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Quality In-Service for CCC Caregivers
Best Practice :
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Coping with Challenging Situations
Understanding your client
Remember, when a client is unpleasant to you, do not judge them and do not take their behavior personally. They are reacting to a situation that is difficult for them, and are not always in control of their own behavior. Act professionally, and try to find out the reason why.

What are some of the reasons why clients can be difficult to work with?

Describe a challenging situation you have experienced with one of your clients?
How did you deal with this situation?

Do you think you could have dealt with this situation better and, if so, how?

Stop and Think!

Situation 1
Mrs A, one of your clients, has Alzheimer’s disease. You arrive at her home and she is missing! You find her in the corner bar, in her nightgown, playing pool with the guys. Her safety is at risk, and her dignity is compromised. You need to get her back to her home. What approach would you take with Mrs A? What would you say or do to get Mrs A to return home with you?

Situation 2

Mrs B is an elderly woman who lives alone and her family is concerned about her safety at home. She has been experiencing memory lapses, and she is becoming frail and unsteady on her feet. Mrs B has been fiercely independent all her life, and does not want to have someone in her home looking after her. However, her family, in particular her equally strong willed eldest daughter, insists that she must have someone to supervise her, and to assist her with her medications. Mrs B is resentful of having a caregiver, and does not allow the caregiver to perform any tasks. Mrs B’s daughter instructs the caregiver to do certain tasks to which the client objects. The caregiver is caught between the wills of these two strong women. What can you do to encourage Mrs B to accept your care?

Tips for handling difficult situations:
· Speak softly, calmly, and slowly.

· Do not argue with your client, even if you believe that you are right.

· Listen without judgment.

· Empathy not sympathy.

· Listen carefully and do not interrupt.

· Repeat what you hear.

· Allow silence for reflection.

· Try to understand how the situation affects the person.

· Label the behavior, not the client.

· Don’t take it personally – know your triggers.
· Communicate respect even when faced with disrespectful behavior.
· Ask yourself, why is this person acting this way? (is the client in pain, feeling a loss of control). What can you do to help?

· Think about what your body language is saying to your client. Is it confrontational or open to understanding?

· Facial expression

· Eye contact

· Posture and stance

· Be open to a range of behaviors and levels of functioning.

· Validate feelings and emotions and allow the client to “vent” in a healthy way.

· Support people in developing their own solutions and avoid giving advice.

· Understand your limitations, but don’t limit yourself.

· Be patient

· Take care of yourself.

· Debrief. Talk to a member of the CCC team if you are having problems working with a client whose behavior is difficult for you to deal with.
Tips for dealing with wandering:

· Monitor Basic Needs
· Check to see if the client in hungry, thirsty or bored

· Be sure the client is comfortable and is not, for example, too hot or cold or needing to use the bathroom

· Help the client feel calm by limiting the amount of noise and the number of people at any one time

· Plan Activities and Exercises
· Make sure the client exercises every day. Talking a walk together in the late afternoon can help with night wandering

· Involve the client in daily activities such as folding laundry

· Look for Patterns
· If the client wanders at the same time each day, for example when he or she used to leave for work, try using a distraction at that time
· Try keeping a written diary or log for several days to help identify wandering patterns

· Use Reminders

· Place a sign on the bathroom door so the client doesn’t wander while looking for the toilet

· Try a clock with large numbers if the client wanders because of time confusion

· Use Distractions

· Offer the client a favorite food or beverage

· Involve the client in a conversation or activity

· Try joining the client as he or she wanders. You can then gently guide the client to where you want him or her to be

· Remove Trigger Items

· Keep items that signal leaving the house, such as keys or a coat, out of sight

· Make a Safe Environment

· Put a gate across the stairs. Lock doors and windows

· Try using a room monitor, like those used for infants, so you can hear what the client is doing

· Place hood-and-eye locks on doors at a height either above or below the client’s eye level
· Put bells on all doors so that you can hear if the person attempts to leave

· Remove Trigger Items

· Keep items that signal leaving the house, such as keys or a coat, out of sight

· Be Prepared

· Dress the client in bright clothes so that he or she is easily seen

· Write the client’s name and phone number in his or her clothes

· Have the client wear an identification bracelet. A medical alert bracelet is a good choice because it is easily noticed

· Keep a recent photo of the client handy

· As the neighbors to notify you if they see the person out alone

· Offer Reassurance

· Use positive statements to help the client feel secure. Try saying “I’m glad to see you”

· Using a calm and gentle voice, tell the client where he or she is

· Keep familiar objects, such as family photos, near the client
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· Gently guide him or her back home

Adapted from: Adams, L & Richmond M (1996) Tips for Caregivers: Dealing With Wandering, 
Santa Cruz: Journeyworks Publishing 
Tips for effectively with a difficult client:

· Do not box yourself in
·  dealing with a difficult older adult requires your undivided attention

· Do not downplay the seriousness of the complaints
· Facilitate the process of communicating by letting the client talk without interruption regardless of the “right or wrong” of the complaint
· Apologize sincerely

· When the client feels hurt, apologize sincerely if you can. This will enable the client to move on and increases your humility

