
CASE STUDY

Students recommendWeb to link seniors, services
Overview:TheUniversityofTennes-

seeCollegeofBusinessAdministration
full-timeMBAprogramcollaboratesan-
nuallywithlocalnonprofitorganizations
andTECH2020start-upcompanies.
Students“walkinthefootsteps”ofthese
organizationstodevelopleadership
skillsfromtheapplicationofknowledge
obtainedintheclassroom.Thebusi-
nessschoolhastwocompellinginterests
—aneducationalexperienceforMBA
studentsandoutreachtothecommunity.

Threestudentscollaboratedforsix
weekswiththeOneCallClubforSe-
niors,whichassistsKnoxCountyresi-
dents,age60yearsandolder,inmain-
tainingtheirhealthandindependence
byhavingaccesstoreliable,reasonably
pricedservicestheyneedtoremainin
theirhomes.

TheMBAstudents:CharisWalker(proj-
ectmanager),SeanFord,SaltSheikh,led
byfacultyadvisorPatRichardson.

Theclientpartners:KathySergeant,
programmanager;ZoeEvans,BobCun-

ninghamandSamFowler,members
ofOneCallClubforSeniors’advisory
board;andBarbaraMonty,directorof
theOfficeonAging.

Theopportunity:Tounderstandand
recommendbestpracticessothatOne
CallClubforSeniorscanbecomeaself-
sustainingorganizationandtobench-
markfundingmodelsforsimilarorgani-
zationsnationwide.

Theapproach:Theteamdevoted270
hourstoaproven,problem-solving
frameworkofengagement:developing
baselinemeasurements,conducting
research,benchmarkingbestpractices,
reachingconclusions,makingrecom-
mendationsandpredictingoutcomes.
Thestudentsconductedextensivere-
searchthatincludedclientelemeetings,
companyWebsitesearchesandtele-
phoneinterviews.

Keyfindings:Theseniorreferralser-
viceindustryisrelativelynewandoffers
significantopportunitiesforinnovation
andgrowth.Asbabyboomersgetolder,
thecustomerbaseanddemandforse-
niorreferralserviceswillincrease.

Severalkeydifferenceswerenotedbe-
tweenthebenchmarkedorganizations

andOneCallClubforSeniors.
Atthetimeoftheresearch,inspring

2008,OneCallClubforSeniorshadnot
yetadoptedanonline/Websitestrategy
forreachingitsclientsandsuppliers,only
atelephoneservice.

OneCallClubforSeniorssetupits
referralservicesothatclientspaidanan-
nualfeeforaccesstoitsserviceprovid-
ers.Otherorganizationschargedtheir
suppliersfortheirreferraltotheclient
instead.

OneCallClubforSeniorsidentifiedits
customerbaseasresidentsaged60and
older.Someorganizationsextendedthat
definitiontoincludeadultchildrenof
thispopulationbase.

Recommendations:
■CreateaWebsitetoreachpeople

whousetheInternetastheirprimary
sourceofinformation.

■Setupablogthatseniorcitizens
andtheiradultchildrencouldaccessfor
informationonhelpingseniorsremain
independentathome,accessavailable
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communityservices,etc.This,inturn,
couldprovidenewclientleadsforOne
CallClubforSeniors.

■Haveaninteractivecustomer-re-
viewsectionofvendorstoensureservice
quality.

■Allowserviceprovidersaccessto
apassword-protectedareaforthemto
monitorcustomerfeedback,findbusi-
nessopportunities,postads,etc.

■Createarevenue-generatingmodel
thatincludesadirectoryofservices,ads
forparticipatingvendors,etc.

■Markettheservicetowardadult-
childrencaregiversasasecondcorecus-
tomergroup.

■SupplementtheOneCallClubfor
Seniorsannual-feemodelwithotherrev-
enue-generatingopportunitiestocover
costsanddefercostincreasestocorecus-
tomers.

■Chargevendorsaone-timefeefor
participationinthevendor-referralpro-
gramandformarketingontheWebsite
andinprintedmaterials.

■Havethevendorreturnapercentage
ofitscontractedfeebacktoOneCallClub
forSeniorsinexchangeforthereferral.

■Setaservice-commitmentbarto
ensurethatvendorsaredeliveringaqual-
ityservice.Forinstance,vendorsmustbe

bondedandcustomerfeedbackshouldbe
availabletoallclients.

■OneCallClubforSeniorsshould
continuetoprovidethehuman-interac-
tion,one-callfeature.

Theresults:
“Wetookthestudentsrecommenda-

tionsseriouslyandbeganalmostimme-
diatelywiththedevelopmentofaWeb
site,”Sergeantsaid.“Wefeltthiswould
expandoureffortstoreachtheadult-
childmarket.”

Lessonslearned:Thestudentsdiscov-
eredthatproperdatacollectionproduces
muchmorethanresearch,butalsofresh
ideasandperspective.

“Thestudents’researchconfirmedour
beliefthattheneedwesawlocallyisbe-
ingsuccessfullymetinothercommuni-
tiesandshowedushowtheyweredoing
it.Thisstudynotonlygaveusvaluable
information,butbuiltourselfconfidence
andreputationamongfundingsources,”
Fowlersaid.

■
Case Study is provided by the University
of Tennessee College of Business
Administration. For more information
on becoming a client company, please
contact Pat Richardson at prichar3@utk.
edu.




