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PERSON-CENTRED LANGUAGE WEBINAR ROADMAP

This webinar has three learning objectives that are 
about 15-minutes each:

1. Understand the importance of person-centred 
language when interacting with LTC residents, team 
members and family members.

2. Increase your use of person-centred language by 
engaging in self-reflection exercises.

3. Learn strategies to enhance and sustain the use of 
person-centred language in your LTC home.
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1) THE IMPORTANCE OF USING PERSON-CENTRED LANGUAGE

➢ Understand the importance of person-centred language 
when interacting with residents, team members and 
family members in your long-term care home or care 
community.
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“
”

What we say and 
how we say it  –
it does matter!

Joan Devine
Pioneer Network

Alik Keplicz / Associated Press
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POLL QUESTION

How much of our communication with other people happens 
through non-verbal ways such as body language, facial 
expression, hand gestures and touch? 

(select one response)

a) 10%

b) 30%

c) 50%

d) 70%

e) 90%
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The effects our words have on us and other people

Dr. Allen Power, MD, FACP, 
Schlegel-UW Research Institute for Aging

Video link: https://youtu.be/GV_fSOc-SS4

https://the-ria.ca/researcher/allen-power-md-facp/
https://youtu.be/GV_fSOc-SS4
https://youtu.be/GV_fSOc-SS4
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Kate Swaffer, MSc, PhD(c)
CEO and Co-Founder of Dementia Alliance International

“The language of dementia is 

changing or evolving into one 

that is more acceptable to 

people with dementia.           

It may well be the key to a more 

person-centred approach to 

care and the key to reducing 

shame and stigma.”
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Meet the Person-Centred Language Expert Panel

▪ Individuals and their care partners sharing lived experience

▪ Alzheimer Society of Chatham-Kent

▪ Alzheimer Society of Ontario

▪ brainXchange

▪ Canadian Mental Health Association Peel Dufferin

▪ Huntington University

▪ London Health Sciences Centre

▪ Ministry of Health and Long-Term Care

▪ North Bay Regional Health Centre

▪ North East Specialized Geriatric Centre

▪ Ontario Association of Residents’ Councils

▪ Regional Geriatric Program of Toronto

▪ Schlegel-UW Research Institute for Aging

▪ Schlegel Villages

▪ Sunnybrook Health Sciences Centre

▪ Trillium Health Partners



Why do we need person-centred language? 

• Stigma and discrimination

• Stereotypes, labels and prejudices

• Misunderstandings, misconceptions

• Feelings of shame, guilt, fear, distress

• Social isolation

• Negative, inaccurate and misleading portrayals across society



Why do we need person-centred language? 

• Sharing personhood facts and symptoms being experienced

• Pursuing a timely diagnosis and support

• Leveraging strengths and abilities

• Living at home and staying involved in the community and at work as long as possible 

• Participation in research

• Quality of life and well-being

• Understanding through education

• Promotion of positive views in mass media

• Discussions around health promotion and prevention, such as the 
Fountain of Health™
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2) INCREASING YOUR USE OF PERSON-CENTRED LANGUAGE

➢ Increase your use of person-centred language by engaging 
in self-reflection exercises.
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The importance of changing your mindset

Dr. Allen Power, MD, FACP, 
Schlegel-UW Research Institute for Aging

Video link: https://youtu.be/U06bffA1ROw

https://youtu.be/U06bffA1ROw
https://youtu.be/U06bffA1ROw
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Case A - Aggressive LTC resident

• You are reviewing the resident’s care plan before going into their room in the 1 East Unit to provide care, 
engage them in an activity, do an assessment – something related to your role as a team member or leader 
in LTC. 

• You read the person is an aggressive resident who is extremely demanding and resistive to care, especially 
in the dining room, and it’s challenging to get her to take medications and to leave her room.  

• You also notice she is usually aggressive verbally and physically when attempts to interact with her are 
made.

What are your physical, emotional and mental reactions to this?  

How will what you are feeling and thinking affect your approach?

(Type them in the Questions box on the right-hand side of your screen)



18 | CLRI-LTC.CA

Case B - LTC resident communicating via personal expressions/ 
responsive behaviours

• You are reviewing Alma’s care plan before going into her room in the Pine Hill Neighbourhood to do something 
related to your role as a team member or leader in LTC. 

• Alma lives with vascular dementia and lung disease, and tends to keep to herself. 

• You read there are times when you approach Alma, she politely declines and gently taps your hand, but when you 
come back later Alma will accept what you invite her to do or take.  

