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In	  your	  line	  of	  work,	  many	  of	  your	  customers	  may	  already	  have	  demen9a,	  and	  as	  the	  

popula9on	  ages,	  many	  more	  of	  your	  customers	  may	  develop	  demen9a,	  and	  will	  want	  

to	  carry	  on	  using	  your	  business.	  
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There	  may	  be	  all	  sorts	  of	  reasons	  why	  people	  might	  be	  having	  these	  problems	  that	  

have	  nothing	  to	  do	  with	  demen9a	  or	  memory	  problems.	  	  

	  

There	  are	  many	  condi9ons	  where	  people	  can	  exhibit	  signs	  similar	  to	  demen9a	  such	  

as	  forgeCulness	  or	  memory	  problems.	  It	  is	  best	  not	  to	  assume	  that	  someone	  has	  

demen9a	  just	  because	  some	  of	  the	  symptoms	  are	  present.	  Strokes,	  depression,	  

alcoholism,	  infec9ons,	  hormone	  disorders,	  nutri9onal	  deficiencies	  and	  brain	  tumors	  

can	  all	  cause	  demen9a-‐like	  symptoms.	  

	  

Please	  keep	  in	  mind	  that	  not	  everyone	  who	  has	  these	  difficul9es	  has	  demen9a.	  

If	  a	  customer	  is	  observed	  to	  be	  showing	  these	  signs,	  it	  is	  important	  to	  follow	  your	  

company’s	  internal	  policies	  and	  procedures.	  	  

	  

Ensure	  your	  customer	  and	  you	  are	  supported	  during	  the	  interac9on.	  

Remember,	  it	  is	  not	  our	  jobs	  to	  diagnose,	  however	  it	  is	  our	  jobs	  to	  be	  helpful	  and	  

courteous.	  
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Losing	  the	  ability	  to	  communicate	  can	  be	  one	  of	  the	  most	  frustra9ng	  problems	  for	  

people	  with	  demen9a,	  and	  can	  add	  to	  the	  difficulty	  of	  maintaining	  friendships.	  	  

Remember	  that	  people	  with	  demen9a	  retain	  their	  feelings	  and	  emo9ons	  even	  

though	  they	  may	  not	  understand	  what	  is	  being	  said,	  so	  it	  is	  important	  to	  always	  

maintain	  their	  dignity	  and	  self	  esteem.	  

Kindness,	  common	  sense	  using	  good	  communica/on	  skills	  and	  a	  smile	  go	  a	  very	  

long	  way.	  	  	  
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Be	  pa/ent	  &	  respec;ul	  A	  liQle	  extra	  9me	  is	  some9mes	  all	  it	  takes	  whether	  that	  9me	  

is	  needed	  for	  comprehension,	  coun9ng	  money	  or	  making	  a	  decision.	  Don't	  rush	  or	  

make	  them	  feel	  as	  though	  they	  are	  holding	  you	  up.	  Never	  treat	  the	  adult	  as	  though	  

they	  were	  a	  child.	  Don’t	  be	  condescending.	  Help	  them,	  don’t	  take	  over	  for	  them.	  	  	  

Approach	  from	  the	  front,	  never	  come	  up	  behind	  someone	  with	  demen9a.	  	  	  

Be	  aware	  of	  your	  body	  language	  -‐	  55%	  of	  communica9ons	  comes	  from	  stance,	  

gestures	  and	  facial	  expressions.	  Smile,	  and	  never	  cover	  your	  mouth	  or	  face	  while	  

communica9ng.	  	  	  

Choose	  your	  words.	  the	  words	  you	  choose	  should	  be	  clear	  and	  in	  simple	  sentences.	  

Speak	  slowly.	  Allow	  9me	  for	  your	  words	  to	  be	  understood.	  Use	  “can”	  phrases	  rather	  

than	  “can’t”	  phrases.	  	  Maintain	  eye	  contact	  to	  keep	  them	  focused	  in	  the	  moment	  
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Watch	  your	  tone	  -‐	  The	  tone	  and	  pitch	  of	  voice	  will	  be	  comprehended	  before	  words.	  

Genuine,	  calm	  tone	  will	  bring	  about	  beQer	  outcomes.	  Similarly,	  read	  their	  emo9on,	  

body	  language	  and	  tone	  of	  voice	  rather	  than	  the	  words	  used.	  Touch	  their	  hand	  or	  

arm	  if	  it	  is	  appropriate,	  to	  convey	  reassurance.	  	  	  

Use	  visual	  clues	  when	  possible.	  Point	  to	  specific	  objects	  or	  use	  pictures	  on	  a	  chart	  or	  

menu	  to	  help	  communicate	  and	  aid	  in	  their	  decision	  making.	  

Live	  in	  their	  world.	  A	  person	  with	  demen9a's	  percep9on	  is	  their	  reality.	  If	  possible	  be	  

‘in	  the	  moment’	  and	  connect	  with	  the	  person	  by	  acknowledging	  their	  concerns.	  	  	  

