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Developed as part of:

The resources contained within this booklet are licensed under the Creative Commons Attribution-
Non Commercial-ShareAlike 4.0 International License. To view a copy of this license, visit http://
creativecommons.org/licenses/by-nc-sa/4.0/.

This booklet accompanies the Knowing Me and  Knowing You 
Resource bag which contains a range  of resources to support 
people to get to know one another and themselves  more, to 
further enhance relationships  and community in care homes. 

Copies of the resources detailed in this booklet can be found at 
www.myhomelife.uws.ac.uk/scotland/kinections.
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Welcome

‘Kinections- strengthening community in care homes’ is a 
3-year research project working with care homes across 
East Ayrshire, Scotland to explore the concept of community 
in care homes. The project is funded by Life Changes Trust, 
Community Fund and led by the University of the West of 
Scotland (My Home Life) in collaboration with East Ayrshire 
Health and Social Care Partnership.

Hopes for what Kinections will achieve. 
We endeavour to:

• Work with others in ways which help to build community, through valuing the diverse strengths 
of all those involved. 

• Find out more about what helps to create positive outcomes for people living with dementia, 
and those who support them, in care homes.

• Use our learning to deepen our understanding of the concept of community as it relates to 
care homes, and particularly what an experience of a (dementia-friendly) community in a care 
home looks and feels like.

• Be courageous and imaginative in the ways we work, being open to continually learn and adapt.

• Create ways in which the learning from Kinections can be shared as widely as possible.

For more information about Kinections or to access the resources in this 
booklet: Online: www.myhomelife.uws.ac.uk/scotland/kinections
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Knowing Me 
and 

Knowing You

Where did this come from?
Over the past 2+ years, since the project 
launched in February 2018, the Kinections team 
have been having hundreds of conversations with 
people who live, visit and work in care homes.

Again and again in our conversations, people emphasised
 how important it is to get to know residents, staff and family
/friends who visit care homes. From these conversations emerged the theme of ‘Knowing Me and 
Knowing You’, as being a crucial element to building relationships and community in care homes.
Below is a description of the Knowing Me and Knowing You theme.

Knowing Me and Knowing You

At the heart of community in care homes are people knowing each other. Knowing each other’s 
strengths, hopes & fears and quirks; the things people are fond of and the things people avoid. 
As people in the care home community get to know each other, there is an awareness that 
holding on to what is familiar can be very important for some people. There is also room for 
people to change their mind, and discover new hopes and preferences as they get to know 
more about life in the care home community. 

As relationships develop people learn about the range of factors that can influence a person’s 
day. We recognise that it is normal for people to feel a range of different emotions on any 
given day, and so if someone is feeling sad or disappointed that this may not necessarily be 
something we need to fix – and so we try to discover more about what they would like to 
happen. 

We do our best in responding to people’s wishes and preferences; when its not possible we 
try to have open conversations to discuss why we are not able, at this time, to fulfill this wish 
or preference. We navigate the compromises that are part of community living as best we 
can. This might mean finding out more about what is important to someone in relation to their 
wishes and preferences, and it might mean giving something a go that we hadn’t tried before.

We recognise that getting to know people can take time, and so we value resources and 
questions that can help us all to name important gems, that people might not otherwise think 
to mention, about themselves, or their family member/friend.

This booklet is divided into three sections.
Section A  offers some general suggestions for using the resources in this book.
Section B  describes each of the resources that have been used or developed in Kinections.
Section C  outlines examples of different situations in which these resources could be used. 
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Knowing Me and Knowing You Conversations
Thinking about your own experience of getting to know people in your care home community do 
some of these ring true:

• There are several forms and documents that we already use to record what people tell us 
about themselves, and what matters to them. 

• Often it is during chats we have on walks to the dining room, or late at night over a cuppa, or 
noticing someone when they’re sitting quietly that we really get to know people.

• Sometimes talking about ourselves can be tricky, our minds can go blank …. if the person asking  
questions is also telling something about themselves, that can create a connection, and help 
the other person share something.

