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+ PREFACE +

Building a Dementia-Friendly Community
for our loved ones

10% of Singaporeans aged 60 and above has dementia. By
age 85, up to 50% will succumb to dementia.

Dementia can rob sufferers of their memory and thinking skills,
and even alter their personalities. They may misplace personal
belongings, forget their way home or misidentify children and
spouses in the advanced stages of the disease.

Behind the facade of dementia, however, the “old self”
remains. Dementia does not change the desire for a normal
and dignified life.

The morning coffee at the kopitiam remains a cherished ritual,
even if they struggle to find their way home afterwards.

They continue visiting the supermarket, and sometimes
over-buy groceries without realising, only because deep
down, they still see themselves as providers for their families.

They may lose their temper, not because they want to, but
because they too are struggling with what is happening to them.

Keeping them behind locked doors at home or in nursing
homes may be the convenient option, but it would devastate
them, the way it would devastate any of us.

This is why the Lien Foundation and Khoo Teck Puat Hospital
are building Singapore’s first dementia-friendly community,
starting here in your neighbourhood. Called “Forget Us Not”, the
initiative will foster a kampong spirit where we help persons with
dementia continue to lead normal and dignified lives in the
community, the way they have always known.

This handbook is just the first step. Do visit www.forgetusnot.sg
and play a part.

Let us not forget our loved ones, even as they seem to forget us.
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2 RISK FACTORS
DEMENTIA ¢) AND PREVENTION

progressive intellectual decline leading to

increasing difficulties in coping with Presently, there is no cure for dementia. However, there is

everyday activities. It is not part of normal ageing medication that may help slow down symptomatic progression of

and affects mainly the seniors (>60 years old). dementia. Adopting a healthy lifestyle can reduce one's risk of

It can also affect the young. developing dementia, as well as reduce the risk of stroke and heart
attack.

Risk factors To lower your risk of

DEMENTIA IN SINGAPORE for dementia include: dementia, you can:

At present, there are 45,000
persons with dementia (PWD) 2015
and it is projected that this ?

as 00 $ * High blood pressure * Keep your blood pressure at
s a healthy level

=S * Monitor blood glucose if you

suffer from diabetes

+ Excessive alcohol consumption - Eat a balanced diet

+ High blood cholesterol

* Diabetes
figure will more than double anete

to 103,000 by 2030.

2030 + Smoking * Exercise regularly
«s « Mid-life obesity * Go for regular health checks
g » Lack of mental stimulation B S0Ell engEeREe
li'l li'l li'l l'i'l lil 1in every 10persons « Lack of physical activity
lil 'i' 'i' 'i' 'i' ﬁgg%gg};’ﬁ:;s and above - Depression, loneliness and
social isolation

977

2

® 7. 1 in every 2 persons
aged 85 years and above

'l' m has dementia
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PROBLEMS WITH MEMORY * q CONFUSED WITH PLACES & TIME

They may have trouble remembering important dates GO They may be unable to tell the time, or be confused about
or events, or ask for the same information over and Y meal times such as asking for lunch at night. They may be
over again. This can affect their day-to-day activities unable to recognise where they are, which will lead to
such as getting around and making purchases. ' feelings of frustration in unfamiliar or noisy environments.
8 8| These factors may contribute to them getting lost.

PROBLEMS WITH VISUAL PERCEPTION

They may not be able to recognise objects DIFFICULTIES IN PLANNING & THINKING
and faces. It will also be difficult for them ” They may have trouble handling money, paying bills
to identify patterns, colours and spaces. o 2 and following instructions, resulting in difficulty in

\ financial transactions. They may also have trouble
concentrating and take much longer to do things.

CHANGES IN MOOD,

BEHAVIOUR & PERSONALITY

. . DIFFICULTIES IN COMMUNICATION
They may have rapid mood swings for no

They may struggle to express themselves, and

Leason, W|thd_raw fr(()jm Igroup actl\tnr:les, @"@ experience problems finding the right word or
ecame passive ang sicep more an S OA0) naming objects. They may also have problems
usual. They can become a little ~~~

understanding what others are saying to them
and may stop conversations with no idea on how
to continue. They may also repeat themselves.

insensitive towards others.

