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Making a difference to people 
 living with dementia  

 

Bradford Dementia Friendly Community Project 
 



Resources and Checklists to help you to review your organisation 

Before you write your action plan it is important to think about all the aspects of your 
organisation where people with dementia and their carers and families might be 
involved.  They could be your customers, or potential customers, service users, 
members, employees or volunteers. 

 

We have some check lists to help you review your organisation to ensure you have 
thought about a range of issues. 

Checklists 

1. Awareness and Understanding in Staff or Volunteers.  

2. Dementia friendly physical environments  

3. Dementia directly affecting staff or volunteers as carers or having problems 
themselves 

4. Accessibility and Encouraging new customers/members  

 

Writing and Action Plan, templates and notes 

1. Writing an Action Plan 

2. Dementia Action Alliance Action Plan template 

 

We also have a range of materials based on work produced by Innovations in 
Dementia including 

• Dementia awareness raising options for staff 

• Help Pack for customer facing staff  

 

These can be requested from  

 

cathy.henwood@alzheimers.org.uk  

Or  

Cathy Henwood 

Dementia Friendly Community Co-ordinator 

Alzheimer's Society Bradford Area,  

Unit 16 Park View Court,   

St Paul's Road,  

Shipley.  

BD18 3DZ  

Telephone 01274 586008 

 

It is important that this is your process and that you decide on plans and actions that 
are achievable for your organisation. 



1  Awareness and Understanding in Staff or Volunteers. 

 
People with dementia locally * and nationally tell us repeatedly that it is the attitude of 
those they encounter on a day to day basis as they go about their business that has 
the biggest impact on their lives.   
  
In the Bradford District we have been told about a wide range of experiences of 
people accessing everyday services and activities from businesses and community 
organisations.  Experiences range from very good, to quite upsetting and distressing.  
 
Staff with good "people skills" or within organisations with a strong focus on customer 
care may already have many of the attributes or skills they need to be able to support 
people with dementia, who are customers or come to join in an activity. 
 
However, a basic understanding of the impact of dementia and how to support people 
can make a huge difference both to the experience of the person living with dementia, 
and to the confidence of staff (or volunteers) who may be uncertain whether to, and 
how to offer someone help.  
 
People with dementia all differ in the way they experience their dementia.  It depends 
on which parts of the brain and the extent it is affected, their personality and the 
support that they receive after getting the disease. 
 
In public situations people with dementia may have a range of difficulties, including:  
 

• Having problems remembering what they are doing  

• Having difficulties in communicating clearly  

• Having problems handling money  

• Having problems navigating in complex or confusing environments.  
 
Some people with dementia are very happy to tell you they have a diagnosis and need 
support.  However others may not have a diagnosis, or may not be aware they have 
memory problems, also some people with dementia are adamant that everything is 
fine even when they are clearly confused. 
 
In all cases it is very important to act in a manner that preserves the person’s dignity 
and treats the person with respect. 
 
How staff (and volunteers) respond to people who may be experiencing any of these 
kinds of problems makes the biggest difference 
 
 
 
 
 
 
 
 
 
*Bradford Dementia Friendly Communities Project has a focus group of people with a diagnosis of 
dementia, carers and family members; we have also spoken to people individually and collected 
anecdotal information from our Dementia Support and Advisers Team.   



Checklist. 
 

□ Are staff aware that dementia can affect people’s abilities in many different ways, 

and these will vary from person to person? 
 

• People can have difficulties finding the right word for everyday items 

• People can find it hard or impossible to retain information they may have been 
given a few minutes before 

• People might struggle to read and understand charts or timetables 

• People might have impaired cognitive abilities – so might have lost ability to 
add up the cost of their shopping and give the correct money 

• People might forget faces of people they have seen many times before 

• People might forget the layout of a building and where things are. 

• People might mistake a reflection of themselves as a stranger in the room, or a 
change in colour of a surface as a step or drop. 

• People might lose their inhibitions so not know how to behave appropriately  
 
At the same time people with some of these difficulties might retain some high level 
skills, so it is essential not to underestimate what people can do.  For example 
 

• be able to do the Times cross word 

• remember all the parts of a car engine, and how it all works 

• be able to play a round of golf with good skill, or do lovely embroidery  

• Be safe to continue to drive their car for some years. 
 

