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Rethinking your approach 
to Visitor Management 
with Zero Touch

Since February 2020, senior living operators have had to radically change their 
operations to adapt to the COVID-19 pandemic. During the initial wave, this 
meant anticipating the unknowable, and planning for continued uncertainty 
while maintaining the safety of their residents, staff and visitors. Going forward, 
operators have new service models that include admitting visitors to their 
communities, whether these are family members, staff, or caregivers. A zero 
touch visitor management system enables metering the flow of visitors, self-
serve check-in, and completion of pre-screening forms. This digital solution will 
help operators manage visitors to their communities safely and efficiently.
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Key 
Takeaways

Technology adoption accelerates dramatically due to COVID-19

Real world results illustrate the benefits of a zero touch system

Operators need to manage the people coming into their 
communities

Across the world, enterprises and organizations in a multitude of industries 
have accelerated their digital transformations and technology adoption to 
enable agility and adapt to the current situation, according to several analysts. 

The results from several hundred operators who have installed a zero touch 
visitor management system illustrate the operational and safety benefits 
derived in a short period of time. 

Despite restrictions due to COVID-19, operators have a need to admit family 
members, staff, and caregivers to their communities safely and effectively. 
Zero touch visitor management systems can enable this, but it is important to 
understand how to select the right one.
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Current challenges 
for operators

Since February of 2020, senior living operators have had to 
radically change their operations to adapt to the COVID-19 
pandemic. During the initial wave of viral spread, this meant 
anticipating the unknowable, and planning for continued 
uncertainty while maintaining the safety of their residents, staff 
and visitors.

In the fall of 2020, operators have likely stabilised their operations 
and embraced new service models, focussing heavily on keeping 
the virus at bay. Some operators may have implemented some 
new technologies to offset labor requirements, and many 
have leveraged Zoom and similar platforms for telehealth and 
connectivity to family members. 

According to Senior Housing News, “Moving forward, the 
adoption of telehealth and other technologies brought on by 
the virus will change the way the industry delivers care.”

In their August 2020 research report, Gartner (a global research 
and advisory firm) sees the opportunity for Healthcare Delivery 
Organizations (HDOs) to adopt digital technology as timely:

“COVID-19 and the response to it have also created an 
unprecedented alignment of business, clinical and IT 
perspectives on the need to accelerate digital transformation. 
The speed and effectiveness of transformation is now a top 
organizational objective for many HDOs.”

In a companion paper, Gartner states that “COVID-19 has 
forced healthcare delivery organizations (HDOs) to leap five to 
10 years into the digital future.”
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The McKinsey Global Survey concludes that the COVID-19 crisis is a tipping point of historic proportions for technology adoption.  
Organizations will need to focus on technology selection and execution to achieve operational agility.

In general, COVID-19 has had a substantial impact on accelerating adoption of technology. A McKinsey Global Survey published in October 
2020, which received 899 responses across regions, industries, company sizes, and functional specialties globally, asserts that “digital adoption 
has taken a quantum leap at both organizational and industry levels”. Here are some other interesting statistics from that same survey:

Current opportunities 
for operators
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It is only when you create fully digital processes that you 
unlock  the full potential of operational agility. Meaning, 
that when your  processes and documents are digital, and 
integrated between  functional systems, you create the 
ability to easily make  changes to that fabric to accommodate 
new requirements and realities. Senior living operators that 
have embraced digital  transformation have benefited from 
the resultant agility,  particularly in recent months with the 
arrival of COVID-19.

Operators that continue to use manual processes must rely on people 
to realize the process outcomes. As we have heard for several years, 
the senior living industry is increasingly labor constrained, which further 
exacerbates the problem of adapting to unforeseen circumstances. As the 
last several months have made clear, digital transformation is not optional, 
it is an urgent imperative. 

The Boston Consulting Group takes the concept of the modern company 
to another level: bionic - where “Human and technological factors circulate 
throughout the organization and enable it to thrive.”

The entire world is shifting. To stay relevant, senior living operators, despite 
recent pressures, need to prioritize digital transformation, to the point of 
getting it into their 2021 fiscal plan. The longer operators wait to embark on 
such transformation, the further behind they will fall. The sooner they begin 
their digital journey, the better they mitigate their corporate and business 
risk, and position themselves to increase their resilience to disruption. 

