
 

 

Scenarios - Individual - You are a volunteer in a residence for older people. One of the residents has difficulty in dressing and has asked you to help them put on 
their jacket. The resident has a condition which affects her joints, and this means that she needs help with everyday tasks, because of the pain in her wrists and 
elbows.  

Group – you are planning a party with 2 other another members of staff at a day centre for a Service User with learning difficulties. Food will be served and you 
need to plan a suitable activity. Several residents have dietry needs to to illness and religeous reasons and all have learning difficulties.  

Empowerment and promoting 
independence 

Maintaining confidentiality 
 

Safeguarding and duty of care 
 

Promoting anti-discriminating 
practices 

 

Effective communication 
Verbal and 

Non-verbal body language 

Preserving dignity 
 

Respect for others 
 

By involving individuals, where 
possible, in making choices, 
e.g. about treatments they 
receive or about how care is 
delivered 

Lock away information  
 

She says she has pain – so you 
log it  

Promoting anti-discriminatory 
practice by being aware of types 
of unfair discrimination and 
avoiding discriminatory 
behaviour. 

Clear speech  Ask if they would like some 
help rather than just doing it 
for them. 

Respect service users’ needs, 
beliefs and identity 

Let her cut her own food  Lock the screen on the 
computer  

Name badge worn Give everyone the same choices Posture  Ask them to choose which 
jacket to wear today 

Knock on the door before you go 
in   

Let her wear her glasses  Don’t open the residents mail  Reporting any injuries Provide all food types such as 
halal, kosher, vegetarian 

Eye contact  Listen to any concerns Close the door whilst helping the 
person gets dressed 

Listen to her ideas  Let her tell you where she lives – 
and don’t share it with anyone  

Reporting any concerns Don’t assume the resident is 
‘old’ 
 

Positive body language Allowing privacy Introduce yourself clearly/friendly 
 

Ask her questions about what 
they want  

Talk in private if it is important  Ensure the person is happy Allow the resident to think for 
herself. 
 

Good facial expressions Treat with respect Show interest 

Encouraging the resident to 
choose  
 

When dealing with records, 
avoid sharing information 
inappropriately, e.g. gossip 

Recognise signs of abuse  Hand gestures Avoid making them feel 
embarrassed 

Good manners 
 

Encourage the resident to 
contribute  
 

Don’t give out service users or 
volunteers addresses 
 

Move any sharp objects  Nodding, active listening signs 
 

Turns back when getting 
changed 

No unkind mocking or judging  
 

Give her choices of activities, 
and give her choices of food/ 
drinks  

 Explain to the resident who you 
are and what your responsibility 
is 

 Friendly genuine smile, relaxed 
face  
 

Never stare or make the 
service users feel 
uncomfortable. 
 

Patient 

Encourage her to do things 
independently 

 Moving things out the way 
which someone might trip on, 
making sure doors are closed 
properly, supporting service 
users so they don’t harm 
themselves 

 Calm tone of voice Make service users feel 
comfortable, not doing or 
saying anything which will 
embarrass them, allowing 
them to use the toilet when 
needed, making sure they are 
kept clean. 

Use their name and address them 
appropriately  

Show her how to do things 
independently. 

   No use of slang  Good body language and good 
communication  


