!

https://meetings.hubspot.com/katherinewells/overview-demo


+1.720.515.8839
hello@serenityengage.com
www.serenityengage.com