In addition, being future-proof as operator also means being compliant 
with regulatory requirements.  This can be achieved by investing in  a 
visitor management system which facilitates operational agility. 

Achieving operational 
agility
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Becoming regulatory compliant 
by investing in the right VMS
Faced with rapidly changing compliance regulations, security 
risks, safety standards and pressure of global expansion, more 
organizations are investigating visitor management systems 
(VMS).

Security, compliance and safety leaders are acknowledging that 
unknown visitors can pose a severe threat to their employees, 
facilities and data. To address these challenges, the scope of 
visitor management has shifted from primarily a lobby check-
in point solution to a mission-critical facility security platform, 
covering the entire cycle of visit operations and visitor data 
management.

The 2020 Visitor Management Report identified that utilizing 
an integrated visitor management system helps organizations 
adhere to compliance regulations such as GDPR, ITAR, PCI DSS, 
FSMA and C-TPAT, among others. 

Visitor management projects are more and more often initiated 
by the compliance and security divisions. Each state’s guidance 
delineates specific criteria that visitors must meet in order to 
visit a family member in senior living communities. 
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Adapting to COVID-19 restrictions 
for  visitors
One of the great benefits of living in senior living communities 
is the ability to socialize with others, including other residents, 
staff, family, and external caregivers. This benefit has suffered 
considerably due to lockdowns and restrictions.

A COVID-related report by SageAge Strategies (June 2020) 
found that “30% of respondents stated that the lack of social 
interaction was the most challenging part of COVID-19”, while 
11% noted “boredom or lack of things to do”.

And yet, in that same report, 61% of the respondents identified 
socialization as one of the biggest benefits of living in a senior 
living community. At that time most of the respondents (88%) 
socialized by phone, while only 23% had in-person visits. 

Operators understand that COVID-19 will continue to be part 
of their considerations for the foreseeable future. As they have 
adapted their service models to this reality, in-person visits will 
be a regular part of these new models, which is different from 
the first wave when communities were fully locked down. Visitors 
to the communities include not only family members, but also 
caregivers, and regular and occasionally staff members.
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Part of the challenge for operators is building new processes to address visitation requirements. Elements of these processes 
include having visitors complete pre-screening forms, taking their temperature upon arrival, checking them in, giving them a 
temporary identification badge, checking them out, and being able to provide a complete audit trail in the event that contract 
tracing or similar verification is required at a later date. 

To do this at scale, repeatedly, across dozens or hundreds of communities, and thousands of visitors, while keeping everyone 
safe, requires a highly automated, digital solution. In fact, it requires a zero touch approach, where zero touch means both:

 ● having a zero increase in human resourcing (labor) to support 

      and

 ● having a touchless interface (e.g. tablet or kiosk).
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Benefits of a Zero Touch VMS 
approach
Digital Visitor Management Solutions exist and are available 
for purchase. These systems have been in widespread use in 
office environments for several years. They typically offer the 
following features:

Operational benefits of these digital VMS systems are 
as follows:

 ● Self-service kiosk or tablet for the visitor to check in;

 ● Local printer that prints a self-adhesive badge for the visitor 
to wear (can include photo);

 ● The system notifies the person being visited, or others, by 
text message or email; 

 ● Self-service or automated check out at departure.

 ● Accurately capture visitor information due to self-serve;

 ● Alleviate countless hours of manual entry;

 ● Create a time-stamped, digital record that can be searched 
and made available for audit;

 ● Enable a real-time view of who is on-site at the community, 
important for emergency situations.

These systems have alleviated much of the manual process 
of having a concierge or front desk person manually enter the 
visitor’s information in a log book (name, phone number, whom 
they are visiting, and date/time of entry).
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Challenges with current commercial VMS’s are as follows:

In additional to the above, challenges with current 
senior living specific solutions add the following 
limitations:

 ● They require visitors to touch the screen of the kiosk or tablet, thereby 
creating a potential vector for viral spread, requiring the screen to be 
cleaned after each use;

 ● The thermal scan does not have the required accuracy, calling into 
question the efficacy of taking temperatures, as the variation may be 
too broad;

 ● Lack of senior living context captures only visitors to the community, 
and does not address the use case of residents leaving and returning, 
thereby missing a vital component of operational visibility.

