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a powerful difference for patients,  
families and care organizations.  
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1.0  Executive summary 
The aging baby boom generation will create a vast increase in the number of Americans aged 
65+ requiring care. Now is the time to implement strategies and practices that will satisfy your 
clients’ demands for exceptional care, create a fulfilling work environment for your staff, and 
differentiate yourself from the competition.

The Alzheimer’s Association and World Health Organization recommend a model of person-
centered care. The ultimate goal of person-centered care is to create partnerships among care 
staff, care recipients and their families, to enhance the quality of life and the quality of care.1 

The benefits of person-centered care - for the individual, the family, the care team and the 
business - are significant, and when enabled by modern technology, garner measurable 
improvements in the level of care and organizational performance. 

In this eBook, we explore the concept of person-centered care and its resulting benefits from 
the point of view of the individual, the care team, and the business.
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FACT: Demand for elder care will also be fueled by a steep rise in the number of 
Americans over 65 who are living with Alzheimer’s disease, which by 2025 is estimated 
to reach 7.1 million – an increase of almost 29% from 2018.2



2.0  What does 
person-centered care 
look like and what are 

the benefits?

5  |  Better connections, better care. 



2.0 What does person-centered care look like  
  and what are the benefits? 
Person-centered care is a philosophy that recognizes that individuals have unique values, 
history and personality. They have a right to dignity, respect, and to participate fully in their 
environment.

BASELINE PRACTICES FOR PERSON-CENTERED CARE
Embracing a person-centered care approach requires the commitment of everyone from 
leadership through to clinicians, staff and support workers, and for some organizations, 
represents a significant change in behaviors and operational procedures. 

Families seeking professional care for their loved one will want reassurance that your 
organization demonstrates these traits – these are the baseline:

 o Care is supported by one team with the person at the center.

 o The care plan is based on a person’s values with a regular review of goals.

 o A primary contact on the care team is responsible for care and coordination.

 o There is coordination among all health care and supportive services with continual   
  information sharing.

 o There is education and training on person-centered care for providers and other  
  individuals involved in care.  

 o There is ongoing feedback to assess outcomes and well-being for continuous  
  quality improvement.3

IF YOU WANT TO STAND OUT FROM THE COMPETITION 
If you want to differentiate yourself from other organizations that follow a model of  
person-centered care:

 o Expand your definition of team. Be open to a wider range of people who can provide  
  meaningful contributions to the person’s goals (not just people but even organizations  
  whose relationship with the recipient could help inform their care).

 o Find ways to include this extended circle of resources.

 o Demonstrate transparency with all stakeholders because your goal is to provide  
  exceptional care, which is best achieved when the flow of communication is open  
  and reciprocal.

 o Be a visionary leader who communicates to your organization how important it is for  
  everyone to participate. Give your staff the tools they need to do this, and 
  reward excellence.
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PERSON-CENTERED CARE FOR PEOPLE LIVING WITH COGNITIVE IMPAIRMENTS
It is imperative that you know how to integrate person-centered care into your relationships and 
routines for people living with cognitive impairments.

	 •	 Know the person – The person is more than a diagnosis. It is important to know his/her  
  values, beliefs, interests, abilities, likes and dislikes—both past and present. This  
  information should inform every interaction and experience.

	 •	 Recognize and accept the person’s reality – See the world from the perspective of the  
  individual. Recognize behavior as a form of communication, which promotes empathy,  
  validates feelings and connects with the individual in his/her reality.

	 •	 Identify and support ongoing opportunities for meaningful engagement – Identify  
  interests and preferences, allow for choice and success, and recognize that the person  
  can experience joy, comfort, and meaning in life, even when cognitive impairment  
  is severe.

	 •	 Build and nurture authentic, caring relationships – Be present and concentrate on the  
  interaction rather than the task. It is about “doing with” rather than “doing for,” as part  
  of a supportive and mutually beneficial relationship.

	 •	 Create and maintain a supportive community for individuals, families, and staff –  
  Allow for comfort and create opportunities for success. Value each person and respect  
  individual differences, celebrate accomplishments and occasions, and provide  
  opportunities for autonomy, engagement, and shared experiences.

