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A step by step guide
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Inner East Primary Care Partnership acknowledges the support of the Victorian Government

Being dementia friendly in business
Dementia friendly awareness session

This is a step by step guide for delivery of a short dementia friendly awareness
session for retail businesses. It was developed as part of the Forest Hill Dementia
Friendly Community work in 2019-20.
The Inner East Primary Care Partnership, Whitehorse City Council, community
members and other organisations developed a number of resources to make Forest
Hill a place where people living with dementia, and their family and friends, feel
supported to participate in their community. For more information go to
https://iepcp.org.au/key-project/dfc/

Who is it for?
The session is for management and staff of retail businesses who would like to be
more welcoming and inclusive of people living with dementia and their family and
friends. This session could be adapted for other groups or organisations.

How long will it take?
The session will take up to 45 minutes, including questions and discussion.

Who can use this session and how should it be acknowledged?
This session is designed to help any individual, group or organisation provide a basic
dementia friendly awareness session to others. To deliver this session you will need
a good understanding of dementia and what it means to be dementia friendly. We
strongly recommend that people living with dementia and their carers are involved
in delivering this session.
Please acknowledge the original source of this session – the Inner East Primary Care
Partnership (IEPCP) and the Forest Hill Dementia Friendly Community Group.
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1. OVERVIEW
Participant outcomes
After completing this training, participants will:
• have a greater understanding about what dementia is and how it affects
people
• Have a greater understanding about what a dementia friendly community is
and their role
• Learn strategies and tips on how they can help someone with dementia in
their customer service role

Leader’s Role
• To deliver the training content in a friendly and warm manner that
encourages participants to feel relaxed and comfortable and learn.
• Use personal experience and examples that add to the content where
possible, relate the content to your own experiences.
• Be respectful and non-judgemental and encourage participants to do the
same.
• Encourage participation, discussion and questions and be an active listener.
• Note the Dementia Australia language guidelines (at back of these notes). It’s
important to use consistent language about dementia.

Resources required
Try to offer the training in a safe and accessible room. A laptop, projector and
screen may be used to play a short video. They are not essential.
Bring for all participants:
• Copies of session handout (print from pages 17 & 18)
• Sticky labels and markers for name tags
• Feedback forms and pens (print from the page 19 of this document)

All training resources required can be downloaded from:
https://iepcp.org.au/key-project/dfc/

iepcp.org.au/key-project/dfc/
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2. WELCOME AND INTRODUCTION

TIME: 7 mins

Leader notes:
• Welcome all participants as they arrive and ask them to write a first name
sticky label for themselves and on a raffle ticket for movie vouchers.
• Ask participants to sign the attendance sheet – name, email and
signature/initial
• Give each participant the handout that goes with this training
• Give each participant a pen and the blank feedback form
• Ensure participants have access to food and drinks provided for the session
• Ensure participants know where the bathrooms are
• Ask participants to put their mobile phones on silent

What to say (italics = suggested words you can use)
• Group welcome – thank everyone for taking the time to attend the session
and acknowledge the traditional owners of the land on which you are
meeting:
Before we begin, I would like to acknowledge the traditional owners of the
land on which we are meeting, and pay our respects to elders past, present
and emerging.
• Purpose - The purpose of today is to provide some information on dementia
and tips on how they can be more welcoming and inclusive of their customers
who are living with dementia
• Explain who you are – My name is… I am a ….(community member or worker)
I am part of a group of community members and organisations who would like
to make Forest Hill a place where people living with dementia, and their family
and friends, feel supported to participate in their community. The group is
working with retail businesses to help them understand more about dementia
and people living with dementia.
• Introductions - Ask each person to introduce themselves and to share what
they know about dementia and/or if they know anyone living with dementia.

iepcp.org.au/key-project/dfc/
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• Evaluation – Explain that: We really want to understand if our training session
helps them to be more welcoming and inclusive of people with dementia in
their retail job. To do this, can they please answer THE FIRST 2 Questions ON
THE FEEDBACK FORM YOU HAVE (before the session begins):
1. How do you rate their current knowledge of dementia?
2. How confident are you currently in knowing how to support people with
dementia in your workplace?
• Questions – Encourage participants to ask questions throughout the session.
Reassure participants that there are no wrong questions.
If a question is asked about some of the training content, thank them for the
question and let them know that you will be covering that content in the
training.

iepcp.org.au/key-project/dfc/
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3. WHAT IS DEMENTIA?