PROBLEMS WITH

WALKING & MOBILITY POOR JUDGEMENT & IMPAIRED

They may need help with sitting, SOCIAL BEHAVIOUR
Star.1ding and walking. They mayllose OAG) They may not know if it is safe or correct to do certain
their balance and fall more easily. (&) things. For example, they may give large amounts of

money to strangers, pay less attention to grooming or

MISPLACING THINGS hygiene, or shout and take off their clothes in public.

They may lose things and be unable 2 ? 2
to retrace their steps to find them again. g

?

e B3

DIFFICULTIES COMPLETING FAMILIAR TASKS
They may have trouble managing a budget, or

?
é = remembering the rules of a favourite game.

COMMON PROBLEMS FACED
BY PERSONS WITH DEMENTIA

Sometimes, they may accuse others
of stealing. This may occur more
frequently over time.




THE ABCDs OF DEMENTIA

_ MILD STAGE MODERATE STAGE ADVANCED STAGE

- Problems with balance, coordination,
A o - Difficulty planning and managing household - Ne_eds regular reminders and prompts in resulting in |nstab|I]ty and f_alls _
ctivities of : : f daily tasks - Total dependence in dressing, grooming,
N affairs such as cleaning and cooking . . . . ; .
daily living Diffi e = - Requires help in dressing, grooming, showering and feeding
- Difficulty initiating activities - . ; . .
bathing and going to the toilet - Eating and swallowing problems
- Loss of bladder and bowel control
Behaviour - May become socially withdrawn or have low mood | - More easily upset and frustrated - Passive/withdrawn
- Difficulty with short and long term memory
- May begin to forget some friends and - No apparent awareness of past or present
Memory - Difficulty with short-term memory family members
- Unable to engage in a meaningful
Cognition Language - Problems remembering the right word or name ) D'ﬁ",:u”y I1! EFIRIEREITE) e e (LAt o]
making needs known - Incoherent speech and may express
needs by yelling or calling out
Calculation | - Problems with handling finances LR ha\_/e PleelB el Sl - Unable to perform any calculation
calculations
Disorientation - Gets lost in less familiar places = |PEEn ETERELEN O LY, SRR ENCIET e - Gets ‘lost’ even in own home
- Gets lost outdoors even in familiar places

JOURNEY AS A CAREGIVER

Caring for someone with dementia not only
requires personal commitment but also
knowledge, patience, creativity, skill and
unconditional love. There will be times you
will feel sad, helpless, discouraged or
lonely, and it is important to reach out for
care and support.

Ways you can take care of yourself as a caregiver:

+ Ask for help when you need it
+ Join a caregivers support group

Mi (‘)‘ 2
C@y

+ Continue to keep up with hobbies and interests % () ;"22“. @ @

* Meet up with friends and relatives regularly &@ ® © @é

+ Eat healthily and exercise regularly s"g,'.: ':',."
&0



A DEMENTIA-FRIENDLY
COMMUNITY

A Dementia-Friendly Community (DFC) is one with good
understanding of dementia, and knows how to support
persons with dementia (PWD) living among them.

It is where individual members of the public are patient and
helpful when they encounter awkward behaviour by persons
with dementia (PWD).

This includes businesses that are trained to resolve
problematic situations that arise from the disorientation of
persons with dementia (PWDs) with gentleness and respect.

It is a community where we treat others the way we would
want to be treated, should we ever encounter the condition.

Jlot*

gou can helf

There are many scenarios involving persons with dementia
(PWD) that can happen in our commmunity or at our
workplace. However, with the help of these general
guidelines, we will be able to interact and assist persons
with dementia (PWD) in most situations.

The =k.I.N.D= Gesture

K eep a lookout

I nteract with C.A.R.E.

N otice the needs of PWD and offer help

D ial for help
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NOTICE THEIR NEEDS
AND OFFER HELP

+ Consider their feelings and
respond appropriately

+ Use visual clues
(e.g. pictures, drawings)
to find out their needs

+ Look for their next-of-kin’s contact details

Keep A Lookour

Look out for the following behaviour

* Looking lost and confused

+ Speaking incoherently

+ Shouting / hitting out

+ Seeing / hearing things that are not real

+ Accusing others of stealing his / her things
* Repetitive actions that appear purposeless
* Removing clothes

INTERACT WITH CARE. DiALFOR HELP

- Ciear, simple and patient If you are unable
to provide help
A

« Acknow hei
cknowledge their concerns - Call their next-of-kin

* Inform immediate supervisor
* Inform security guard
« Call the police (999)