	 •	 Evaluate care practices regularly and make appropriate changes – It is important to  
  regularly evaluate practices and models, share findings, and make changes to  
  interactions, programs, and practices as needed.5

In 2016, 69% of residents in long-term care 
had dementia. The proportion of those having 
any form of cognitive impairment was 87%.4
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HOW PERSON-CENTERED CARE BENEFITS THE INDIVIDUAL
At the heart of person-centered care is the relationship between the person who is receiving 
care and their caregivers.
 
These meaningful relationships improve satisfaction and quality of life for all involved and 
greatly improve the quality of the care provided.6 Other benefits associated with person-
centered care include improved sleep patterns, increased self-esteem7, a significant reduction 
in boredom and hopelessness, a reduction in levels of depression, and reduced levels of 
agitation in people living with dementia. 

HOW PERSON-CENTERED CARE BENEFITS YOUR STAFF
Person-centered care has a proven positive influence on staff satisfaction and their capacity to 
provide individualized care. Here are some of the benefits that your staff can realize through 
person-centered care8: 

	 •	 Meaningful relationships – the opportunities for social stimulation and relationship  
  building lead to a happier work experience.

	 •	 Continuity of care – being assigned to the same patients means that staff spend less  
  time getting up to speed and more time producing better outcomes.

	 •	 Higher engagement/empowerment – when staff feel valued and are invited to  
  contribute to policies, they will be more inclined to support them in action.

	 •	 Increased job satisfaction – with the tools they need to provide exceptional care,  
  teams feel more accomplished and loyal to their organization. 

HOW PERSON-CENTERED CARE BENEFITS YOUR BUSINESS
Adopting a person-centered model can help achieve operational and financial gains for your 
organization. Greater patient satisfaction, reduced staff turnover and a highly reputable brand 
all contribute to a flourishing business.

	 •	 Extends the lifetime value of the customer – the trusting bonds formed by person- 
  centered care greatly increase the likelihood that families will keep their loved one in  
  your care.

	 •	 Makes recruiting easier and improves staff retention – if you demonstrate in  
  meaningful ways that you care, you will give staff the right tools to do their jobs and  
  everyone will want to work for you, and stay working for you.

	 •	 Reduces customer acquisition costs – families will flock to you when you have a  
  reputation for person-centered care. If you truly want to differentiate your business,  
  see ‘If You Want to Stand Out from the Competition’ on page 6
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3.0  Person-centered care 
and the individual 

9  |  Better connections, better care. 



3.0 Person-centered care and the individual 
Placing a loved one into professional care can be a very traumatic time. The care recipient is 
often grieving their loss of independence, and family members struggle with feelings of guilt as 
they transfer some of the caregiver responsibilities.

Following a model of person-centered care can ease the transition and reassure families that 
your organization can be trusted with their loved one.

  

THE GUIDING PRINCIPLES
Person-centered care recognizes the recipient’s background and their right to dignity and 
respect. These are the guiding principles, from the perspective of the individual:

	 •	 “I	have	the	right	to	determine	how	best	to	meet	my	needs.”

	 •	 “The	care	plan	must	include	me,	my	family	and	team	in	decision-making.”

	 •	 “My	care	must	be	empowering,	nurturing	and	respectful.”

	 •	 “My	care	should	optimize	my	physical	and	psychosocial	well-being.”

	 •	 “Nothing	about	me,	without	me.”10

“People-centered care 
improves the trust, the 
experience and the 
outcomes that people have 
from care.”11

– World Health Organization 

FACT: Transfer trauma is the term used to describe stress related to changing living  
environments, and can be relieved as the person builds friendships, gains trust, and  
develops a sense of purpose and belonging in their new community.9
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KNOWING WHAT MATTERS
The more a caregiver knows about the person — the key elements of their life story and what 
really matters to them — the more this information can be used to enrich their relationship 
beyond the course of day-to-day routines. Knowing what matters is a powerful key that can 
unlock many doors to exceptional care:

	 •	 Start visits off on the right foot by making a connection with the person based on  
  something you know is meaningful to them – a bird lover might be excited about the  
  first signs of Spring, or a proud grandfather might have some recent photos to show off.