TIME: 2 mins

Leader notes:
• You (the leader) are not an expert on dementia.
• Dementia Australia and GPs have more detailed information about
dementia.

What to say
• More than 459,000 people in Australia are living with dementia
• Dementia is caused by disorders that affects the brain. There are over 100
different types of dementia
• The most common types of dementia are Alzheimer’s disease and vascular
dementia
• Dementia symptoms are usually mild at first and gradually get worse over
time
• Dementia is not an inevitable part of ageing
• Dementia mostly affects older people but younger people may also develop
dementia
• Most people with dementia live independently in their own home

iepcp.org.au/key-project/dfc/
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4. WHY BECOME DEMENTIA FRIENDLY?

TIME: 6 mins

Leader notes:
• We all have a role to play in supporting people with dementia.

What to say
• What is a dementia friendly community?
It is a community that understands and is aware of what dementia is and
enables people living with dementia to continue to live well in their
community, and do the things that are important to them.
We think of the community as the businesses, shops, organisations, and other
places in our local area.
• Why should retail businesses become dementia friendly?
Ø Becoming a dementia friendly retailer is good for business by supporting
and encouraging people with dementia to use your service/shop in your
business
Ø Shopping is a favourite activity of many people with dementia and a
necessity
• What is the role of people who work with customers?
Ø You are one of the many thousands of people in Australia who provide a
service to customers as part of your job
Ø Some of your customers will be people with dementia
Ø Thoughtful and helpful service can make a big difference to someone who
is feeling vulnerable because they are living with dementia
Ø By understanding more about dementia you are helping to create a
dementia friendly community and are helping people living with dementia
to live well in the community.
OPTIONAL PLAY VIDEO – If you have the right equipment, start the You Tube video:
https://www.youtube.com/watch?v=Fz8ACEu7Lho
When the video finishes, ask the participants if they have any comments or
questions about the video. Ask how they think it applies to their work?
iepcp.org.au/key-project/dfc/
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5. A PERSON WITH DEMENTIA COULD
HAVE PROBLEMS WITH…

TIME: 8 mins

Leader notes:
• A person’s experience of dementia is very individual
• We do not expect customer service staff to diagnose dementia

What to say
A person with dementia could have problems with:
• Planning, thinking things through, making decisions and solving problems
• Communicating and language, for example following a conversation or finding
the right word
• Memory, for example forgetting why they are in a shop
• Perception or seeing things in a different way, for example judging distance
can be harder or patterned objects or floors may appear to be moving
• Being restless and disoriented, especially in bright and noisy environments like
shopping centres
• Unusual behaviour or responses, or becoming unexpectedly upset
• Losing track of the day or date or where they are
• No two people experience dementia in the same way – it affects each person
differently
• There are no obvious physical signs of dementia

iepcp.org.au/key-project/dfc/
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6. ROLE PLAY

TIME: 2 mins

Leader notes:
• It may be easier to demonstrate how a person with dementia can be
supported when they are out and about by practicing good customer
service

What to say
We will now do a quick customer service role play. Take note of the scenario and
think about strategies that you would use in this situation.
• Person with Dementia (D)
• Retail Staff (S)
D:

(Walks into café)

Hello

S:

Hello, how are you today. Are you sitting down?

D:

Ummm. Yes I will sit down. Thank you.