. Respectful and reassuring

. Engage to provide comfort and build trust

e e T e e Y T ey s E ) e D D ey e EE e e D D ey s E e e D e

e e £ e e D e ey e ED (I i D sy e D ED (I i D ey e e £ e e e
e
Ca—

10 =%

ey s g ) e OO 650 oy s e ) e T 650 oy o ey ) e DD 650 oy o ey ) e G D



12

The C. A R.E. Approach

CLEAR SIMPLE & PATIENT

- TS T I e g E T E E s T S g s S T I agEe T s E s = - == = = =

-

, Use short and
simple sentences

Maintain a calming
and comforting tone

* Speak clearly

1
b

A

(]

]

]

» Speak at a slower pace "
\
I

*9‘-g"“
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A\ CKNOWLEDGE
THEIR CONCERNS

BE ATTENTIVE BE PREPARED
WHEN LISTENING T0 SPEND

(((%») T e

RESPECTFUL AND REASSURING

e TS T I e g e T EC T s E o s o wg s S T I age e 2 s = = == = = =

1 Bring them to a
quieter location

Use a frlendly )
and caring tone :

Show them care, concern ,

2- Give them time to
and encouragement :

think and respond

*BA-g.,,'ﬁ

T m o msTmes === = =sit.g,,-Aegtxt--as---=s'

E NcAGE TO PROVIDE
COMFORT AND BUILD TRUST

vV Be friendly
Vv Maintain a comforting presence
v Build a trusting relationship

* Introduce yourself

* Provide assurance that you are there to help

+ Go along with what they say and avoid correcting them

V' Ask appropriate questions in their preferred language
* “Did you come here with anyone?”
* “Where are you going?”
* “How would you like me to help you?”
* “Do you have your (IC/EZ-Link) card with you?”

* “Would you like me to give acall?” @

13
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If you have been practising good service and care at your workplace,
helping and providing service to persons with dementia (PWD)
would not be difficult.

All it takes is a little bit of your time, patience and understanding for
you to be able to interact and assist them in the best way that you can.

The following are possible scenarios that can happen in these
various settings:

=1 &8 L

Food & Places of Worship
Beverage

Banks Transport

Retail

IN A RETAIL SETTING E

gl S @

Exits supermarket without paying...

Excuse me ma’am,
have you paid for the items
in your basket?

Store manager reminds
her of her payment politely

Oh yes, | forgot. Thank you
for the reminder

Store manager shows her
the way to the cashier

That would be $50.20

Old lady pays for her items
at the cashier

Bye bye! Thank you for
shopping with us!
T v¢| m)
v =
$
|
15



IN A RETAILSETTING ¢

1. Having difficulty handling money at the point

of purchase.

Approach in a friendly manner and offer your help. Ask if they are
paying by cash or card. If cash, offer to help them count the right

3. Looking confused and unsure of the items in which

they wish to buy.

DO:

Approach in a friendly manner. Assist them to identify the items by
using visual cues (such as store’s specials, advertisements) as
appropriate.

If the store stocks the item, bring them to the specific
shelf/rack/aisle. If the item is not available or does not exist, let
them know that it is not available. Suggest alternative products
if appropriate.

DO: amount. If they are paying using a card that requires a Personal
Identification Number (PIN) which they have forgotten, politely
suggest that they pay by cash instead.

Alternatively, you can offer to keep their items first so they can return
to purchase them later when they have enough cash or recalled their PIN.
DON'T:

Rush them during payment.

Show signs of annoyance or impatience such as folding arms,
frowning or raising your voice.

2. Forgetting to pay for their items before exiting

the store.
DO: Approach with a smile and ask politely if they may have forgotten to
make payment for the item.
If they are unable to pay, help to contact their family members for
assistance. Alternatively, retain the item and let them go.
At all times, maintain a calm and a polite demeanour.
DON’'T:

16

Raise your voice at them.

Scold and accuse them of stealing as it will cause them distress.

DON’T:

Ignore or brush them off.

Ridicule or embarrass them.

4. Repeatedly purchasing the same item(s) within a

short span of time (e.g. a few times on the same day).

DO:

Politely remind them that they have bought the same items before.
If they realise that they do not need the items, help them return the
items to the shelves.

If this is a recurrent issue, politely request for their family members'
contact details to inform them.

NOTE: You may only request for them to present you with any
identification they may have. Do not physically search them without
their consent.