	 •	 Avoid or decrease challenging behavior by being aware of what might be agitating  
  that particular person (and how they tend to communicate it) – is it the curtains being  
  closed, the type of juice being offered, or emotions following a particular family  
  member visiting?

	 •	 Form a bond of trust that will encourage the care recipient to participate in vital care  
  routines (taking medicine, bathing, eating healthfully) – when a person feels known and  
  respected, they are more likely to cooperate with the person who is helping them.

	 •	 Nurture a mutually-beneficial relationship that generally enhances the quality of life  
  for both recipient and caregiver, who will see each other more as a person and not just  
  patient and caregiver.

“IF ONLY I HAD KNOWN…”

… that Grace feels more comfortable and confident when 
her outfit feels ‘put together’ and stylish. Her daughter 
keeps an online album of photos depicting Grace’s favorite 
outfits so that someone could help her put them together.

… that in his youth, Charles had a trauma related to a male 
relative, which now manifests in him being upset by any 
male assistants. 

… that Paul’s army buddy knew him during a period of his 
life that he can more easily recall now, and could contribute 
helpful stories to brighten Paul’s day.

… that Margaret loved to play mah jong with her neighbors, 
and would more happily attend the activity programs if mah 
jong was an option, and it would really make her day if a 
neighbor was invited.

“The entire health care 
system — from providers to 
hospitals to insurers — must 
recognize family caregivers’ 
critical role and understand 
that teaming up with 
them can improve health 
outcomes and quality of life 
for both patients and family 
caregivers.”

– Nancy LeaMond, AARP  
 executive vice president m  
 Research and Education.3 
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A REAL-WORLD PERSPECTIVE: LIBBY AND MEAGAN
Knowing that your loved one is appreciated and understood - even at times when you are not 
present to advocate for them - is hugely comforting for family members. 

Libby, age 72, is living with early onset Alzheimer’s. She transitioned into long term care a little 
more than a year ago. She now resides at Stirling Heights, which was founded on the principles 
of person-centered care. Family members, staff and residents are warmly greeted by their first 
name, and moments are found - even during busy daily routines - for staff to connect with 
residents and family on a personal level. 

Beside the door to each resident’s suite is a memory box containing photos of the individual 
along with important mementos that help communicate their life story. Libby’s room has been 
thoughtfully decorated with more memories, including a photo collage of her family and her 
beloved grandchildren, a painted reminder of her world travels, and the Masters of Social Work 
degree that Libby earned after retiring from a 30-year career as an educator.

“Prior to my mum moving into Stirling Heights, I had heard positive things about the facility 
and its philosophy. Then, when my mum moved in, we experienced it firsthand. For instance, 
all the cleaners, all the kitchen staff, all the PSWs - everybody knows everybody. That client-
centered approach, versus something that is institutional, reassures us that there is genuine 
interest in our loved one,” says Libby’s daughter Meagan.
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4.0  Person-centered care 
and the team 
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4.0 Person-centered care and the care team
Due to long hours, tight budgets and compassion fatigue, staff turnover rates in care 
organizations are astronomically high. Studies have shown that person-centered care can help 
reduce workers’ stress, burnout, and job dissatisfaction. By reducing these factors, person-
centered care may also lead to reduced staff turnover rates —a continued, significant challenge 
within the care industry.13

BRING THEORIES INTO PRACTICE
As the leader of your organization, it is your job to ensure that everyone follows the practices 
for person-centered care. 

	 •	 Make	person-centered	care	part	of	your	company’s	vision,	and	share	that	vision	with	 
  your staff (and the world) to regularly emphasize how important it is. 

	 •	 Integrate	that	vision	into	your	policies,	goals	and	business	plans.

	 •	 Give	staff	the	tools	they	need	to	provide	person-centered	care,	and	the	opportunities	 
  to do so.

	 •	 Follow	up	with	coaching	and	training;	reward	people	for	demonstrating	person- 
  centered best practices.

GET YOUR STAFF ON BOARD
This video from the World Health Organization provides a concise and compelling view into the 
benefits of person-centered care. Use it as an introductory resource for your team as you begin 
your journey towards this revolutionary model.

