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Why I'm here, for compassions sake

• Carer, family neurological disability,  friends mental health issues.

• Customer service provider at Walkergate Park patient library.

• Dementia friend

• Expert by experience with depression and migraine since my teens.

• Mental health 1st aider.

• NHS customer and supporter.

• Helped create Love Libraries resolution 2011 Women's Institute 

• Time to change champion. 

• To share my passion for compassion



Patient information

Health literacy is crucial 

Don't make assumptions ASK 

• Accredited charity sites by topic area, make sure it is UK  based 

• NHS evidence https://www.evidence.nhs.uk/ (for expert patients)

• BMJ Best practice; A-Z by speciality  https://bestpractice.bmj.com/

• Health A-Z (NHS) https://www.nhs.uk/conditions/

• NICE https://www.evidence.nhs.uk/

• Reading well https://reading-well.org.uk/

https://www.evidence.nhs.uk/
https://bestpractice.bmj.com/
https://www.nhs.uk/conditions/
https://www.evidence.nhs.uk/
https://reading-well.org.uk/


Making every contact count (MECC)

• (MECC) is an approach to behaviour change that utilises the 
millions of day to day interactions that organisations and people 
have with other people to encourage changes in behaviour that 
have a positive effect on the health and wellbeing of individuals, 
communities and populations.

• https://www.makingeverycontactcount.co.uk/training/healthy-
lifestyle-information/

https://www.makingeverycontactcount.co.uk/training/healthy-lifestyle-information/


The nice, the demanding

• Nice people tend to be a 
pleasure to serve  

• however their very niceness 
can be a barrier 

• “I don’t want to be a bother” 
may mean they don’t even 
ask for help, 

• Keeping an eye on them pays 
off do they look confused, 
frustrated, a bit lost?

• Demanding people can be a 
challenge.

• While the know what they 
want and ask for it and then 
more,  this can be done with 
charm or without however 
both strategies can be 
problematic.

• They may come to expect 
preferential service which 
may impact on other users.



and the horrible.

• There are some people who for 
one reason or another just come 
over as difficult. 

• They may get upset that you are 
not reacting or understanding 
them as quickly as they would 
like.

• You don’t know what their 
journey to this point has been, 
so pause and ask yourself if I 
was this upset how would I like 
to be treated.

• The easiest way is to keep 
reminding yourself, this too will 
pass.

• Its ok to not like someone's 
behaviour, yet remember that 
the person is not their behaviour 
and your reaction is your 
responsibility.  They are not 
making you feel what you are 
feeling.



Stress Vulnerability 
“for there is nothing either good or bad, but thinking makes it so.” Shakespeare W,  HAMLET Act 2

• Take a moment to reflect on what's in your stress bucket?

• You never know all that’s in others bucket or how close to the 
top the water level is.

• Please don’t be the straw that breaks the 

camels back!

• Feel the fear and do it anyway by Susan Jeffers

• “Worry is a misuse of imagination.” -Dan Zadra



How stress works

• I would like you to think about some thing that makes you  slightly 
anxious this can be anything as long as it only about a 3 on the scale 

• 1-2 not bothering me at all

• 3-4  Oh isn’t that a bit  frustrating 

• 5-6  Oh isn’t that rather frustrating 

• 7-8  Oh isn’t that very frustrating 

• 9-10  It’s a sabre-toothed tiger,  run screaming away 

• How to stay calm in the face of challenging behaviour Activity

• The 10 second rule of Fight, Flight, Freeze and breathe



Smiling is not always the answer.

• If they are not happy smiling can 
cause a disconnect

• A useful handout is available 
from Oxleas NHS FT london

• http://oxleas.nhs.uk/site-media/cms-
downloads/Dealing_with_Difficult_Behaviour_Fact_sheet.pdf

• Breathing is always the answer

• Count to ten: Before you react to 
the situation count to 10. As you 
do this, assess the situation and 
decide on the best course of 
action. People who are unwell or 
distressed are often frightened 
and need someone else to take 
control. If you become upset, 
the individual may feel unsafe 
and this can escalate the 
situation further. 

© Oxleas NHS Foundation Trust

http://oxleas.nhs.uk/site-media/cms-downloads/Dealing_with_Difficult_Behaviour_Fact_sheet.pdf


What’s your superpower?
The power to make peoples lives better

• Look after yourself: You can’t  pour from an empty vessel.

• Imagine you are on a plane and experience sudden pressure 
loss, stay calm. Oxygen masks will drop down from above your 
seat. Place the mask over your mouth and nose, like this. Pull 
the strap to tighten it. If you are traveling with children, make 
sure that your own mask is on first before helping your children.   
Self care is not selfish it is essential



STOPP from Getselfhelp.co.uk
https://www.youtube.com/watch?v=4x35DyHwfto

• Stop and Step Back,   Don’t act immediately. Pause. 