DON’'T:

Question them on why they are buying the same items repeatedly.

Attempt to correct them if they insist they had not made those
purchases.

17



IN RESTAURANTS, FOOD COURTS “
& OTHER FOOD OUTLETS

o ey | twanes || oyt IN RESTAURANTS,
FOOD COURTS &
OTHER FOOD OUTLETS

Cashier points and
directs him to the menu

Politely explain that the item is not available. Show them the menu
Seni ith a $10 not ; ; i : . . :
Cashier hands him 36.30 in change DO: again and offer options that are similar to their requests.

If applicable, it may help to write the order down on paper and verify
with them to minimise misunderstanding.

1. Requesting for something that is not on the menu.

Okay sir,
chicken rice is
$3.70

If they are unable to decide or look confused, offer a seat where they
can wait and calm down before deciding later.

DON’T:

Show signs of impatience such as folding your arms, raising your
voice or frowning when taking their orders.

Excuse me sir, do you Yes, how much Okay sir, your | see, thank you
need some help? is my change? change is $6.30 for your help

s }
Cashier notes that the senior g Cashier uses a calculator to

has difficulty with his change help with his counting

18



2. Claiming that their order is wrong when it is being

correctly served to them.

DO:

Politely show them the order chit, or the electronic record
(if done on tablet).

IN BANKS é

DON’T:

Argue or insist that they are wrong.

3. Having trouble articulating or deciding their orders.

Let them take their time. Show them that you are giving your full
attention by listening attentively. One way is to repeat the order back
to them.

Try to assist if they have problems finding the right words for their
orders. You can cue them using the menu and have them point to
the item.

I would like to SE». Sure ma’am.
withdraw $500 please -~ N = Here you go
7N

Hey, you know that lady over <8 b ).
there came earlier today. Can you help & \ o
-~ ~,

me to keep an eye on her? .
1

~
{A L

Three hours later...

DON’T:

20

Rush them to order their food.

Show annoyance, impatience or a condescending attitude.

Good afternoon ma’am, our records
show that you have made a similar
withdrawal earlier

A

| would like to
withdraw $500 please

Sorry ma’am, please allow
me to show you the records

A

No, this is my
first time coming to
the bank today

Our records show that you have made
a similar withdrawal three hours ago

Bank teller shows her the records

No problem
Oh dear, | didn't realise ma’am
that. Thank you for
notifying me

Old lady realises bank teller is right and
doesn’t make a repeat withdrawal

21



2. Having trouble articulating their requests.

Let them take their time to think and not rush them. Politely ask if
DO: they would like to make a deposit, withdrawal or a transfer.

Ask for their identification document, and check their transaction

history to be able to guide them.

1. Forgetting their Personal Identification Number (PIN) You may also use bank pamphlets as a way to cue them and find
and/or signature. out about their requests.

T
DON’T: Rush them to make their requests.
If they forget their PIN, politely ask if they would like to sign instead.

Show annoyance or impatience such as frowning or raising
If they are unable to sign (as per bank’s records) or appear your voice.

confused, request for their family members' contact details or
search the bank’s records to inform the family and request
for their help.

3. Mistaking the bank for another bank or one that they used

to go to in the past.

DO: Politely inform them of your bank's name and provide directions to

T
DON T their bank. In the event that the bank is unfamiliar or is no longer

Rush them to make a decision, but allow them time to do so. in existence, bring them to a quiet area and contact their family

Show annoyance or impatience such as frowning or raising your voice. members for help.

Ask help from your supervisor if needed.

DON’T:

Brush it off or ignore them.

Ridicule them.

23



4. Coming in repeatedly within a short span of time

(e.g. a few days) to withdraw substantial amounts of money.

DO:

Politely inform them that they have made similar withdrawals earlier.

If they cannot recall having done so, show them their transaction
records. If necessary, consider showing them the CCTV footage of
their recent visits.

DON’T:

24

Create the impression that they are being stopped from
withdrawing money.

Attempt to correct them if they insist that they had not visited the
bank earlier.
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IN TAXIS, TRAINS & BUSES g

Hi ma'am,
where would you
like to go?

Yishun Avenue One

Y
& %/’ " 7

” 7

"uu, J
Iy @ / )

7

Half an hour later...

&
> 4

No, this is not
the place!

Okay, we are here!

Ma’am, may | confirm Yes!

that you wish to go to I want to go
i ?
Yishun Avenue One? there now!