□ Are staff aware of how to support customers or service users who have dementia? 

 
Staff will often feel more comfortable in offering support if they have had some 
basic training or information about strategies to help people who might be 

 

• Looking, or saying that they are a bit lost or confused.  

• Appear to be searching for something they can’t find.  

• Looking like they don’t know what to do next.  

• Appear to have problems handling or understanding their money, or how to use 
their card.  

• Have speech that is hard to understand.  

• Appear to have problems understanding what you are saying.  

• Forget to pay for things they have picked up.  
 

□ Have your staff had experiences of people with dementia in their work, where they 

felt they could have done with better understanding of the condition, to enable them to 
deal with the situation appropriately?  

 
 

□ Have your staff or your managers come across working practices, attitudes or 

policies in your organisation that they don’t feel currently work for people who are 
experiencing problems with dementia, their memory or their understanding.      

 



This might include: 
 

• Staff insisting that people use pin numbers/ remember dates etc 

• Not knowing how they should deal with someone who seems to have forgotten 
to pay 

• Not being clear if people should be able to access all activities on the same 
bases as everyone else 

• Just relating to a carer and ignoring the person with dementia 

• Rushing people and feeling under pressure to get people through your system 
quickly 

• Acting in an irritated fashion when people are harder to deal with due to the 
person not understanding, forgetting things or being confused 

• Other things particular to your business or organisation 
 

□ Are your staff confident about talking to, and dealing with people with dementia.  

Do they feel the need for extra help and support in this area? 
 

□ Are there other issues about staff or volunteers awareness? 

 
 
YOUR NOTES



2   Dementia friendly physical environments  
 

There are some quite small changes that can have a major impact on improving 
accessibility for people with dementia.  Some such as clear signs and lighting can be 
done at minimal cost, others will involve some investment, and should be considered 
as budgets allow, and when re fitting or replacing fittings.  
 

If you are involved in more major refurbishments or building internal or external 
environments we can direct you to more detailed checklists and information to make 
the internal and external environments dementia friendly. 
 

Use this check list to have a good look round the public areas in your building.  
Remember to check corridors for example leading to the toilet – people can go in 
following the signs – but not remember which door they came in by.  A simple way ‘out 
sign’ on that internal door will help. 
 
 
Checklist 
 
Quiet Space  

□ Do you have a quieter space for someone who might be feeling anxious or 

confused?  A few minutes with a supportive person might be all that’s needed to 
continue the transaction. 
 
Signage:  

□ Are your signs clear, in bold face with good contrast between text and background?  

□ Is there a contrast between the sign and the surface it is mounted on?   This will 

allow the person to recognise it as a sign 

□ Are the signs fixed to the doors they refer to? – They should not be on adjacent 

surfaces if at all possible.  

□ Are signs at eye level and well-lit?  

□ Are signs highly stylized or use abstract images or icons as representations? 

(These should be avoided).  

□ Are signs placed at key decision points for someone who is trying to navigate your 

premises for the first time? – People with dementia may need such signs every time 
they come to your building 

□ Are signs for toilets and exits clear? – These are particularly important.  

□ Are glass doors clearly marked?  

 
Lighting:  

□ Are entrances well-lit and make as much use of natural light as possible?  

□ Are there pools of bright light or deep shadows (these should be avoided)? 

 
 
 



Flooring:   

□ Are there any highly reflective or slippery floor surfaces? – Reflections can cause 

confusion. 

□ Do you have bold patterned carpets? – Plain or mottled surfaces are easier; 

patterns can cause problems to people with perceptual problems. 

□ Are changes in floor finish flush rather than stepped – changes in floor surfaces 

can cause some confusion due to perceptual problems.  If there is a step at the same 
time you also introduce a trip hazard. 
 
Changing rooms and toilets: 

□ Do you have a changing room (where applicable) where an opposite sex carer or 

partner can help out if the person needs help with their clothes?  If not are staff briefed 
in how to meet this need sensitively. 

□ Do you have a unisex toilet or other facility which would allow someone to have 

assistance without causing them or other user’s embarrassment? 