• If one approach to finding out more about someone doesn’t seem to land well, it can take skill 
and courage to try a different approach.

• There’s no one formula that will work for everyone and it can be helpful to try approaches 
other than direct questions; approaches that might be different or surprising that can open up 
conversations where we discover something new about others and ourselves.

So what is the purpose of these resources? 
To build on -

• The strong relationships you’re already growing … and to see what else might be possible.

• The great conversations you’re already having … and to see what else might be possible.

• The lovely information you’re already gathering …  and to see what else might be possible.

• The quirky and curious questions you’re already asking … and to see what else might be possible. 

• The (sometimes) hidden things you’re already noticing … and to see what else might be possible.

• The reflecting you’re already doing … and to see what else might be possible.

• The powerful stories you’re already sharing … and to see what else might be possible.

• The learning you’re already spreading … and to see what else might be possible.

• The new & different things you’re already trying … and to see what else might be possible.

8 9
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Before You Get Started

Some things to think about before you get started
In Kinections, when we think about the conversations we have we are guided by the Caring 
Conversations Framework. It is a framework of 7 C’s- Celebrating, becoming Courageous, 
becoming Curious, Collaborating, Connecting emotionally, Compromising and Considering other 
perspectives (Dewar, 2011). These C’s lie at the heart of caring conversations and conversations 
that can help to build community in care homes. 

We have used these C’s to offer some thoughts and suggestions about what might help when 
trying out the resources in this book.

Celebrate - that you are up for giving the resources a go….that you already do lots that helps you 
go to get to know others… that it’s definitely not about having to use the resources ‘perfectly’,  
there may be ‘wee mistakes’ as you get used to using them, and that making wee mistakes 
together can also build community.

Becoming Courageous - It might feel a bit different to try out using these resources and therefore it 
might be worth thinking about what would help you to give them a go? If you were to give one of 
them a go, what’s the worst that could happen? 

Becoming Curious - At the heart of these resources is the idea of being curious; that there is 
always more to discover about the people in our care home community. As well as asking
questions, if you were being curious when using these resources you might also: 
• Be really listening to pick up what the other person wants you to understand.
• Ask others for their ideas because you feel ok with not having to have all the answers.
• Be open to the idea of changing your mind or thinking differently about something. 

Connecting Emotionally - These resources have been created to get to the ‘heart of the matter’ 
quite quickly. As well as hearing about how others are feeling, they are also a way of sharing 
how you are feeling, if you would like to. It may also be useful to notice how you feel about the 
resources; is there something in particular you are passionate or curious about in terms of getting 
to know people in your care home community?

Compromising - Part of compromising can be about ‘letting go’- is there anything 
you would like to let go of in terms of using these resources, for example letting 
go of:
• Having to do it perfectly. 
• Everyone having to love them before its ok to use them.
• Having a set idea of what you will achieve if you use them. 
• Feeling you need to come up with solutions or answers if people share                                 

problems, or dilemmas.

Considering Other Perspectives - When you use these resources you may 
find that people who mightn’t usually speak out, do so. People might share 
feelings or perspectives that they hadn’t shared before- how would you 
feel about this? 

Collaborating - if you were to give these resources a go - would you 
like to have a pal with you when you try them out first, 
who could this be?

9
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Agreed Ways of Working
In the case of group conversations, such as at meetings, it is good practice, where possible, 
to have a brief discussion at the start of the conversation about what will help you and others 
to feel safe, and comfortable to participate in the conversation.

Some areas worth considering include:

Confidentiality - processes for checking out about what ‘stays in the room’ and what can be 
shared with others.

Feeling safe to share views - consideration of how we would like to share our own views, and 
hear others’ views. 

Emotion - processes for checking out how people would like others to respond if they were to 
show strong emotion during the conversation.

Air Time - in the context of group discussions, coming to an understanding of people taking 
responsibility themselves for how much they are talking ‘air-time’ and keeping an eye on this 
so that everyone can have a chance to contribute and 

Other points that you come up with together ……………………………...............................………………………...........

