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1. Go to AlzheimersFriendlyBusiness.com to learn more about the program and to download the training
pieces, and other items for the program.
2. Review any processes or procedures that your business currently has in place to handle situations
where a customer becomes upset or disruptive.
3. Review the Home Instead Senior Care® educational materials, being mindful of any of your related
business’ practices.
4. Ideally, your business’ trainer/facilitator should be an HR team member or manager/middle manager
who is training front-line customer service employees.
5. Allow 30 minutes for the presentation. (An online education option also is available at
AlzheimersFriendlyBusiness.com.)
6. Schedule the training in a location large enough to accommodate your group. Any class size is
manageable, but the smaller class sizes allow for more interaction.
7. Distribute the participant piece, which employees can take with them.
8. Distribute and review post-education quizzes.
9. Hand out certificates to all participants who successfully complete the program.
10. Display the Alzheimer’s Friendly Business cling in your business’ window. (Complete the online course
and pass the quiz to receive your window cling and a break room poster. )
11. Contact your local Home Instead Senior Care franchise office with any questions. To find an office near
you, go to HomeInstead.com.
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1. Alzheimer’s disease is the most common type of a group of dementia diseases that can cause problems
with memory, thinking and behaviour. True or False?
2.

As of 2017, how many people worldwide had a dementia illness?
A.

10 million

B.

13.5 million

C.

50 million

D.

200,000

3. Which of the following could be a sign of Alzheimer’s disease?
A.

Showing poor judgment, such as forgetting to pay for an item

B.

Forgetting the name of someone you met once

C.

Sensitivity to cold

D.

All of the above

4. Someone with Alzheimer’s disease may have trouble communicating. True or False?
5. How do you prepare to address someone who has Alzheimer’s disease?
A.

Remain calm

B.

Don’t take things personally

C.

Be patient, flexible and understanding

D.

All of the above

6. When approaching someone you think may have Alzheimer’s disease, you should:
A.

Sneak up from behind

B.

Avoid eye contact

C.

Approach the customer from the side

D.

Approach the customer slowly from the front
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7. When interacting with someone who has Alzheimer’s disease, you should:
A.

Speak directly to their companion

B.

Explain all aspects of the transaction in detail

C.

Use a comforting tone of voice

D.

Increase the volume of your voice

8. People with Alzheimer’s disease can easily control their thoughts and actions. True or False?
9. If someone comes into your business agitated or upset, you should:
A.

Pretend nothing is happening

B.

Seek to understand and try to find out what’s going on

C.

Ignore the individual

D.

Be inflexible

10. If a customer you suspect has Alzheimer’s disease makes an inappropriate comment, react by:
A.

Contacting the authorities

B.

Leaving work

C.

Taking it personally

D.

Trying to change the subject or “redirecting”
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