Compassionate Care Knowledge Checks:

QUIZ 1:
1. Which emotion do you believe Minnie is experiencing based on her poem?

a. Sadness 
b. Loneliness 
c. Regret
d. All of the above

2. What is the central theme of “Minnie Remembers” that makes it relevant to Compassionate Care training?

a. All people who age end up lonely. 
b. Minnie wishes she had more grandchildren.
c. Some older adults might feel a loss of identity based on how others “see” or treat them.
d. Older adults wish their children would take care of them.

3. What might “Minnie Remembers” teach us when delivering Compassionate Care?

a. To use empathetic listening skills.
b. To take an active interest in learning more about those we serve or care for.
c. To look beyond the physicality of those we serve or care for and to recognize their life contributions.
d. All of the above

QUIZ 2:
1. Please select visual impairments that most commonly impact our aging population.

a. Age-related macular degeneration 
b. Cataracts
c. Glaucoma
d. Yellowing of the lens
e. All of the above



2. Glaucoma is caused by:

a. Damage to the cornea
b. A build up and drainage of fluid which creates pressure on the optic nerve
c. Weakening eye muscles
d. All of the above


3. Developing cataracts is a normal process of aging that 90% of older adults will eventually experience. 

a. True
b. False


4. When serving or caring for residents who have hearing challenges, you should remember to:

a. Make eye contact
b. Slow your rate of speech
c. Enunciate clearly
d. Get rid of background noise if you can
e. Lower your tone, but not your volume
f. All of the above

5. What are indications that someone might have manual dexterity issues?

a. Decrease in range of motion
b. Stiff joints
c. Trouble using cutlery or handheld items
d. Difficulty writing, drawing, or typing
e. All of the above

QUIZ 3:
1. Dementia is not categorized as a specific disease but defined as a decline in memory or thinking skills which reduces a person’s ability to perform everyday tasks. Select all the signs of dementia.

a. “Empty” speech
b. Trouble finishing sentences or difficulty finding the right words 
c. Excessive or inappropriate laughter
d. Difficulty understanding conversations
e. A, B, & D
f. All of the above
g. None of the above

2. Alzheimer’s disease is defined as:

a. A slow fatal disease where abnormal protein fragments called plaques and tangles accumulate in the brain and eventually kill brain cells.
b. A reversible regressive brain disorder. 
c. A progressive heart condition. 
d. None of the above
e. All of the above

3. It is recommended using the Best Friends approach when caring for residents with dementia which reflects the underlying core principles of the best friends philosophy stressing the use of compassion, empathy, and respect in the face of a devastating disease. 

a. True
b. False

QUIZ 4:
1. Which is the most important thing to do when creating positive first impressions?

a. Be on time
b. Smile
c. Make eye contact 
d. Have a professional appearance
e. Provide a friendly greeting and a positive attitude
f. All of the above

2. Which of the following would not be considered a polished behavior?

a. Walking the resident to his or her destination.
b. Speaking English and using proper phrases in front of a resident. 
c. Completing a task or request only when you have time to do so.
d. Taking care of personal matters on your break.
e. Provide a formal friendly greeting.  


3. Review the scenario. As the Partner, decide how you would handle the situation using the L.A.S.S.I.E. Service Recovery Model. 

There was a food delivery delay during mealtime rush and the resident is very annoyed. How would you respond?  

a. Listen to why the resident is upset. Recommend they come back at a less busy time. Apologize, but be firm in your recommendation. 
b. Listen to the resident’s complaints, then ignore the resident till they calm down and deliver their meal once it’s ready. 
c. Listen to the resident and apologize for having to wait so long. Offer realistic solutions that will guarantee they will be satisfied like getting their meal to them immediately or offering another item. Allow the resident to choose one of the suggested options and then make it happen ensuring that you follow up to confirm they are satisfied. 
d. Listen to your intuition on how to handle the situation and make quick decisions to ensure the resident will be happy with the solution. Go above and beyond if need be but take the lead in order to surprise and delight.  

4. Review the scenario. As the Partner, decide how you would handle the situation using the L.A.S.S.I.E. Service Recovery Model. 

While cleaning a resident’s apartment, you accidentally break a plate. You know the resident will be angry. How do you respond?  
  
a. Tell the resident you will have the plate fixed and not to worry. Then promptly leave giving them time to process. 
b. Try gluing together the plate before presenting the problem to the resident so you can surprise and delight them with the solution. Offer your sincerest apologies and let them know to contact your supervisor if they have any problems. 
c. Hide the plate hoping the resident doesn’t see it. Try and find a replacement plate before they notice it has been damaged. 
d. [bookmark: _GoBack]Empathetically listen to the resident after informing them of the accident. Provide a sincere apology for causing the accident. Ask the resident what they would like you to do to rectify the problem while offering realistic solutions. Let the resident choose a resolution. Ensure you are able to execute and deliver on that solution and confirm with the resident they are satisfied with the final result.  