Give it a Go with 1, 2, 3, 4.
1. For the majority of resources, it can be a good idea for you to go 1st so that the other 

person or people get an idea of what to do. You can also demonstrate keeping what you 
share brief,  if time is a factor.

2. If possible, place a written version of the resource, with the question/topic/ prompt 
where everyone can see them. It can be a good idea to repeat the question a number of 
times so that people can hear clearly and take in the question.

3. If there are 3 or more people involved in the conversation, it is important that everyone 
gets a chance to speak and so you might want to suggest doing a round first where 
everyone takes it in turn to share one-by-one, then follow this with group conversation.

4. Before you finish the chat- it can be worth asking people: how they feel now/ something 
they are taking away/ and check out if you have their permission to share what was 
spoken about.

Before You Get Started
General pointers that might be helpful

10
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Iceberg Tool
The Iceberg Tool summarises the core of the Knowing Me Knowing You Resources. It uses the 
image of an iceberg as a way of helping us to reflect on getting to know others and ourselves. 

At the tip of the iceberg are the things we might know already or find out quite easily, below the 
water (beneath the surface) of an iceberg there is also lots more to potentially discover. 
That is the core or essence of the Knowing Me Knowing You resources; the belief that we can 
enhance our relationships by taking the time to go beneath the surface and find out more about 
each other and ourselves. 

12

The story above of the lady shopping, is an 
example of going beneath the surface. In 
this example, the ‘tip of the iceberg’ could be 
considered to be the information that the lady 
likes shopping. Going beneath the surface 
in the story we get more of the detail about 
her feelings, and her favourite things about 
shopping. 

Story from Everyday Life in Care Homes
‘A resident, who was a keen shopper, was asked how she felt about a recent 
shopping trip. She shared that she’d had a great time as she loved a trip to the 
shops. Asking some more questions and going a bit deeper, revealed that it 
was the feeling of freedom of being outside, and rummaging through clothes 
that she particularly loved.’ 

13
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Why might this be important?
What we find out at the tip of the iceberg is very important starting point. In Kinections we have 
been working with the idea of valuing the essential information at the ‘tip of the iceberg’ and 
also thinking about the often small, unique parts of the person that we find out about by going 
‘beneath the surface’.

As people move into a care home there can be a variety of reasons why their likes, dislikes, hobbies 
and connections with family and friends might change. Knowing more about what it was about 
these things that the person valued can be useful in helping to explore new ways in which what is 
important to the person can remain part of their lives, albeit in ways that might have to adapt to 
new circumstances. 

All the Knowing Me and Knowing You resources in this booklet are focused on conversations and 
experiences which help us to find out more about people- from their likes and dislikes, to their 
bugbears and hidden talents. 

Could you share the story above with your colleagues about the lady who liked shopping and 
discuss together: What difference might it make for those supporting this resident, to know that 
she is someone that likes shopping, and then to have the extra information about the feeling of 
freedom and liking to ‘rummage’?

13
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Instant Delights Resource
The purpose of the Instant Delights Resource is to get people talking about the kinds of everyday 
happenings that give them instant delights. 

Instant Delights (I.D.) Cards are cards that can be used as a prompt to ask yourself or others 
about what gives a sense of ‘instant delight’; the kind of thing that gives you a warm feeling, a 
nice surprise, a tingle or the good kind of goose bumps. Instant Delights can often be small, subtle 
things that could happen on an average day. They might be things that when they happened they 
passed us by and we hadn’t given them too much attention. Thinking and talking about them brings 
them to life again, helping us to name the small and brilliant things that bring us enjoyment, while 
also helping us build connections with others. Being mindful of noticing these things that bring us 
enjoyment in life is like a muscle that needs exercising and Instant Delights can help with that.  

Where and when might we use Instant Delights cards?

During chats in the lounge or when helping someone to bed at night.

As a conversation-starter during lunch.