Offer	  reassurance	  and	  valida/on.	  They	  may	  not	  understand	  or	  remember	  who	  you	  

are	  or	  what	  your	  role	  is,	  remind	  them	  you	  are	  here	  to	  help.	  Repe99on	  could	  indicate	  

increased	  stress	  or	  fear.	  	  Avoid	  Stressors	  –	  this	  goes	  for	  both	  of	  you.	  Just	  as	  you	  can	  

read	  their	  face	  and	  body	  language	  to	  see	  if	  they	  are	  ge_ng	  upset,	  they	  can	  tell	  if	  you	  

are	  ge_ng	  frustrated	  and	  this	  could	  escalate	  a	  situa9on.	  If	  you	  do	  end	  up	  in	  a	  

stressful	  conversa9on,	  try	  to	  change	  the	  subject.	  Ask	  them	  to	  tell	  you	  about	  

something	  they	  are	  interested	  in.	  Reminiscence	  and	  diversion	  may	  help	  calm	  

someone	  down	  and	  establish	  feelings	  of	  control.	  It	  can	  help	  someone	  to	  tell	  you	  

about	  who	  they	  are	  and	  assist	  with	  distrac9ng	  them	  from	  their	  current	  focus.	  	  
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Customer	  appears	  lost	  or	  confused	  	  

•  Approach	  them	  in	  a	  friendly	  open	  manner,	  from	  the	  front	  looking	  at	  them	  and	  

making	  eye	  contact	  	  

•  Ask	  “can	  I	  help?”	  

•  Get	  them	  to	  tell	  you	  a	  story	  about	  how	  they	  got	  to	  be	  where	  they	  are	  

•  Avoid	  calling	  to	  them	  from	  a	  distance.	  

•  Avoid	  approaching	  from	  behind	  
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Customer	  has	  trouble	  with	  money	  or	  payment	  

•  Approach	  them	  in	  a	  friendly	  open	  manner,	  from	  the	  front	  looking	  at	  them	  and	  

making	  eye	  contact	  	  

•  Ask	  “can	  I	  help?”	  

•  Reassure	  them	  that	  it	  is	  OK	  to	  take	  their	  9me	  –	  there’s	  no	  hurry.	  Do	  not	  show	  signs	  

of	  impa9ence.	  

•  Offer	  to	  assist	  with	  making	  out	  the	  check.	  Do	  not	  take	  over,	  however,	  do	  it	  with	  

them.	  	  

	  

12	  



Someone	  is	  having	  trouble	  with	  self-‐service	  or	  automated	  system	  

•  Approach	  them	  in	  a	  friendly	  open	  manner	  

•  Ask	  “can	  I	  help?”	  

•  Reassure	  them	  that	  it	  is	  OK	  to	  take	  their	  9me	  –	  there’s	  no	  hurry.	  Do	  not	  show	  signs	  

of	  impa9ence.	  

•  Offer	  to	  help	  or	  to	  show	  them	  how	  to	  do	  it.	  Do	  not	  take	  over,	  however,	  do	  it	  with	  

them,	  unless	  they	  ask.	  

•  Try	  to	  keep	  it	  light	  –	  “I	  always	  have	  trouble	  with	  these	  machines	  as	  well”	  

•  Offer	  to	  bring	  the	  women	  to	  a	  full	  service	  lane.	  
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Customer	  is	  hard	  to	  understand	  

Those	  with	  demen9a	  may	  develop	  speech	  problems	  that	  escalate	  if	  they	  feel	  stressed	  

or	  rushed.	  

Encourage	  him	  to	  take	  his	  9me;	  Remind	  him	  you	  are	  there	  to	  help	  

Listen	  very	  carefully.	  Show	  him	  that	  you	  are	  focused	  on	  what	  he	  is	  saying	  

Watch	  his	  body	  language	  

Repeat	  what	  you	  think	  he	  may	  be	  trying	  to	  say	  

Ask	  him	  to	  write	  it	  down	  

Try	  to	  change	  the	  subject	  if	  he	  becomes	  agitated.	  

Try	  to	  iden9fy	  the	  trigger	  of	  the	  stress	  and	  ‘remove’	  it	  

Focus	  on	  feelings,	  not	  facts	  
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Customer	  is	  having	  difficulty	  understanding	  you	  

Hearing	  problems	  and	  other	  comprehension	  issues	  can	  complicate	  conversa9on	  for	  

someone	  with	  demen9a,	  especially	  if	  they	  feel	  hurried,	  or	  if	  there	  is	  background	  

noise.	  	  

Take	  your	  9me	  and	  make	  only	  one	  point	  at	  a	  9me	  

Speak	  slowly	  and	  clearly.	  Say	  things	  as	  simply	  as	  possible	  

Use	  good	  eye	  contact	  

Use	  sign	  language,	  body	  language	  and	  gestures	  to	  reinforce	  what	  you	  are	  saying	  
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Customer	  forgets	  to	  pay	  

	  

This	  is	  difficult.	  While	  someone	  may	  have	  forgoQen	  to	  pay,	  they	  might	  equally	  be	  

engaged	  in	  thek,	  and	  your	  safety	  is	  the	  most	  important	  thing.	  	  

	  

If	  you	  know	  the	  person,	  and	  you	  know	  that	  they	  have	  demen9a,	  then	  you	  can	  simply	  

ask	  if	  you	  can	  help,	  and	  if	  they	  would	  like	  to	  pay.	  This	  will	  oken	  be	  all	  you	  need	  to	  do.	  

	  

Rarely,	  people	  with	  demen9a	  will	  not	  understand	  that	  they	  need	  to	  pay,	  or	  may	  feel	  

that	  they	  shouldn’t.	  In	  these	  cases,	  it	  is	  up	  to	  the	  discre9on	  of	  the	  manager.	  	  

	  

If	  you	  do	  not	  know	  the	  person,	  then	  your	  business’s	  usual	  policy	  on	  thek	  should	  

apply.	  
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