2.4 It helps to know

Patients do recognise that getting to know each of
them can be challenging for HCAs. The following are
quotes from patients showing that they recognise
the difficulties:

4! think that what we ought to understand is that we

are an individual going into that ward. We're axpecting
individual reatment But probably they are responsible for
thirty other people as well Also the fact we might only be
in there one night or two nights and three nights and why
should thay ry and get that close to us? So [ think we as
older people ought to rry and understand their problems
as well as them understand ours "

Thay also recognise some of the barniers:

“they change the shifts and you might get a brand new
nurse on thore that hasn't been on that ward at all. So she
has a big disadvantage of having to find out each patient
thar she's got on and very often this can be ar night when
there's just two of them and that does create problems.”

An HCAs role in getting to know patients is very
important. Despite the barmers, getting to know and
building relaticnships with patients can be beneficial to
staff and patients. it can help staff to understand what
patients want, can help them to meet all basic care neads
and can make care more personal.

Tha following quotas are from carers, patients, HCAs and
other staff. For each quote, try to identify the main benefit
and whethar tha benefit is to the patient or to the staff
mamber.

Example 1.

“Actually with that one as wall some people will just
vegetate if nobody comes and talks to them. | mean they
can have no conversaton at all unless their carer comes
in, they can be just kind of switched off whereas  carers
do actually come and talk to you and have got the key to
link in with, as [John] was saying, that can actually get
their minds moving, you know.........."

Example 2.

“avary time that ['ve been in hospital, | ke to have a laugh
and joke because it's a senous enough thing and to have
a laugh and a joke, [ like to know who [ can laugh and
Joke with............ "

Example 3.

“on one occasion [...] there was a carer on both sides
halping her because they couldn't do it by themselves
and they talked over her and just as thay were leaving
they said 'Did you ever work? And in fact she was a vary
inteligant person who'd hald down an impaortant job in
the Natona' Health Service and when [they went] she
said [to ma] ‘Thay just didn't ralate to me in any way ' And
she was almost in tears because she said | know I'm old
and it's a long tme ago but at one point [ was somebody’
[...] She was really upset by that because whether she'd
waorked or nof was impartant but she falt demeaned and |
thought that was very sad. [..] and it may be the only time
they can talk to each other, so it may be not all their fault
bt it did upset her in a way. They needed her back story
in order to make sonse.”
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m Consider example 3; what do you think was the issua
hare?

m What should have happenad?

The following guotes are from HCAs descnbing important
banefits of bullding relationships for patients and for staff.

Y...... just a confidence thing, isn't it like, i they think

-, if thay trust you then they're a lot easiar to wark with,
......... if they rust you they're more willing fo push their
salves to get thair sefves walking again and s like that
or you can persuade them, like, if they didn't eat their
dinner you can think oh have some of your dessert, Iry it
it will be nice, and stuff fke that because they rust you,
they do it which is obviously helping them. ... ."

Y think older people like o chat so when you start a
question, they'l start giving you answers about, you Know,
their life and you're able to look after them in a way that,
'OK, | need to respect this person.' You know, they've
lved their ife and...."

o KEY MESSAGE

Getting to know older patients as people who have
had long and interesting lives brings bensfits to
patients, relatives and staff too.