When learning about what matters to people, for example when updating care plans.

As an opening round at meetings with staff/residents/relatives.

Resources you may need
Some written examples (see some examples below)

        

Instant Delights cards are an adaptation of My Home Life ‘Every Brilliant Thing’resource, which was inspired 
by the play ‘Every Brilliant Thing’ by Duncan MacMillan.

Give it a Go with 1, 2, 3, 4.
1. It can be a good idea for you to go 1st and share one of your Instant Delights.

2. If possible, have a written version of some examples of Instant Delights where everyone can 
see them.

3. If there are 3 or more people involved in the conversation, it is important that everyone gets 
a chance to speak and so you might want to suggest doing a round first where everyone 
takes it in turn to share one-by-one.

4. B4 you finish the chat- it can be worth asking people how they felt about sharing and 
hearing Instant Delights.
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Insights into Me Resource

Purpose of Insights into Me Resource
The Insights into Me Resource contains a range of questions and prompts to spark conversations 
between new residents, their family and staff.  
The questions and prompts in this folder have been created to:
• quite quickly get to the heart of what makes any day a good day for the resident involved

• help build relationships between the resident, their family and staff as they share with each 
other the big and small things that are important to them.

• provide a format that means that a range of people, include the resident themselves, their 
family, friends and members of the wider care home staff team can input information into the 
folder. 

• present a layout, style and language in the folder that has been designed to spark everyday 
conversations that help everyone to get to know one another, rather than just a list of set 
questions that a staff member asks the resident and/or family.

• While it has been created with new residents in mind, it is a resource that could be used with all 
residents. 

How do we use the Insights into Me Resource?
The Insights into Me Resource is available in the following ways:

1. Printed off as an A3 document to  form a spiral-bound calendar.

2. Printed off  an A4 document and filled in as an entire document or by selecting particular 
pages you would like to print off.

3. Completed online and saved or printed off once completed.

The Insights into Me Resource has 11 different headings including: Hello, Words Others Might 
Use to Describe Me, Family & Friends Tree, Bits of Personal History, Eats & Treats,  Good Morning 
& Good Night, Feeling Fresh & Clean, Feeling at Home Here, On the Move, Feeling Healthy & 
Well, How I Like to Spend My Day and Connecting & Communicating. There is also a section 
which invites residents and relatives to think of any questions or topics they would like to 
discuss with staff.

Give it a Go with 1, 2, 3, 4 with Insights into Me Folder

1. If it feels comfortable, it may be useful, and feel less like a question and answer situation, 
if the staff member involved in the conversation shared something about themselves in 
response to some of the questions and prompts in the folder. 

2. For residents who may not understand all of the questions, it may be useful to talk about 
the topic, for example good morning and good night, by referring to the images that are 
included in that page. 

3. Many conversations where people get to know each other happen at informal times, such 
as when someone is supporting someone to have their room cleaned, or on the walk to the 
dining room. Information gathered at these times can be added to the blank pages at the 
back of the folder.

4. Play around with using the resource in different ways. It may be that you want to pick one of 
the pages, such as How I Like to Spend My Day and have conversations with lots of different 
residents about this topıc.
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Heartfelt Resource

Purpose of Heartfelt
Heartfelt is a resource of over 30 words and phrases which purposefully use everyday expressions 
which describe what we might be feeling or thinking.  Similar to the Emotion Words, they can 
be used in conversation to help people express what is important to them.  This resource was 
developed in Kinections in response to people saying how talking about emotions may not feel 
comfortable for some people. Whilst not using emotion words specifically, the words and phrases 
in the Heartfelt resource are another way describing what is going on for us. 

How do we Use the Insights into Me Resource?

Exploring a Particular topic

They can be used in 1-1 or group conversations if you want to explore a particular topic, and find 
out how the other person/ people are feeling, and what they are thinking about it.

Possible Topics

Please see Emotional Touchpoints Resource for Further Ideas about Potential Topic.

