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NOVEMBER 2014 

The November CFO HotlineSM poll was devoted to the topic of Resident Credit Card Use. Specifically, the poll addressed what 
proportion of providers allow residents and prospective residents to use credit cards for community-related expenses. This topic 
garnered a high level of participation, with a total of 218 survey respondents. The respondents were Chief Financial Officers 
(CFOs) and other finance professionals from the senior living sector.   
 
The initial survey question gathered input on whether or not the organization is a single-site organization or a multi-site 
organization. Roughly 37% of the respondents represented multi-site organizations and approximately 63% were single-site 
organizations. When asked if their organization has seen an increase in resident interest to use credit cards to make purchases at 
their community(ies), nearly 7 out of 10 said, “yes.” As seen below, multi-site organizations were more likely to report increased 
interest among their residents, but regardless of the type of organization, the majority of providers are observing increased demand 
for this service.  
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While resident demand for the ability to pay with credits cards is on the rise, only 4 out of 10 providers currently offer this service. 
There was no difference in the likelihood of permitting credit card use for community payments when comparing multi-site 
organizations and single-site organizations.   

 

 

Those who reported that they accept resident’s credit cards as payment for certain purchases were asked to specify what 
services/purchases are allowed. The most common processing of credit card payments is for guest meals. That is followed by 
purchases in a gift shop or store, resident monthly fees, wait-list deposits, and application fees. The graph below details the 
proportion of those providers accepting the various credit card payments.  

 

 

 

Nearly 36% of those who accept credit cards for payment stated that there are “other” items that they accept payment for outside 
of the categories provided on the survey. The most common “other” item mentioned was for donations made to the community 
and/or foundation. These are often captured via the website. It is also common for communities to accept credit card payment for 
use in the guest rooms, beauty shop, and private-duty services.  
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  Number of Mentions 

Donations 13 

Guest rooms/Overnight guests 6 

Beauty shop/Hair salon 5 

Private duty services 5 

Outpatient/physician services 5 

 

The vast majority of those who accept credit cards for payment reported that they do not add a service fee to the transaction. 
Approximately 89% stated they offer the service free of charge to residents. Among those who do charge a service fee, 100% 
indicated that the fee is a percentage of the transaction. 
 
The survey also gathered feedback on the most commonly accepted credit cards. Visa is accepted by 100% of those who allow 
credit card transactions. The graph below details the remaining most commonly known credit cards.   

  

 

 

Of those who accept credit cards for payment, nearly 89% stated that the payments are physically swiped at the point of sale. 
Roughly 36% allow payment via the Internet. Respondents were also asked to share what percentage of the residents use credit 
cards as a form of payment. The average percentage was quite low at 5.2% of the resident population.  

 

 Percentage of Resident Population that Uses 
Credit Cards for Payments in the Community 

Average 5.2% 

Median 3.0% 

Low 1.0% 

High 40.0% 

 

A question on the survey inquired about potential issues with charge-backs or disputes. Of all the organizations who reported 
accepting credit cards for payments, only one respondent indicated that they have never had an issue with this among their 
residents. 
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Lastly, respondents were encouraged to share additional comments that they have regarding this particular topic. The most 
commonly shared statements were from those who do not currently accept credit cards for payments. The number one reason for 
not doing so is the cost involved. While the majority acknowledge that the demand has risen in recent years, the demand is not 
great enough to override the concerns about the added cost. A number of the respondents stated that they had agreed to allow the 
use of credit cards for payments, but only with the addition of a service fee. This changed resident interest in most cases and the 
service was therefore not offered. 

 

The senior living organizations’ responses included in this report have been collated without verification of the accuracy of the data/comments therein. The 
results provided do not express an opinion of, nor can they be guaranteed by Ziegler. 
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