S:
OK. Follow me (walks and talks with back to person). I will get you a menu.
Have a look at what you want and when you are ready come to the counter and
order and pay, then I will bring your order to you. How is your day so far? (Stops at
table and points to chair for D to sit down).
D:
(Looking confused and a bit rattled, sits down). I’ve been shopping and I’m
tired. Will you come and take my order?
S:
(frustrated tone) Huh. No, as I just said, you need to look at the menu then
order and pay at the counter. Same as always.
D:
(upset/bewildered). Oh, ok. (Sits for a second then gets up and leaves the
café, looking concerned)

Discussion
What do you think could be done differently in this scenario that would help the
person with dementia to feel more comfortable and welcome?
Encourage the group to come up with their own ideas of how they would do things
differently. (For example, too much information given at once, back to person,
getting huffy, reminding them that they haven’t remembered something)

iepcp.org.au/key-project/dfc/
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7. HOW RETAIL BUSINESSES AND THEIR STAFF
CAN BE DEMENTIA FRIENDLY

TIME: 10 mins

Leader notes:
• We all have a role to play in helping people with dementia
• This can be an interactive part of the session – draw on the participants’
experiences as much as possible

What to say
• There are many ways retail businesses and their staff can help people with
dementia and be more dementia friendly.
• We/I will go through some examples with you that are on the handout you
have.
REFER to page 2 of the handout that accompanies this session (see PAGE 17 & 18):
Explain and expand each of the examples on the handout that are most relevant to
the people who are participating in the training.
Use your personal/professional experience where possible.
Describe the situation and how this might come about and then describe the
solution.
Ask participants:
• Do you have any other examples you can share?
• What has been your experience and how did you respond?
• How well did this work for you?

iepcp.org.au/key-project/dfc/
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8. HOW CAN YOU HELP – A RECAP

TIME: 3 mins

Leader notes:
• Try to give some real-life examples of how the participants could help when
they are doing their job.

What to say
To recap on the examples in the handout. We have talked about some general tips
on helping a person with dementia who comes into your business are:
• Put the person at ease – a friendly approach and a smile helps
• Try to understand how they might be feeling
• See the person as an individual - not just the symptoms of dementia
• Offer understanding and reassurance to the person with dementia and anyone
that may be with them
• Allow the person to take their time, be calm and patient
• Move to a quieter place if possible
• Don’t take it personally if they don’t respond as you might expect
• Ask for help from your manager
These tips are probably useful for all your customers.

iepcp.org.au/key-project/dfc/
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9. THANK YOU AND FEEDBACK

TIME: 4 mins

Leader notes:
• We really appreciate the participants taking the time to attend the training
• It’s important to get participants to fill in feedback forms so that the
training can be improved for future participants

What to say
• Thank you: Thank you for attending and listening today.
• You are a very important part of helping people with dementia to continue to
live well and be part of their community.
• Questions: Do you have any questions?
• Handout: At the beginning of this session, I gave you a handout. You can keep
the handout and use it to refer back to. Please also share what you learned
with your family, friends and colleagues.
• More dementia friendly information online: You can become an official
Dementia Australia DEMENTIA FRIEND by registering and doing their online
training at https://www.dementiafriendly.org.au/.
The link is on your handout.
This training provides more detailed information and is very useful.
You will get a badge sent to you if you complete this training.
• Feedback: It’s important to us to get your feedback about this session.
Before you go, can you please fill in the rest of the questions on your feedback
form and leave it at the door.
• Movie Vouchers – Draw a raffle ticket with the first names on them out of a
bowl and give the 2 movie vouchers to that person.
• Thank everyone for coming again.

iepcp.org.au/key-project/dfc/
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10. QUESTIONS YOU MAY BE ASKED AND SHOULD BE PREPARED FOR
Does everyone who is older get dementia?
Age is a risk factor for dementia but not all old people will get dementia.
1 in 10 people over 65 will be diagnosed with dementia and 1 in 3 people over 85
years. So many more people will not get dementia.
Some people are younger than 65 and are diagnosed with YOUNGER ONSET
DEMENTIA.

Why should we help people with dementia to go out –they should stay at home
or go into care?
Everyone has the right to live their life as fully as they can.
Dementia is progressive and most people can live well in the community for some
time before they need a lot of extra help.
Being dementia friendly is about being inclusive and supporting people with
dementia to be less isolated and separate from their community.