Exploring when People Experience the Heartfelt Words

Again in 1-1 or group conversations you could use the Heartfelt words to help people to share 
about when they have these experiences.

For example: asking people about when they feel ‘over-the-moon’ or if there are things that make 
them feel ‘bothered’.

Give it a Go with 1, 2, 3, 4 with Heartfelt Words

1. It can be a good idea for person leading the conversation to go 1st, and share something 
about one of the Heartfelt words in relation to themselves. 

2. Place the Heartfelt Words where everyone can see them.  It can be a good idea to repeat 
the what you are asking the person/ people to think about a couple of times, for example 
asking the person to pick out some Heartfelt words about how they feel they about being in 
the care home.

3. If there are 3 or more people involved in the conversation, it is important that everyone gets a 
chance to speak and so you might want to suggest doing a round first where everyone takes 
it in turn to share one-by-one, then follow this with group conversation.

4. Before you finish the chat- it can be worth asking people: how they feel now and check out if 
you have their permission to share what was spoken about if appropriate.

Residents

Your move to the care 
home.

Relationships with staff.

How you spend your day.

Relatives

Your relatives move to the 
care home.

Relationships with staff.

Relationships with residents.

Keeping in touch with my 
relative.

Staff

Working here.

Relationships with staff.

Communication with 
others.

17
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KeyCard Questions
KeyCard Questions are a selection of approx. 70 cards with different questions about ourselves, our 
thoughts, experiences and feelings.  

The purpose of using the KeyCard questions is that it is an activity that gets people sharing about a 
whole range of different topics, so people who don’t know each other so well can build relationships 
and people who have known each other for ages might chat about things they hadn’t talked about 
before. 

There is no right or wrong way to interpret the question; some of them might be a bit surprising, some 
thought-provoking and some nicely strange.  

This resource was inspired by KeyCard Questions developed by a teacher, Erin Waters, who wanted 
to find a way to stimulate great conversation at the family dinner table.

How do we use the KeyCard questions?
The questions cards are placed in a bag or jar, with a large enough opening 
for people to place their hand in and select a card. If after seeing the question 
they would prefer not to answer it, they replace it in the jar and select another 
one which they feel comfortable speaking about. 

Where and when might we use the KeyCard Questions?
Left in the lounge of other communal areas for residents, staff, family and friends to use:
• To prompt conversations at meal times.
• As an opening round (ice-breaker) at the start of a meeting. 
• For chats during personal care.
• At induction.

Resources you may need 
KeyCard Questions
Jar or bag, or other container to hold the cards in.

Give it a Go with 1, 2, 3, 4. With KeyCard Questions
1. It can be a good idea for you to go 1st and pick a KeyCard to answer themselves.

2. Worth mentioning a couple of times that if someone doesn’t like the question they picked, 
they can choose a different one.

3. If there are 3 or more people involved in the conversation, it is important that everyone gets 
a chance to speak and so you might want to suggest doing a round first where everyone 
takes it in turn to pick a question one-by-one.

4. You might like to ask people if they have questions they would like to add to the pack so 
you can develop up your own unique set of questions.
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Lounging Around Sketchbook
The Lounging Around Sketchbook is a resource for generating conversations and ideas about 
people’s experiences in care homes, particularly people affected by dementia and those who 
support them.

It is a booklet that contains a range of different ideas and resources for connecting with people in 
one-to-one or group situations in the care home. These include both practical ideas for interaction 
and engagement with people with dementia, and reflective tools to invite people to think more 
about these interactions and engagements.

It was developed in collaboration with a wide-range of people and organisations who have 
extensive experience & expertise in supporting people with dementia.

At its heart, what this sketchbook is about is: 
• Opening up conversations that are both verbal and non-verbal. 

• Uncovering people’s interests, strengths and talents that were maybe previously hidden. 

• Offering ideas for you to chance doing something a wee bit different.

• Capturing moments of learning. 

How do we use the Lounging Around Sketchbook?
• Hard copies of the Sketchbook can be printed off, or it can be viewed online.

