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Dementia and Guinness 
Our work in line with the Dementia-friendly Housing Charter
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Our approach to being  
dementia-friendly
We want our homes and services to meet the needs of customers 
living with dementia, enabling them to live independently for as long 
as possible. 

We direct our capabilities and culture towards person-centred care, treating 
customers with respect, and involving them in decisions about their own 
care and the development of new technologies and services. 

Through our Housing and Dementia Project, we focus on raising awareness 
about dementia both internally and externally, and place ourselves at the 
forefront of dementia planning as part of the Dementia Housing Working Group. 
We believe in sharing best practice and knowledge, working closely with 
agencies such as the Alzheimer’s Society and Dementia Action Alliance. As a 
result, we helped to shape the national Dementia-friendly Housing Charter.

People can live well with 
dementia and we have 
a unique opportunity to 
make this happen.

Wendy Wells, 
Head of Policy and Business Implementation
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Alongside our Housing and Dementia Project, we set out to show how  
Guinness is fulfilling each of the commitments set out in the charter  
people, places and processes.

2014 – Agreed to set up dementia hub trials

2015 –  Produced a report (IPC, Oxford Brookes University) about our 
aims to be a dementia-friendly organisation. It won a Housing 
and Dementia Award at the International Dementia Awards.

2016 –  Appointed a dedicated Housing and Dementia Project Lead 
to shape our Dementia Strategy with environment design, 
housing policies, communication plans and research projects. 

2016 –  Launched our Housing and Dementia Project, targeting 
Havant, Fareham and Gosport. 

2017 –  Housing and Dementia Project extended for a second year 
focusing on the Greater Manchester and Cheshire areas.

2017 – Dementia-friendly housing charter launched

2018 –  Evaluation of the Housing and Dementia Project begins

Dementia-friendly progress in Guinness

The more people who have even a 
small understanding of dementia, 
the better society will be.

Lynda Hammond, 
Independent Living Advisor
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People
Being a dementia-friendly organisation begins with our people.  
Our staff have access to a range of learning options, including:

• regular Dementia Friends awareness sessions 
• our own bespoke eLearning module 
• a minimum of three hours dementia training every three years 
• feedback from ongoing Quality Assurance ‘spot checks’

With at least three hours’ training relevant to roles, our staff develop the 
skills and knowledge needed to deliver appropriate physical and sensory 
responses to dementia. 

Using tools such as the Alzheimer’s Society’s ‘this is me’ leaflets, we see 
every customer as an individual, placing them at the centre of our care and 
tailoring services to meet their needs on a one-to-one basis.
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Our staff also connect with local communities, signposting the local services 
and support networks that are available for our customers.

Meaningful and inclusive activities, such as seated dances and reminiscence 
sessions, help to combat loneliness. A new ‘food and activities board’ 
created by staff uses symbols instead of text, making it easier for customers 
with dementia to communicate their choices. 

By advocating the Dementia Friends programme and educating  
customers who wish to make complaints, we’re helping to combat 
misunderstandings and negative perceptions within our communities. 
Guinness has:

1250
Dementia Friends

11
Dementia 
Champions

We have dedicated dementia resource areas on our website and 
intranet, and by using staff newsletters, customer magazines, community 
noticeboards and Dementia Friends sessions, we’re able to signpost staff, 
customers and the public to essential resources such as the Alzheimer’s 
Society Dementia Connect service.
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Places
We implement strategies to help our customers stay in their 
own home for as long as possible, including personalised plans, 
additional signage, and assistive technologies such as fall alarms. 
Policies such as falls prevention help to manage risks in the 
environment.

In 2017, we launched our own best practice guide, ‘Creating a dementia-
friendly environment’. With advice on interior and exterior design, its 
principles have underpinned dementia-friendly designs across Guinness. 
This includes the development of our new Extra Care service, Quayside 
(Totnes), and the Jubilee Centre, Waterlooville, refurbished as a community 
centre for customers with dementia.  

For customers living with dementia, changes in environment can be 
particularly distressing. Our ‘Hospital Passport’ is a tailored plan that 
accompanies customers on admission to hospital, ensuring consistent  
care across environments in order to reduce stress. 

Quayside reception area
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Case study: Douro Court – Ivybridge, Plymouth

Douro Court is an Extra Care scheme with 32 self-contained flats and 
communal facilities. Some residents experience confusion and memory 
loss related to dementia, unable to recall their flat number or find their  
way home. Lucy China, Housing Officer, led a project to install  
colour-coded carpets and walls to identify ‘zones’, as well as displaying  
a unique piece of artwork next to each flat. These visual prompts have  
made it easier for residents to orientate themselves, reducing stress  
and helping to improve their lives.

Lucy China Unique artwork outside a resident’s flat to  
help with orientation
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Processes
Our processes are an important part of making sure how we do what 
we do, has the desired outcome in line with our Dementia Strategy. 
We’re also committed to using positive language as set out in guides 
by the Dementia Engagement and Empowerment Project (DEEP). 

People living with dementia may lack capacity to maintain a tenancy, due 
to memory loss, confusion and behaviour changes. Our staff are able to 
identify if a customer is showing early signs of dementia and flag their record 
in our database. Using this insight, we’re able to adapt the way we deliver 
our services in order to reduce anxiety or stress, for example, when booking 
repairs or visits.

Our processes and policies reflect current legislation around mental capacity 
and basic human rights, and our staff are trained to make sure we’re 
adhering to these, supporting our customers at all times.  

We also assist staff who may be caring for someone with dementia outside 
of work. HR policies support flexible working and time off to care for 
dependants, while our Employee Assistance Programme provides 24/7 
confidential advice and counselling.

Becoming a Dementia Friend wasn’t 
just to help me when dealing with 
our customers, but my best friend 
has just been diagnosed at just 48 
years old. So it was about educating 
myself on how to support her and 
understand more about it. 

Kat
Customer Support Officer, Havant
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Our next steps
In 2018 we will begin external evaluation of our Housing and 
Dementia Project. However, our work to be a dementia-friendly 
organisation will continue into 2019 and beyond. For our next steps, 
we will:

•  Increase dementia awareness using the Dementia Friends 
programme – particularly for our customers and communities

•  Launch and implement an Older Persons Strategy with a specific and 
positive impact on our customers who are living with dementia

•  Continue to share best practice and experience with other housing 
associations, care providers and dementia networks

•  Develop and further embed our eLearning and face-to-face training for all 
staff, relevant to their job roles

•  Ensure our housing and care teams continue to support customers living 
with dementia by carrying out assessments and signposting to alternative 
services if we’re unable to meet their needs

•  Work with our newly appointed Health and Wellbeing Coordinators to 
develop a series of community engagement and wellbeing projects that are 
inclusive for customers living with dementia

•  Continue to record and measure our services against the Dementia-friendly 
Housing Charter’s recommendations

For more information about Guinness and dementia, please contact  
Wendy Wells.      
     wendy.wells@guinness.org.uk 
     02392 794510               

How you can get involved

If you’d like to help make a difference, please help to raise awareness  
by registering as a Dementia Friend at www.dementiafriends.org.uk  
or by joining your local Dementia Action Alliance group  
www.dementiaaction.org.uk.
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Great homes, 
great service and 
a great place to work

Hillfields House, Matford Court, Exeter EX2 8NL
www.guinnesspartnership.com/care-services

The Guinness Partnership Ltd is a charitable 
Community Benefit Society No. 31693R 
Registered in England and is Registered 
Provider of Social Housing No. 4729.