“People-centered care 
improves the confidence 
and job satisfaction of 
health professionals.” 

– World Health Organization 

https://youtu.be/pj-AvTOdk2Q

Staff turnover rates in care organizations are 
astronomically high, with rates ranging from 
55% to 75% for nurses and aides.12

14  |  Better connections, better care. 

https://youtu.be/pj-AvTOdk2Q


STAFF INSPIRATION: THE EDEN ALTERNATIVE
Developed in 1994, the Eden Alternative is based on a set of principles that provides care 
teams with a blueprint for organizational reform designed to create a warm and caring “home” 
that enriches the lives of all who live and work in it.14

The tenets of the Eden Alternative are geared towards reducing loneliness, helplessness and 
boredom in the care recipient, but a reciprocal effect is created that benefits the caregivers  
as well:

	 •	 Close,	continuing	contact	with	plants,	animals	and	children

	 •	 Easy	access	to	loving	companionship

	 •	 The	chance	to	give	as	well	as	receive	care

	 •	 Daily	life	filled	with	variety	and	spontaneity

	 •	 The	opportunity	to	do	things	that	are	meaningful	to	the	individual

	 •	 Medical	treatment	that	comes	from	a	place	of	genuine	human	caring

	 •	 Wise	leadership	that	empowers	care	staff	and	allows	them	to	develop	new	dimensions	 
  in their roles15
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5.0 Person-centered care and the business
Comparative studies of models of care show that care facilities embracing a person-
centered model of care experience higher levels of resident psycho-social well-being, a more 
comprehensive level of diagnosis and treatment of depressive symptoms, and higher rankings 
for culture.16

If you want to future-proof your organization and stand out from the competition, choose the 
person-centered approach to care.

THE HIGH PRICE OF TURNOVER
There are many costs associated with staff turnover in care 
organizations: high employee replacement costs, loss of productivity, 
poorer quality of care, decrease in staff and resident morale, 
increased work stress, job dissatisfaction, increased accident and 
absenteeism rates, increased overtime costs, and resident and family 
dissatisfaction.17

With staff turnover being a near-epidemic problem in the industry, 
business owners are desperate for a solution. 

HOW PERSON-CENTERED CARE SUPPORTS STAFF RETENTION
	 •	 Involvement in interdisciplinary care plan meetings. Person-centered care dictates  
  that everyone in the care circle be consulted as appropriate, giving everyone a voice  
  and the opportunity for meaningful contribution.

	 •	 Performance of exemplary, restorative care. The goal of person-centered care is to  
  serve the unique needs of the individual and has been proven to garner better patient  
  outcomes, which would be very rewarding for staff.

	 •	 Sufficient orientation and supervisory training. Everyone in the organization needs  
  to be trained in person-centered care in order for it to be delivered in a worthwhile  
  manner. Employees at every level should be encouraged to share their own learnings  
  on an ongoing basis, and be provided with follow-up training.

	 •	 Opportunities for professional growth. By integrating the care team across disciplines  
  and roles, you expose people to new ideas and skills.

	 •	 Perception of being a valued, important part of the care team. Because person- 
  centered care encourages collaboration, team members can feel they have a voice  
  and a stake in patient outcomes and the company’s success.

	 •	 Working as a team with positive relationships with coworkers. Breaking down  
  silos in order to better serve the person also serves to break down walls of    
  miscommunication and stigma between coworkers. Teams feel like they are working  
  towards a more rewarding common goal.

“People-centered care 
improves the quality 
and efficiency of health 
systems.” 

– World Health Organization 
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	 •	 Permanent assignments. One of the tenets of person-centered care is that deeper  
  bonds are formed and continuity of care achieved when staff are assigned to the same  
  patients as consistently as possible.

THE ROI OF PERSON-CENTERED CARE
For person-centered care to be effective, there must fluid communications and a close working 
relationship between all components of the care team, with each party acknowledging 
the other’s contribution to the ultimate goal of patient wellbeing. These compassionate 
communications can also result in financial benefits for your organization:

	 •	 Person-centered	care	gives	staff	helpful,	specialized	information	that	will	reduce	the	 
  likelihood of reliance on physical and pharmacological restraints.