• Browse through the Sketchbook with a particular resident in mind and see if there may be 
something you would like to try out.

• Browse through the Sketchbook with a colleague and see if there is something you might like to 
try out together.

• Go to the section on Observational Tools and Emotional Touchpoints if you are interested in 
exploring ways of gathering information on people’s experiences in the lounge or other areas in 
the care home.

19
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Making Sense of Things Tool
The purpose of the Making Sense of Things prompts is to create a space for people to think a bit 
more deeply or differently about an experience, idea or question, than they may normally have 
the chance to do. The prompts have been created to invite people to share a wide variety of 
perspectives, and to maybe say things out loud that they haven’t thought about or said aloud 
before.This tool can be used to support people to make sense of different experiences. Making 
Sense of Things comprises the following prompts or phrases:Risking it, Recurring theme, Almost 
Unmentionable, It’s Complicated, Surprises, Unfinished Business, Diverse views, Hallelujah, 
Hot Topic, Previously Hidden.

The tool has the potential to be used in a variety of ways including: 
• As a visual tool to help us reflect on, and talk about our experiences.
• As a visual tool to prompt discussion during meetings.

How do we use Making Sense of Things?
Introduce the topic for discussion- for example:
• Residents’ Review Meeting - The Past 6 months for Billy.
• Relatives Meeting - Improvements in the Home.
• Staff Meeting - Supporting residents when they are distressed.

Place the Making Sense of Things prompts where everyone can see them. 

Explain that the prompts are designed to help open up conversation, and to help think about and 
say things we mightn’t have considered before.

Ask everyone to have a look at the different prompts and see if there is one that for that they are 
thinking about in relation to the topic being discussed. 

It is worth giving people a little time to have a look at the prompts, and think what they would like 
to share. If someone is struggling to find a prompt that they relate to, you can reassure them that 
it is fine not to choose a prompt either.

For example, if it was a resident’s review meeting, the key worker might use the prompt ‘Previously 
Hidden’ to talk about something new they had learned about the resident in the last 6 months, 
and how they were using this new information.

After everyone has shared one-by-one in turn, the conversation could then be opened up to a 
group discussion about what has been shared. 

Acknowledgment: Making Sense of Things is an adaptation of Collaborative Sense-Making 
Tool by Dewar, Roddy and Research for Real (2015) is licensed under the Creative Commons 
Attribution-NonCommercial-Share Alike 4.0 International License.

Give it a Go with 1, 2, 3, 4 for Making Sense of Things
1. It can be a good idea for you to go 1st Introduce the Making Sense of Things prompts as a 

way of helping us to share our thoughts, feelings and ideas about the topic being discussed.

2. Place the Making Sense of It prompts where everyone can see them.  It can be a good idea 
to repeat the question or topic for discussion a number of times so that people can hear 
clearly and take in the question.

3. If there are 3 or more people involved in the conversation, it is important that everyone gets 
a chance to speak and so you might want to suggest doing a round first where everyone 
takes it in turn to share one-by-one, then follow this with group conversation. 

4. Before you finish the chat- it can be worth asking people: how they feel now/ something 
they are taking away/ and check out if you have their permission to share what was 
spoken about if appropriate.

19
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Picture Knowing Me
The purpose of the Picture Knowing Me resource is to help people get to know the big and small 
things about each other. It is based on the idea that what helps to build community is when we 
find about all the things that are important to the other person; and that because they’re 
important to them we want to know more about them. 

Both pictures and words are used in this resource in order to capture people’s attention, and may 
lead them to think about and share about other things that they may not 
ordinarily think to mention.

There are 23 different prompts in total, some examples of them are: A Significant Date, A Place 
of Importance, Hidden Talents, Something I Haven’t Spoke about Yet, Significant People, Words 
Others Might Use to Describe Me, Something Small that Makes a Big Difference to Me, Something 
About me that Might Surprise You, Something I’d Like Help With, Things I Do to Treat Myself, 
Something that Brings Me Peace, A Compliment I Like to Receive, What Makes Me Laugh, Small 
Things that Annoy Me.