• It has also been noted that Alma sometimes will wince and scream “ouch” when you touch her left arm.  She will 
reach out to hold onto your arm for a moment when you do this.  

• Additionally, Alma often asks to go back to bed right after dinner and if she waits for a long time, her breathing 
looks uncomfortable and she will call out, “Please, bed, bed, please” repeatedly.  Once Alma is settled in bed she 
usually relaxes and stops calling out.

What are your physical, emotional and mental reactions to this?  

How will what you are feeling and thinking affect your approach?

(Type them in the Questions box on the right-hand side of your screen)
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Believe it or not…

Case A and Case B is the same person living in LTC, in the same situation.

• The difference is how the person was perceived by you based on what you read in 
her care plan.

• The team member who documented Alma’s care plan in Case B used a person-
centred approach, while the team member in Case A did not.

Thank you to Mario Tsokas, BSW, RSW, Psychogeriatric Resource Consultant in 
Toronto for sharing this case study and Power of Language worksheet! 
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Person-Centred Language 
Toolkit Report

http://behaviouralsupportsontario.ca/Pledge
http://behaviouralsupportsontario.ca/Pledge


24 | CLRI-LTC.CA

3) STRATEGIES TO ENRICH THE USE OF PERSON-CENTRED    
LANGUAGE AT YOUR LTC HOME

➢ Learn strategies to enhance and sustain the use of person-centred 
language in your long-term care home or care community.
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Person-Centred Language Commitment Statement Posters
Version 1 Version 2
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Affiches en français
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Take the online pledge individually and as part of a team!



28 | CLRI-LTC.CA

How to take the person-centred language pledge

http://www.behaviouralsupportsontario.ca/pledge

Visit the Behavioural Supports Ontario website and personalize your 
pledge to the Person-Centred Language Commitment Statements.

http://www.behaviouralsupportsontario.ca/pledge
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Coming together is a beginning. Keeping together 

is progress. Working together is success. 

~ Henry Ford    

Teamwork divides the task and multiplies            
the success. ~ Author unknown  
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Central West BSO Team Spreading the Word About PCL
Their team’s approach:
• Integrated person-centred language (PCL) into their hiring practices by updating 

job descriptions and interview questions

• Created a new therapeutic recreation program using PCL lens

• Reviewed and updated documentation, templates and assessment tools
– Considered, Is there a more person-centred way to say this? to guide purposeful 

reflection, documentation and discussion

• Informal team leaders influenced others and encouraged a spirit of self-reflection

• Formal leaders modeled PCL:
– During conversations with other leaders and team members
– PCL poster on office doors
– Encouraged others to put PCL posters in their spaces



31 | CLRI-LTC.CA

Central West BSO Team Spreading the Word About PCL
Successes:
• Active self-reflection by stopping mid-sentence, pausing and rephrasing.
• Respectfully correcting one another, such as by whispering, We don’t use 

that word, aggressive, anymore.

Lessons learned:
• Importance of modelling

– Allow others to see your own self-reflections and learning
– No shaming or blaming
– Start small and be persistent.  Each conversation is important!

Next steps:
• All new programs are being created using a person-centred language lens
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Concept of Calling In vs Calling Out

• Calling out typically involves an individual publicly pointing out that another 
individual has written or said something that is not person-centred. 

• Calling in invites an individual to have a personal conversation in private.  

• The act of calling in can be a powerful tool to create a safe space for change to 
occur and holding each other accountable by positively influencing each other to 
be better as we grow together on this journey of person-centred language.

Advocating for Person-Centred Language
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Positive Communication Strategies at Wyndham Manor
Their team’s approach:

• Created a worksheet after watching Person-Centred Language Matters! February 
2019 brainXchange webinar and slides
– Team took the person-centred language (PCL) online pledge

• Reviewed practical resources listed in PCL Toolkit Report

• Facilitated an in-service on each neighbourhood supporting all team members to 
complete the PCL worksheet

• Completed care observations of residents communicating via personal expressions/ 
responsive behaviour where BSO team suspected lack of PCL or person-centred care
– Facilitated debrief following the care observations

• Thanks and recognition were given every time PCL was used

https://vimeo.com/318467537
https://brainxchange.ca/Public/Files/BSO2/PCL-Language-Matters-Slides.aspx
http://behaviouralsupportsontario.ca/Content/Pledge/BSO_Person-Centred_Language_Initiative_Report%20_October_2018.pdf
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Positive Communication Strategies at Wyndham Manor
Supporting factors:

• Excellence in Resident-Centred Care (ERCC) and Gentle Persuasive Approaches in 
Dementia Care (GPA) education

• BSO Lead is part of the home’s Leadership Team
• Positive communication and involvement of in-home BSO and Leadership teams

– engages with family members before residents move-in
– are very present in the neighbourhoods and involved with providing care



35 | CLRI-LTC.CA

Positive Communication Strategies at Wyndham Manor
Successes among all team members:

• Improved focus on person-centred care

• More awareness of how PCL and person-centred care are reflected in not only word 
choices, but also tone of voice and non-verbal communication

• Increased person-centred documentation

• Greater self-awareness and insight into how team member’s behaviour can 
influence resident’s behaviour

• Actively listening to residents more

• Reduction in personal expressions / responsive behaviours that:
– Improved residents’ “home” life
– Increased team members’ job satisfaction
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Positive Communication Strategies at Wyndham Manor

Lessons learned:

• Provide team members with positive feedback
– A few small words of thanks and praise made a big impact

• Person-centred language is not just about words, it’s also about actions

Next steps:

• Person-centred language now included in their Orientation Day as part of BSO 
introduction for new team members
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Erie St. Clair’s Extendicare Tecumseh 
Putting Person-Centred Language into Action

Their team’s approach:

• 4-week project with a dedicated focus on 
educating staff on person-centred language (PCL)

• One of the projected outcomes was to obtain 30% 
of team member commitment pledges.

• Knowledge transfer tools, such as suggested words 
and phrases, were strategically placed within work 
stations.

• New employee orientation handouts revised to 
include PCL.
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Erie St. Clair’s Extendicare Tecumseh 
Putting Person-Centred Language into Action
Successes and Next Steps:

• Internal BSO Team exceeded their goal 
with 45% of various team members 
completing commitment pledges.

• Dedicated section of their 
Communication Board will be used for 
BSO Rewards and Recognition.

• Poster designed and printed by BSO 
Champions was made for the team to 
sign their names and it’s now displayed 
in the hallways of their home.
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Person-Centred Language – Reach, Rewards and Recognition

1,700+725+
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Person-Centred Language – Next Steps

1,00+

clri-ltc.ca/resource/team-puzzle-activity/

Coming 
Soon!

Game-
based 

learning 

Upcoming 
Rewards and 
Recognition

Click here and refer to page 16 of the PCL Toolkit 

Report for a list of practical resources.  

This language comparison example from the 

Alzheimer Society of Canada may be found here.
Person-Centred 

Language 
Guidelines 
Template

Website to 
celebrate and 
share success 

stories.

https://clri-ltc.ca/resource/team-puzzle-activity/
http://behaviouralsupportsontario.ca/Content/Pledge/BSO_Person-Centred_Language_Initiative_Report%20_October_2018.pdf
https://alzheimer.ca/sites/default/files/files/national/culture-change/person-centred-language-guidelines.pdf
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Invitation to Join BSO’s Knowledge-to-
Practice Community of Practice

What is a Community of Practice (CoP)?

A CoP is a group of people who share a concern or a 
passion for something they do, and learn how to do 
it better as they interact regularly.

Anyone interested in being part of the CoP is welcome to join!

▪ Psychogeriatric Resource Consultants 
▪ Behavioural Supports Ontario team members
▪ Seniors/Geriatric Mental Health team members 
▪ Managers &/or Educators from Long-Term Care, Adult Day Services etc. 
▪ Nursing & Allied Health (e.g. SW, OT, PT, Pharmacists, SLP) 
▪ Family Health Teams 

Please complete the survey to indicate your interest:
https://www.surveymonkey.com/r/HWZ5XW5

Click here to learn more!

Reach out at: 

provincialBSO@nbrhc.on.ca

https://www.surveymonkey.com/r/HWZ5XW5
http://www.behaviouralsupportsontario.ca/49/Knowledge_to_Practice/
mailto:provincialBSO@nbrhc.on.ca
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• Questions?

• Comments?

• Suggestions?

Do you have questions for us?
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Ontario LTC Homes: Apply for FREE training and backfill!

https://clri-ltc.ca/ceolfund
https://pswfundltc.ca/
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CONNECT WITH US

clri-ltc.ca

@CLRI_LTC

Ontario CLRI

info@clri-ltc.ca 

1-877-789-0614

Subscribe to the Ontario CLRI eNewsletter
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Thank you!

Merci!

Miigwech!