Taxi driver remains calm and
checks the address again

Sorry ma’am, maybe you
can let me take a look at your IC
so that | can bring you home?

No,
I don’t know

It’s okay,
don’t worry, ma’am

=Y

Taxi driver brings old lady to the
nearest police station to get help

25



3. Insufficient balance on their fare cards and they are

IN TAXIS,
TRAINS & BUSES

1. Giving an address that does not exist.

confused on what to do.

For bus captains, suggest that they pay by cash and help them to
count the correct fare.

DO: For MRT stations, direct them to the top-up machines and guide them.

2. Not disembarking at the terminal or looking disorientated.

If they are not carrying money or any fare cards, contact the nearest
passenger service centre/interchange for help. Request for their
identification (e.g. IC, EZ-Link card, NCSS card) to contact their

Stay calm and patient. Ask them where they would like to go.
family members and get help. If no one is available, remain calm

If possible, ask them to describe their destination.
and contact the police.

If the address does not exist, politely inform them. If the address

DO: given is valid, guide them to the appropriate train and/or bus service.

' DON'T:

If they are unable to decide and look confused, offer help by asking Rush them to pay up.

them for the contact details of their family members. Alternatively, if . . . .
Show annoyance or impatience such as frowning or raising

their address is available, offer to bring them home. If none can be .
your voice.

found, remain calm and contact the police for help.

NOTE: You may only request for them to present you with any

identification they may have. Do not physically search them without 4. Eating and drinking on public transport.

their consent.

DO: Show them the relevant signs in the bus or train for them to better
understand what you are trying to tell them. Politely remind them

that they are on public transport.
DON'T: Ask them to get off the vehicle and leave them on their own

) i If the eating and drinking continues, ask for help from HQ or your
without helping them.

supervisor.

Show annoyance or impatience such as frowning or raising

your voice. DON’T:

Scold them or confiscate their food and/or drink.

Ask them to get off the vehicle and leave them on their own
without helping them.

26 27



IN PLACES OF WORSHIP @

1
How are you, Very good! here so long. Maybe |
Pakcik? should check up on him

o)
L]

Strange. Pakcik has been

o0
™

A

Hello Pakcik, why are
you still here?

What do you mean?
I've just reached here

Pakcik, actually you've
already been here
for four hours

No! | just
came here!

Oh, OK, but may | have the

28

contact details of your family so
| can inform them you are here?

Okay

Thanks Pakcik. You stay
here with me first okay?

The mosque staff contacts Pakcik’s
family using the number he gave

IN PLACES OF
WORSHIP

1. Performing prayers or rituals incorrectly or repeatedly.

2. Repeatedly visiting places of worship or loitering
around the premises looking lost.

Start a casual conversation to find out whether they stay nearby.
If necessary, assist by bringing them back and make a note of
this to the full-time staff in case this recurs.

DO:

If you notice that they continue to appear distressed or
disorientated, try to find out the contact details of their family
members and offer help. You may need to contact the police if
family members cannot be contacted.

NOTE: You may only request for their identification. Do not
physically search them without their consent.

DON'’T: Attempt to correct them even if they have performed the rituals wrongly.
Make them feel that they are not welcome.

Question their rationale for coming to the place of worship.

29
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RESOURCES [&3#]
&

If you suspect your loved one or someone has dementia,
please contact:

WREBMERARERESEREE, BHRR:

Khoo Teck Puat Hospital (%]

EB IR SRR AN Khoo Teck Puat
Tel/eBiE: 6555 8000 Hospital
Website/f3ik: www.ktph.com.sg Alexandra tiealth

If your loved one already has dementia, learn about the
different care services available at:

WREHNRARPREBEREIE, FAPMRHIIRS, BERAR:

Agency for Integrated Care

a3 L0

L
Tel/Egi%: 1800 650 6060 O | C

Website/Rii1E: www.silverpages.sg

For more information on dementia, caregiver training and
caregiver support groups, contact:

RIEEZHRSPENNE), BER:

Alzheimer’s Disease Association

11 L ST e AZADA
Tel/EgiE: 6377 0700 ALZH ; |' ;*EE;S' :
(Monday — Friday/A—Z&H, 9am — 6pm) ASSOCIATION

Website/Ri1E: www.alz.org.sg

www.forgetusnot.sg
n ForgetUsNotSG

For enquiries, email us at info@forgetusnot.sg
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