Sometimes I forget things, does that mean I am getting dementia?
Forgetting some things is normal. Dementia is more than being forgetful from time
to time. But if you are worried, talk to your GP and discuss your concerns.

How do I know if someone has dementia? What if I can’t tell?
We don’t expect you to diagnose people with dementia
All you can do is notice some of the behaviours that we have given example of and
be more aware that this person MAY have dementia.
All the strategies we have talked about are about providing good customer service.

iepcp.org.au/key-project/dfc/
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11. DEMENTIA LANGUAGE TIPS
From Dementia Australia 2018, Dementia Language Guidelines

General tips:
• When talking about dementia, words with negative meanings can have a
negative impact on the person with dementia, their family and friends
• Words with negative meanings can influence how other people think about
dementia and could increase stigma and discrimination
• Language about dementia should be accurate, respectful, inclusive,
empowering and non-stigmatising
• Respectful language shows that dementia is not the defining aspect in the life
of someone living with dementia – people with dementia are individuals first
• Use language that focuses on the abilities of the person rather than their
deficits
• English words used about dementia may not translate or be appropriate in
other cultures/languages

Specific language recommendations:
Preferred terms

Don’t use

Dementia
Alzheimer’s disease and other forms of dementia
A form of dementia
A type of dementia
Symptoms of dementia
Condition

Dementing illness
Demented
Affliction
Disease
Illness
Senile dementia/senility
Going on a journey
Sufferer
Victim
Demented person
Dementing illness
Afflicted
Patient
Empty shell
Not all there
Losing him/her or lost their
mind
“They”
Dotty, away with the fairies
and other similar slang

A person/people with dementia
A person/people living with dementia
A person/people with a diagnosis of dementia

Living alongside someone who has dementia
Living with/caring for/supporting….
Living with the impact of dementia
iepcp.org.au/key-project/dfc/
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Family member
Person supporting someone living with dementia
Wife/husband/partner
Child/son/daughter
Parent
Friend
Sometimes “carer” is ok (ask the person)
Impact of supporting someone with dementia
Effect of supporting someone with dementia
Younger onset dementia (if under 65 years)
Disabling
Challenging
Life-changing
Stressful
Describe the symptom itself
Describe the impact the symptom is having
Changed behaviours
Expressions of unmet need
Behavioural and psychological symptoms of dementia
Behavioural symptoms of dementia

Carer/caring burden
Burden of caring
Pre-senile dementia
Early onset dementia
Hopeless
Unbearable
Impossible
Tragic
Devastating
Painful
Behaviours of concern
Challenging behaviours
Difficult behaviours
Difficult
Faded away/empty shell
Disappearing
Aggressor
Wanderer
Obstructive
Wetting
Poor feeder
Vocaliser
Nocturnal
Screamer
Violent offender

We acknowledge the following sources that were used to develop the content for this awareness session:
Alzheimers Society U 2015, How to help people with dementia – A Guide for customer facing staff
Alzheimers Society UK 2016, Becoming a dementia-friendly retailer: a Practical Guide
Dementia Australia 2019, Creating a dementia-friendly community toolkit for business/organisations
Dementia Australia May 2018, Dementia Language Guidelines.
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FEEDBACK: Dementia friendly awareness for retail businesses
DATE OF SESSION: _________________________

Before the session (circle):
1. How do you rate your current knowledge of dementia
1
Low

2

3
Medium

4

5
High

Unsure

2. How confident are you currently in knowing how to support people with
dementia in your workplace?
1
Low

2

3
Medium

4

5
High

Unsure

5
High

Unsure

After the session:
1. How do you rate your current knowledge of dementia
1
Low

2

3
Medium

4

2. How confident are you currently in knowing how to support people with
dementia in your workplace?
1
Low

2

3
Medium

4

5
High

Unsure

3. What will you do differently in your customer service role?

4. Do you have any other comments about the session?

Thank you for your attendance and participation

Developed by the Forest Hill Dementia Friendly Community Group in 2019-20 https://iepcp.org.au/key-project/dfc/
Inner East Primary Care Partnership acknowledges the support of the Victorian Government