For all their benefits, these systems often fall short of ideal, especially in 
their adaptability to the current state with COVID-19 and their applicability 
to the senior living operator’s context. 

 ● Lack of integration to operational systems at 
communities, as these VMS’s are stand-alone point 
solutions. As such, they do not benefit from connecting 
directly to, and enabling bi-directional synchronization 
of, both resident and employee databases. These 
systems in fact require substantial effort to import 
resident and employee lists, create duplication, and 
are prone to errors in their records due to the data 
being maintained in two places

 ● Isolation of the data collected in the VMS due to lack 
of broader integration to operations systems, thereby 
limiting the extent to which business intelligence can 
be extracted and turned into action.

Challenges and limitations with 
current VMS’s



Visitor Management with Zero Touch | Cubigo 1313

The Cubigo VMS has been developed to make visitor management both powerful and frictionless, with the 
following characteristics:

Cubigo mitigates the limitations of both 
commercial and senior living specific VMS’s
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Time to get 
Cubigo’s VMS up and running, from contract 
signature to the first visitor check-in using the 
kiosk and the integrated thermal scanner.  

5    days

The Cubigo VMS puts the operator in control of managing the flow of visitors to their communities 
by configuring related parameters in the system during setup. Once configured, the VMS 
manages the flow of visitors automatically, without any operator intervention. 
 
Visitors also have more control over booking their visit, as they can choose from available time 
slots using the mobile app, complete pre-screening questionnaires ahead of arriving on-site, 
and then use the app or kiosk to complete a touchless check-in. 

The visitor management module is part of the broader Cubigo platform enabling functionalities like bulk creation of resident and staff 
directories, robust onboarding flows and the modular configuration of communities’ interfaces (including branding).
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75, 000 8 hours

65%85 seconds 
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Cubigo’s VMS results

Cubigo’s zero touch Visitor Management System has been installed at over 250 properties, starting in May 2020. We have summarized some 
of the outcomes that we have seen, and that the operators have shared with us.

Time it takes for a visitor to check in using the VMS

Average visits booked per month using the VMS

Number of visitors who used the pre-registration app to 
book a visit, thereby deflecting calls to the community

Estimated daily labor hours saved using the kiosk, rather 
than having a greeter take temperatures and complete pre-
screening forms, which is equivalent to about 1 FTE’s effort.
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Sample process for 
fast time-to-value

Academy
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About Cubigo About the authors

Phil Vlach

Antoine Smets

About this document

This document is based on data collected from Cubigo 
customers, across more than 250 properties, over a 
6 month period of time. Several global and industry-
specific analyst’s reports have been referenced to 
provide context.

Phil believes in creating better customer experiences 
by helping teams envision and assemble solutions that 
fit their customer-centric objectives, from strategic 
technology and partner selection to delivery. As 
an Advisor to Cubigo, Phil works with the team on 
commercialization and market adoption.

Antoine helps Senior Living Operators use digital 
technologies to drive innovation, transform resident & 
family experience, and improve staff productivity, while 
also building organizational capabilities to sustain long-
term growth. Antoine is responsible for the Cubigo 
operations and business development activities. 

Cubigo is a fully integrated platform for Senior Living 
communities that digitizes non-clinical services such as activities, 
communication, dining, maintenance and transportation. The 
platform provides mobile and web apps for staff, residents, 
family members and the corporate team.

Cubigo’s platform increases staff efficiency, improves workflows, 
fosters resident empowerment and enables family involvement. 
The technology provides reporting and analytics, configurable 
workflows, wellness tracking and smart API integrations with 
3rd party software solutions.

This platform approach has the benefit of integrating data 
between functional systems, resulting in reduced time to value, 
insights across the business, and empowering the end user.

If you are interested in learning more, connect with our team at 
sales@cubigo.com. We’ve helped a wide range of organizations 
successfully deploy a Zero Touch VMS.
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