□ Toilet seats that are of a contrasting colour to the walls and rest of the toilet are 

easer to see if someone has visual problems. 
 
Seating:  

□ In larger premises – do you have seating area, especially in areas where people 

are waiting?  This can be a big help.  

□ Does any seating look like seating?  People with dementia will find this easier - so 

for example a wooden bench would be preferable to an abstract metal Z-shaped 
bench.  
 
Navigation:  

□ Research shows that people with dementia use “landmarks” to navigate their way 

around, both inside and outside. The more attractive and interesting the landmark 
(which could be a painting, or a plant) the easier it is to use it as a landmark.   Have 
you had a good look round and thought about these landmarks? 
 
Other issues: 

□ This list is not exhaustive – if possible speak to people living with dementia and 

ask them how they find your premises.  Other unexpected things can cause problems 
–for example reflections can be confusing.   
 
 
 
 
 
 
We would like to acknowledge Innovations in Dementia, a Community Interest Company, whose 
original check list formed the basis of this checklist which has had some local adaption.  The original 
can be found in the guide 'Developing dementia friendly communities' which was written on behalf of 
the Local Government Association.  The full guide can be found at http://www.local.gov.uk/ageing-well 
following the links to resources.  



3    Dementia directly affecting staff or volunteers as carers or having problems 
themselves.  
 
People living with dementia (diagnosed or not) are not just your customers or people 
who join in your community events.  They may also be your staff or volunteers, these 
people may also find themselves becoming a carer to someone with dementia. 
 
Staff as Carers 
 
It is likely even in quite small organisation that some staff will be carers or have close 
family members who have dementia.  This puts additional stress and pressure on 
them.   This may include needing to attend appointments; dealing with the worries 
about a loved one’s ability to cope; and feelings of loss and guilt.  These difficulties are 
common as the carer adjusts their relationship with the family member. 
 
It is important to review your employment policies and make sure that staff are aware 
of arrangements and procedures if they need to take leave in a family emergency.  It 
is also important that your policies meet current legislative requirement in this regard. 
 
Staff with memory problems. 
 
Though less common in younger people, dementia increases with age.  Larger 
organisations employing a lot of people, will find that from time to time an employee 
develops the early signs of dementia, so it is important that there is awareness that 
this could affect employees or volunteers. 
 
There are many reasons why people get memory problems that can impact on their 
work; stress, infections and depression are all more common causes of these 
symptoms than dementia in people pre retirement.  However in some cases it is 
problems at work that first highlight a developing illness. 
 
What ever the reason it is important that people see a doctor, most conditions can be 
treated.  If it is dementia, with the right support and treatment people can live well with 
the condition and often continue working for some time. 
 
Dementia is considered a disability under the Equalities Act 2010, and so disability 
discrimination legislation needs to be considered if an employee tells you about having 
a diagnosis.   
 
Where possible, reasonable adjustments need to be made.  Your might need to seek 
legal advice about this.   
 
‘Access to Work’ via the Job Centre might be able to help with an assessment. See 
www.gov.uk/access-to-work for more details 
 
 
 
 
 
 
 
 



 4    Accessibility and Encouraging new customers/members  

Providing a dementia friendly environment and informed staff/volunteers that are 
aware of the problems of people living with dementia is important.   

It is good for your organisation as well as for the community; it is also a legal 
obligation (Equality Act 2010) to make reasonable adjustments to make organisations 
accessible.    

Many of the changes will make your organisation more accessible for the wider 
community too. 

As well as removing barriers, there maybe positive actions that will encourage and 
promote your accessible organisation to people living with dementia (those diagnosed 
and carers, and those with problems who have not yet sort help). 

If you want to take part you can apply for recognition and use the dementia friendly 
logo.  This logo can be used as a sign to show that you are aware of and are seeking 
to support people with dementia and memory problems.   

In addition to this, you might like to hold your own events, or do your own publicity 
about the work you are doing.  Ask Bradford District Dementia Action Alliance to get 
involved with press releases, and supply awareness raising information for events.  
This lets people living with dementia and everyone else know you are keen to help.   

There may be other things that can be done too.  