	 •	 More	exceptional	care	experiences	will	lead	to	positive	word-of-mouth	reviews	from	 
  clients and families.

	 •	 A	positive	working	environment	and	reputation	will	increase	the	likelihood	that	 
  high-quality staff will choose to work for your organization and will choose to stay.

FACT: An estimate of the per-worker cost of turnover in the general U.S. economy   
is about 20% of the worker’s annual compensation amount and the estimated direct  
cost of replacing a nursing assistant or home care worker is $2,20018 and $7,000 for a  
registered nurse.19

TIP: Use technology to 
improve collaboration and 
communication across the 
care team, support staff, 
family members and where 
possible, the individual. 
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A CEO’S STORY
“We want to be a meaningful care provider,” says Matt Vijayan, CEO of Home Care Assistance 
Waterloo & GTA West.  “Where other care options are more task and schedule driven, our staff 
are trained to exercise critical thinking. Each of our care plans is customized to the individual 
care recipient - often people who have complex care needs or co-morbidity. We also carefully 
matchmake our caregiver to the individual and their care plan - as that solid relationship is 
foundational to a person-centered care philosophy.”

Vijayan notes that a person-centred care philosophy benefits both the patient and the 
caregiver, helping to prevent compassion burnout and other frustrations that often contribute 
to staff turnover. “Our business model is about delivering a premier service where our 
people understand, empathize and provide individualized care for loved ones. In a highly 
commoditized marketplace, it is too easy to focus on operationalizing a business to achieve 
efficiency, but at the same time, dilute the quality of care. We wanted to create a caregiver 
environment that supports growth and critical thinking. A happy fulfilled caregiver equals a 
happy client.”

Matt Vijayan, CEO
Home Care Assistance Waterloo & GTA West
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6.0 How to Get Started

FOR YOUR TOOLKIT
If you are ready to implement a person-centered model of care, or are looking to take your 
person-centered care to the next level, you need a tool that will help you get there.

MemorySparx® Connect is an easy-to-use platform that helps organizations deliver exceptional 
person-centered care and increase efficiency – while standing apart from the competition. 

	 •	 Exceptional care – enrich care relationships with first-hand knowledge of each client’s  
  unique life story.  

	 •	 Operational efficiency – equip staff with a secure collaboration tool that reduces  
  administrative burden. 

	 •	 Service differentiation – future-proof your business with scalable technology that  
  works on any device. 

“Organizations can no longer 
solely focus on stripping out 
waste and reducing cost as a 
growing body of evidence points 
to patient, family, and staff 
experience as key drivers for 
transforming healthcare. We must 
design processes and identify 
technologies that hardwire 
humanity at every point of care.” 

– M. Bridget Duffy, M.D.  
 Chief Medical Officer, Vocera  
 Communications Co-Founder,  
 Experience Innovation Network

TO LEARN MORE AND REQUEST A DEMO:
www.memorysparx.com/connect

DO YOU WANT TO SHARE YOUR OWN 
COMPANY’S SUCCESS WITH PERSON-
CENTERED CARE? 
Tell us your story, and we will help share it 
with the world: info@memorysparx.com
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Shareable Sheets

The following pages can be used as standalone resources 
to print and post or share with clients, families and staff. 
Refer	to	them	at	a	glance	as	you	set	organizational	goals;	
share them with prospective clients as you differentiate 
yourself	from	the	competition;	post	for	your	staff	as	a	
handy reference along your journey towards person-
centered care.
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Baseline Practices for 
Person-Centred Care

o Care is supported by one team with the person at the center.

o The care plan is based on a person’s values with a regular review of goals.

o A primary contact on the care team is responsible for care and coordination.

o There is coordination among all health care and supportive services with  
 continual information sharing.

o There is education and training on person-centered care for providers and  
 other individuals involved in care.  

o There is ongoing feedback to assess outcomes and well-being for    
 continuous quality improvement.