· Make an empathic statement

· For example, “I know you must be disappointed because you were not able to go out today”

· Establish rapport
· Move from the facts of the situation to the emotional level. You want to help the client resolve the problem

· Take control of the situation

· Convey the message that you are interested in finding a solution to the problem

· Develop a plan of action

· “How can I help you?” Implement a plan to resolve the problem or work towards preventing the problem from arising again

· Invite collaboration

· Be optimistic regarding the solution. Involve the client in the plan. “Let me know how this solution is working for you
· Ensure that the plan has been carried out

· Follow-up is vital to the success of this intervention

· Document your interaction with the difficult client

· Keep notes as a reminder to yourself of the strategies you employed in working through the problem with this client

· Encourage constructive criticism from the difficult client
Caring for People with Dementia
Some unique behaviors are common to people with dementia. Many of these behaviors occur because of changes in the brain caused by the disease. People with dementia lose their ability to communicate effectively as the dementia progresses. The only way they can express themselves is through their behavior. A change in a person’s “normal” behavior is a cause for concern and should be reported. The person may have a medical problem or be in pain.
The understand why a behavior is happening, use your observation skills to answer the following questions:

· What is the behavior? Describe the behavior in as much detail as possible.

· Who is the behavior associated with? For example, does the person act this way only the presence of certain people?

· When does the behavior occur?

· Where does the behavior occur?
Guidelines for Caring for a Person With Dementia
	What you do
	Why you do it

	Maintain a calm, structured environment.
	A person with dementia can become overwhelmed very easily. When the person becomes overwhelmed, difficult behaviors are more likely to increase.

	Approach the person with dementia slowly, announcing yourself before touching him or her
	Many people with dementia also have hearing problems, vision problems, or both. If you approach quickly without warning, you may startle the person, triggering a catastrophic reaction.

	Avoid arguing or disagreeing with the person.
	A person with dementia exists in a different reality from the rest of the world. Trying to force the person with dementia to understand or acknowledge anything other than his or her own reality will increase the person’s agitation.

	When asking a person with dementia to do something, use short words and short sentences. Avoid negatively worded instructions (such as, “Don’t put that there!”. Avoid instructions that require the person to remember more than one action at a time.
	Because a person with dementia has problems with short-term memory, he or she will not be able to remember or understand long words and sentences. A positively worded command (“Please put that here”) is easier to understand than a negative one. Failing at a task increases the person’s frustration. When you give the person instructions in a way that he or she can understand, you increase the person’s chances of successfully completing the task.

	Give a person with dementia enough time to respond to questions and directions.
	It may take the person a while to think of the word or words he or she needs to answer your question or the actions he and she must take to follow your directions. Feeling rushed can cause the person to become agitated.

	“Listen” to the person by paying attention to body language. Make good use of your observation skills.
	As a person’s dementia gets worse, he or she loses the ability to communicate effectively. Often, body language and behaviors become the person’s main way of expressing himself or herself.

	When managing difficult behaviors, be aware that solutions that work today may not work tomorrow. Be creative, and do not give up.
	Dementia is a progressive disease. Therefore, the person’s abilities, disabilities, and needs change over time, and your approaches to managing difficult behaviors may also need to change.

	Help the person with dementia to feel secure and loved by showing affection (kind words, a gentle touch) and smiling.
	Like all people, people with dementia have emotional needs that must be met

	Allow the person with dementia to do as much as he can for himself or herself for as long as possible.
	This is important for maintaining the person’s dignity and self-esteem. No one likes to feel helpless or useless.


	Use visual cues to orient the person to place and time. For example, place a large-faced clock in the person’s room, decorate for the holidays, and post names and other reminder signs in prominent places. (For example, if a person keep trying to walk out the front door, apply a big red and white “stop” sign to the inside of the door.
	Using visual cues can help the person to maintain independence longer, which is important for the perons’ self-esteem

	Help the person to exercise his or her mind by getting the person involved in activities that relate to the person’s former interests and experiences.
	Participating in activities helps to prevent boredom and increases the person’s sense of purpose and accomplishment.

	Protect the person from physical injury.
	People with dementia often become clumsy as a result of their disease, which increases their risk of falling. In addition they lose the ability to make good decisions related to their well-being. For example a person with dementia might walk in front of an oncoming car, leave the house without a coat in the middle of a snowstorm, or drink the contents of a bottle found under the sink.

	Maintain the person’s hygiene and good grooming
	This is important for the person’s health as well as for self-esteem.

	Be as tolerant as possible of the person.
	The person’s behaviors are a result of his or her dementia, and are beyond the person’s control. The person is not purposely trying to frustrate or annoy you.

	When you become tired and frustrated, take time out, be good to yourself, and share your feelings with the nurse. Know that these emotions and thoughts are normal.
	Caring for a person with dementia is emotionally draining and physically difficult. If you do not take measures to protect your own mental health, you run the risk of “burn-out.” In addition, you please the resident at risk for abuse should you lose your temper.


From: Carter, PJ (2007) Lippincott’s Essentials for Nursing Assistants: A Humanistic Approach to Caregiving, Philadelphia: Lippincott Williams & Williams (pp606-612)
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