 

Community groups 

• Might put a line or two in the group’s leaflet, and on their website; welcoming 
people living with dementia to all their activities and offering to provide extra 
support when possible. 

• Might consider doing some general awareness raising, - such as an article in 
your newsletter?  

• Or run a group particularly suitable for people with memory problems, or 
support for carers?  

• Or putting up some posters or information to raise awareness and 
understanding about dementia?  

• Inform others about the work that the organisation is doing. 

 

Businesses  

• Might feel it helpful to produce information about how they can help. 

• Develop services that will help people with memory problems. 

• Or a memory prompt list appropriate to your organisation (i.e. a shopping tick 
list?) 

• Or run some sort of event. 

• May decide to put up signs or logos, to let the public know, that you are there to 
help people living with dementia, and have this information on your website.  

We know there will be creative new ideas too, let us know what you come up with, and 
we will see if we can help. 



Writing and Action Plan- templates and notes 

 

Writing an action plan 

A plan is a working document, subject to change, and is where you are making your 
commitment to act to make your organisation more dementia friendly. 

We will publish your plans on the Bradford District pages of the Dementia Action 
Alliance website.  http://www.dementiaaction.org.uk/local_alliances  

 

To be useful to you it is important that your plans  

• Are achievable 

• Identify who is going to be responsible 

• Are broken down into steps if needed.  Identified the initial steps you are going 
to take towards these actions – If you are planning a major action you might 
need to do initial scoping work, planning, running a pilot. However other actions 
such as improving signs in a community organisation or independent shop can 
be achieved just by doing it!  

• Have a realistic  time frame for achievement 

• If you can – ask people you know who use your organisation who have 
experience of dementia what they think.  People with dementia, carers and 
family members all have a lot of knowledge they can share. 

• Have a time that you will review how you are getting on – put that in your diary 
or calendar 

• You don’t need to do everything at once – so re realistic 

• If you are a branch you might have some actions you would like to do that will 
need permission from your head office.  Put seeking permission on the action 
plan 

• If actions you want to do need funding – put applying for funding on your action 
plan.   

• Some environmental changes might need to be done as part of a wider 
refurbishment.  Make sure these are recorded, and that senor staff are aware of 
the reasons behind the suggestions.  This can be dealt with at the appropriate 
time. 

• ASK US FOR HELP and SUPPORT with your plans if need be. 

 

The Dementia Action Alliance has a template for action plans – this is currently being 
reviewed.  It will follow the same basic structure as previously but is being re-designed 
to make reporting on your progress easier. 

 

 

 

The basic format is on the following page 



To become a full member of Bradford DAA you will be asked to write an action 
plan and report on your progress.   

The action plan is a short document (usually no more than 2 sides of A4 for smaller 
organisations).   

 

• The National Dementia Declaration lists a number of outcomes that we are 
seeking to achieve for people with dementia and their carers.  How would you 
describe your organisation’s role in delivering better outcomes for people with 
dementia and their carers?  

This is about your organisation’s role in delivering better and more appropriate 
services to people with dementia and their carers 

• What are the challenges to delivering these outcomes from the perspective of 
your organisation?  

This is about problems and challenges you will have to deal with to deliver these 
improvements – it might include improving staff awareness, making your building 
more accessible, providing a new service 

• What are your plans as an organisation to respond to these challenges over the 
next two years?  

This is about what you are doing or plan to do. 

• What networks or communication channels are available to your organisation 
which could help us spread the word about the National Dementia Declaration 
and our Bradford DAA? 

 

 

A copy of the action plan template can be provided in paper or electronically if you 
wish.  

 

Ask us at Bradford District Dementia Action Alliance or Bradford Dementia Friendly 
Communities Project for a copy, or download one from www.dementiaaction.org.uk  

 
YOUR NOTES  

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

For more information please contact 
 

Bradford Dementia Friendly Community Project 
 
 

Cathy Henwood 

Dementia Friendly Communities Coordinator 

 
Alzheimer's Society Bradford Area 

Unit 16 Park View Court 
St Paul's Road 

Shipley 
BD18 3DZ 

 
T: 01274 586008   F :01274 596740 

 
E: cathy.henwood@alzheimers.org.uk 


