Tips for Dementia-Friendly Interactions

Offer Appropriate Help

e Consider wearing a nametag to help identify
you as staff/someone who can help

e Approach from the front in a friendly and
open manner

Incorporating these tips into everyday interactions
will help staff at all levels of your organization
contribute to a more supportive, inclusive and
dementia-friendly community.

e Remove your hat and/or sunglasses so your
facial expressions are more visible

e Getthe person’s attention and introduce yourself — move in their
line of sight, then speak, then touch gently (if appropriate)

¢ Avoid making assumptions about what the person needs or is thinking

e Ask if and how you can help

e Provide clear instructions and answer any questions, even if you've
already given that information

e [f giving directions, provide visual cues/landmarks. If possible,
write them down

o Offer to help them find their way and go with them, or offer to call someone

e [f the personis with a care partner, remember to include the person living
with dementia in making decisions that affect them

If a person living with dementia...

...has difficulty filling
out forms...

...has trouble
remembering a PIN,
password, dates, or
previous transactions...

| get so embarrassed ...and you sign the

when | forget things. form right here... ‘
)

Take your time...

there’s no hurry.

Be patient and take
them to a quiet place, if
possible. Being quizzed
for details or feeling

...has difficulty handling
money or using their

payment card...

May | help you
count out the money
for your coffee?

Offer to read questions
aloud and repeat as
needed. Point to the
places where answers or
signatures are needed.
Use clear language and
allow time for a response.

Ask if you can help
count out coins or
suggest another option
to complete the
transaction. Be patient
and allow the person to
take their time.

rushed canincrease
frustration and anxiety.

The views expressed herein do not necessarily represent
the views of the Public Health Agency of Canada.
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...takes an item without
paying...

Hi. That’s a nice hat you
picked. Can | take you to the
?

cash register to pay for it now
— -

N
They may have just
forgotten. Remain calm
and treat them with

dignity. Offer to help
them complete the

transaction in a friendly
manner.
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Tips for Dementia-Friendly Interactions

Enhance Your Own Communication

Face the person and make/maintain eye-contact (or put yourself at eye-level
if the person is uncomfortable with eye-contact)

Listen and speak directly to the person living with dementia
(or their care partner, as appropriate)

Speak slowly and clearly in a pleasant tone. Don’t assume
the person can’t hear or understand you

Use short, simple sentences and share one message
atatime

Avoid slang, jargon and metaphor that could be
misinterpreted if taken literally

Ask closed-ended questions (yes/no) and only ask one
guestion at atime

Allow time for the person to answer

If the person doesn’t respond, repeat using the same
wording and then rephrase if needed, or try again later

What was |
looking for?

| better make sure
she sees me before
| say anything.

If possible, take the person to a quiet place to reduce distractions, for example, a seat that
is away from a busy checkout, a noisy reception area, activity space or restaurant kitchen

Enhancing your communication on the phone

A person living with dementia may have more difficulty
communicating by phone because there are no visual cues to help
them understand the conversation. Here some additional tips to

help enhance your communication when making calls:

e Find out when is the best time to call

remember after you hang up
return to the call after being on hold

details and to refer to if you call again

¢ Introduce yourself and mention why you're calling

e Break conversation down into smaller pieces of information

e Repeat yourself calmly, if necessary, and don’t rush the person

e Encourage the person to write the information down so they can

e Re-introduce yourself and review your previous discussion if you

¢ Send afollow-up email, text or letter to help the person remember

The views expressed herein do not necessarily represent
the views of the Public Health Agency of Canada.
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Tips for Dementia-Friendly Interactions

Support the Person’s Reality

e Recognize how the person might be perceiving the situation

e Connect, don’t correct. Focus on how the person is feeling and what
they need, rather than what is factually correct from your
perspective :

e Observe the person’s actions/body language — often There’s my zgﬁrr:f;
they will communicate more than the person’s words Son now. don’t you? |  manager.

¢ |nvite the person to tell you more about what they are
tryingtodo

e Ask the person what you can do for them/how you can help

e Don't ask the person to multitask. Allow the person to do
one thing at a time, such as chat with you, or make a
payment, but not both at once.

¢ You won't have the perfect answer for every situation.
Get help from your manager or local emergency
resources if you aren’t sure what to do

Supporting someone who is lost/wandering

\

Wandering, in itself, is not harmful. But, it is unsafe if it exposes the person
living with dementia to danger. For example, a person may be dressed

inappropriately for the weather, may not know how long they’ve been out,
or may not know where they are or how to get home. Unsafe wandering is

an emergency and here are the steps to take if you need to help someone:

)

e Stop, introduce yourself and tell the person why you are
approaching them

e Ask the person if and how you can help

e Speak to the person slowly and clearly

e Ask the person if there is someone you can call or look for a
MedicAlert® Safely Home® bracelet and call for assistance

e Stay with the person, if possible, but don’t crowd them or
make them feel like they are being detained

e Alert your manager and/or call police or 9-1-1 if the person
is inimmediate danger, cannot be approached or there is
no other help available

I can’t find
my house.
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