• Take a Breath o Notice your breath as you breathe in and out. 

• Observe What am I thinking and feeling? What are the words that my mind is saying? Is this fact or 
opinion? Descriptions or evaluations? Accurate or inaccurate? Helpful or unhelpful? 

• Pull Back: Put in some Perspective o See the situation as an outside observer. What would a fly on 
the wall see? Is there another way of looking at it? What would someone else see and make of it? 
What advice would I give to someone else? What meaning am I giving this event for me to react in 
this way? How important is it right now, and will it be in 6 months? Is my reaction in proportion to the 
actual event? 

• Practise what works o Do what works, what is most helpful.  Will it be effective and appropriate? Is 
it in proportion to the event? Is it in keeping with my values and principles? What will be the 
consequences of my action? What is best for me and most helpful for this situation?

• STOPP is CBT in a nutshell.  Available freely as an app for apple and android.

https://www.youtube.com/watch?v=4x35DyHwfto


Keeping Calm with NTW

• https://www.ntw.nhs.uk/resource-library/

https://www.ntw.nhs.uk/resource-library/


Become a Dementia Friend

• https://www.dementiafriends.org.uk/WEBArticle?page=join-options

https://www.dementiafriends.org.uk/WEBArticle?page=join-options


Dignity Champions are willing to:

• Stand up and challenge disrespectful behaviour

• Act as good role models by treating other people with respect, 
particularly those who are less able to stand up for themselves

• Speak up about dignity to improve the way that services are 
organised and delivered

• Influence and inform colleagues

• Listen to and understand the views and experiences of citizens.

• Dignity Champions are all committed to taking action, however small, 
to create a care system that has compassion and respect for those 
using its services.



Become a Dignity Champion: 

Your commitment

Do you pledge to follow our 10 point dignity do's?

1.Have a zero tolerance of all forms of abuse

2.Support people with the same respect you would want for yourself or a member of your family

3.Treat each person as an individual by offering a personalised service

4.Enable people to maintain the maximum possible level of independence, choice and control

5.Listen and support people to express their needs and wants

6.Respect people's right to privacy

7.Ensure people feel able to complain without fear of retribution

8.Engage with family members and carers as care partners

9.Assist people to maintain confidence and positive self-esteem

10.Act to alleviate people's loneliness and isolation

• Don't forget, get involved with Dignity Action Day on 1st February and raise awareness

of the importance of Dignity in Care. 



Become a mental health champion

• https://www.youtube.com/watch?v=SE5Ip60_HJk

https://www.time-to-change.org.uk/node/103301

https://www.youtube.com/watch?v=SE5Ip60_HJk
https://www.time-to-change.org.uk/node/103301


Online resources

• Dementia friends   https://www.dementiafriends.org.uk/register-digital-friend

• Dignity Champion  https://www.dignityincare.org.uk

• Getselfhelp https://www.getselfhelp.co.uk/

• Hello my name is  https://www.hellomynameis.org.uk/

• Mental health first aid:  See if your local NHS trust provides it https://mhfaengland.org/

• Northumberland Tyne and Wear self help leaflets https://web.ntw.nhs.uk/selfhelp/

• Reading well https://reading-well.org.uk/

• Time to change champion

• https://www.time-to-change.org.uk/get-involved/time-change-champions/become-champion

https://www.dementiafriends.org.uk/register-digital-friend
https://www.dignityincare.org.uk/
https://www.getselfhelp.co.uk/
https://www.hellomynameis.org.uk/
https://mhfaengland.org/
https://web.ntw.nhs.uk/selfhelp/
https://reading-well.org.uk/
https://www.time-to-change.org.uk/get-involved/time-change-champions/become-champion


Actions:  Stop, Look and Listen 

• Please discuss with your partner and choose to commit to a 
action

• Will you become a Dementia friend, a dignity champion, a time 
to change champion or all of the above.

• Share with your colleagues the importance of kindness and 
compassion.  

• Actions speak louder than words



Final thoughts

• Compassion is not the same as empathy or altruism, though the 
concepts are related. While empathy refers more generally to our ability to 
take the perspective of and feel the emotions of another person, 
compassion is when those feelings and thoughts include the desire to 
help. https://greatergood.berkeley.edu/topic/compassion/definition

• The Dalai Lama: “If you want others to be happy, practice 
compassion. If you want to be happy, practice compassion.”

• Please let me know how this presentation has impacted you and your 
practice.   Lisa.Jenkinson@ntw.nhs.uk

https://greatergood.berkeley.edu/topic/compassion/definition
mailto:Lisa.Jenkinson@ntw.nhs.uk

