Every New Leader Starts from Zero: What
That Means for Pharmacy Continuity

Senior living operators invest significant effort onboarding
new Executive Directors and Wellness Directors.
Orientation, compliance training, vendor and family
introductions, systems access, and community-specific
protocols all require substantial time and resources.

One challenge is that some of the most important operational
knowledge — especially around medication management —
is rarely captured in formal onboarding materials. Daily
success depends heavily on the working relationship between
community teams, prescribers, and the pharmacy.

A Recurring, Predictable Risk —
Not a Planning Failure

Leadership transitions don’t happen because operators aren’t
trying. Senior living is a demanding environment, and industry
data consistently shows meaningful turnover in leadership and
management roles — particularly among Executive Directors and
Wellness Directors. For portfolio leaders, the takeaway is clear:
across a multi-community organization, leadership transitions are
inevitable, making pharmacy continuity planning essential.

What the Knowledge Gap Looks
Like in Practice

The pharmacy “knowledge gap” during transitions is rarely one
big issue. It’s usually a group of small but important details that
surface when something urgent happens.

e Contact structure: Who to call for after-hours issues, order
management, billing/insurance questions, eMAR
reconciliation, or clinical support. Without a clear map,
leaders often learn this during a problem.

e Community-specific protocols: Packaging preferences,
delivery timing that aligns with med-pass schedules,
special medication handling, and managed care benefit
navigation. Many of these evolve over time and aren’t always
documented.

e  State compliance expectations: Assisted living medication
regulations vary by state, and priorities shift. New leaders
may bring assumptions from other states or care settings that
don’t apply.

e eMAR integration details: Pharmacy—eMAR integrations
rarely work exactly as written. Communities learn the
real-world friction points—manual checks, timing gaps,
and month-end processes. New leaders need this practical
knowledge quickly.
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The Portfolio Cost of Repeated
Ramp-Up

At the community level, transition windows are where
workarounds and escalation delays show up fastest. At the
portfolio level, the cost is cumulative: each transition creates a
period where teams are relearning processes, rebuilding
contacts, and rediscovering community-specific agreements.
That cost rarely appears on the pharmacy invoice. It shows up
in staff burden, resident and family friction, incident
follow-ups, and leadership time spent troubleshooting.

What a Strong Pharmacy Partner
Does During Transitions

Strong pharmacy partners treat leadership transitions as a
normal part of assisted living operations—not an exception.
Helpful support includes:

e Proactive outreach: A structured orientation for the
new leader, including key contacts, escalation paths, and
expected response times.

e A documented community profile: A record of
agreements, preferences, and monitoring practices so
important knowledge isn’t lost during staff changes.

e [ntegration guidance: A brief walkthrough of common
eMAR integration friction points—where manual checks
are needed, timing gaps occur, and reconciliation issues
can arise.

e (Clinical onboarding support: Assisted-living—focused
guidance on what to watch for, what’s changing, and how
to reduce risk without adding extra workload.

Making Transition Support a
Standard Expectation

When evaluating pharmacy partners, operators already look
at delivery reliability, eMAR compatibility, clinical support, and
responsiveness. It’s worth asking one more question: What is
your standard process when an Executive Director or
Wellness Director changes at one of our communities?

A clear answer shows whether the pharmacy is built to
maintain continuity—or if the community has to rebuild the
relationship every time leadership changes. For operators,
strong transition support means fewer risk gaps, less staff
burden, and more consistent operations.

Published 06/2026