THE GOLD STANDARD
If you want to differentiate yourself from other organizations that follow a model 
of person-centered care:

o Expand your definition of team. Be open to a wider range of people who can  
 provide meaningful contributions to the person’s goals (not just people but  
 even organizations whose relationship with the recipient could help inform  
 their care).

o Find ways to include this extended circle of resources.

o Demonstrate transparency with all stakeholders because your goal is to  
 provide exceptional care, which is best achieved when the flow of    
 communication is open and reciprocal.

o Be a visionary leader who communicates to your organization how important  
 it is for everyone to participate. Give your staff the tools they need to do this,  
 and reward excellence.
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Person-Centred Care  
for People Living with 
Cognitive Impairments

Know the person – The person is more than a diagnosis. It is important 
to know his/her values, beliefs, interests, abilities, likes and dislikes—both 
past and present. This information should inform every interaction and 
experience.

Recognize and accept the person’s reality – See the world from 
the perspective of the individual. Recognize behavior as a form of 
communication, which promotes empathy, validates feelings and 
connects with the individual in his/her reality.

Identify and support ongoing opportunities for meaningful 
engagement – Identify interests and preferences, allow for choice and 
success, and recognize that the person can experience joy, comfort, and 
meaning in life, even when cognitive impairment is severe.

Build and nurture authentic, caring relationships – Be present and 
concentrate on the interaction rather than the task. It is about “doing 
with” rather than “doing for,” as part of a supportive and mutually 
beneficial relationship.

Create and maintain a supportive community for individuals, 
families, and staff – Allow for comfort and create opportunities for 
success. Value each person and respect individual differences, celebrate 
accomplishments and occasions, and provide opportunities for 
autonomy, engagement, and shared experiences.

Evaluate care practices regularly and make appropriate changes – It is 
important to regularly evaluate practices and models, share findings, and 
make changes to interactions, programs, and practices as needed.

4
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How Person-Centred Care 
Benefits Your Staff

Meaningful relationships – the opportunities for social stimulation and 
relationship building lead to a happier work experience.

Continuity of care – being assigned to the same patients means that 
staff spend less time getting up to speed and more time producing 
better outcomes.

Higher engagement/empowerment – when staff feel valued and are 
invited to contribute to policies, they will be more inclined to support 
them in action.

Increased job satisfaction – with the tools they need to provide 
exceptional care, teams feel more accomplished and loyal to their 
organization. 
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How Person-Centred Care 
Benefits Your Business

Extends the lifetime value of the customer – the trusting bonds formed 
by person-centered care greatly increase the likelihood that families will 
keep their loved one in your care.

Makes recruiting easier and improves staff retention – if you 
demonstrate in meaningful ways that you care, you will give staff the 
right tools to do their jobs and everyone will want to work for you, and 
stay working for you.

Reduces customer acquisition costs – families will flock to you when 
you have a reputation for person-centered care. If you truly want to 
differentiate your business, adopt the Gold Standard practices.
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How Person-Centred Care 
Supports Staff Retention

Involvement in interdisciplinary care plan meetings. Person-centered 
care dictates that everyone in the care circle be consulted as appropriate, 
giving everyone a voice and the opportunity for meaningful contribution.

Performance of exemplary, restorative care. The goal of person-centered 
care is to serve the unique needs of the individual and has been proven to 
garner better patient outcomes, which would be very rewarding for staff.

Sufficient orientation and supervisory training. Everyone in the 
organization needs to be trained in person-centered care in order for it 
to be delivered in a worthwhile manner. Employees at every level should 
be encouraged to share their own learnings on an ongoing basis, and be 
provided with follow-up training.

Opportunities for professional growth. By integrating the care team 
across disciplines and roles, you expose people to new ideas and skills.

Perception of being a valued, important part of the care team. Because 
person-centered care encourages collaboration, team members can feel 
they have a voice and a stake in patient outcomes and the company’s 
success.

Working as a team with positive relationships with coworkers. Breaking 
down silos in order to better serve the person also serves to break down 
walls of miscommunication and stigma between coworkers. Teams feel like 
they are working towards a more rewarding common goal.

Permanent assignments. One of the tenets of person-centered care is that 
deeper bonds are formed and continuity of care achieved when staff are 
assigned to the same patients as consistently as possible.