Example of the Picture Knowing Me prompts:

Hidden talents A place of importance

20 21
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How do we use Picture Knowing Me?

With one other person
Introduce the Picture Knowing Me cards, if the person is unfamiliar with them, describing them as a 
resource that can help us to get to know more about each other.

Explain that you will go first, selecting 1, or more depending on time, prompts that you will use 
to share something about yourself – and ask the other person to do the same. You may like to 
emphasise at this stage that the person is free to share as much or as little as they would like 
about whichever prompt they choose.

Depending on the nature of the conversation, you may then like to decide between you if you 
would like to talk more about what you have shared.

* This may also be a useful resource to help family and friends share important nuggets of details 
about a resident, if the resident is no longer able to verbally communicate these themselves. 

In groups
Introduce the Picture Knowing Me cards, if people are unfamiliar with them, it can be useful to 
describe them as a resource that can help us to get to know more about each other. 

Option 1

Ask people to select one of the prompts to share something about themselves.

Or 

Option 2

Select one prompt, for example, Hidden Talents, and invite people to talk about this.

Give it a Go with 1, 2, 3, 4. With Picture Knowing Me
1. It can be a good idea for you to go 1st. 

2. Worth mentioning a couple of times what you would like people to do, e.g. pick a prompt 
and share something about themselves.

3. If there are 3 or more people involved in the conversation, it is important that everyone 
gets a chance to speak and so you might want to suggest doing a round first where 
everyone takes it in turn to pick a question one-by-one.

4. Before you finish the chat- it can be worth asking people: how they feel now/ and 
check out if you have their permission to share what was spoken about (if relevant and 
appropriate).
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S.T.O.P. Resource
Each day in care homes, care home staff are using their eyes, ears and intuition to pick up important 
pieces of information from residents. The S.T.O.P. resource has been developed to serve as a visual 
reminder of the value of reflecting and sharing with others about the small moments that we notice 
that can be hints of useful information and of the positive outcomes that can be achieved when 
we: see, think, are open and pass it on. This resource was developed out of conversations with care 
home staff (Thorntoun Care Home Kilmarnock) about the value of what we can learn when 
we take the time to stop and notice. 

For example: 

Seeing - a care home staff member noticing  a resident was tugging at her jumper, the resident wasn’t 
able to verbally tell her if there was anything the matter.

Thinking - the staff member checked if it was that she was cold and would like a blanket.

Being Open - the staff member could see how content the resident looked, once she had the 
blanket and it reminded her of how important being warm was to the resident, and how easy it 
would have been to misunderstand and think that the resident was too warm and wanted to remove 
her jumper.

Passing it On - the staff member then reflected on how she would share this information with other 
colleagues, so that other staff could pick up on this resident’s non-verbal cues.

How do we use the STOP Card?
The STOP card could be used:
As a Visual reminder- are there areas in your care setting where you would like to display it, so that it 
becomes something people are thinking about as they go about their day-to-day work?
Alongside other Audit. Observation or Reflective tools: for example as part of observation of dining 
experience.

SSTTOOPP

Seeing Thinking Openness Passing it On

Taking Time to Stop and:

See- noticing how people are feeling, their body language and facial expressions

Think- reflecting on what we have noticed about how the person is, thinking about anything we would like to ask 
questions about or find out more about, anything we might like to try doing differently

be Open to others and to learning- being open to use our ‘seeing’ and ‘thinking’ to learn more about people who 
live, work and visit here

Pass it On - passing on to others what we have learnt about what is important to residents, relatives and staff so 
that we can achieve positive outcomes for everyone

STOP Resource developed by staff of Thorntoun Estate Nursing home through involvement in Kinections.
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Community in Care Homes Questionnaire
The Community in Care Homes questionnaire is designed primarily to support people to reflect on 
what they are already doing well, and the range of ways in which they help to build community 
in care homes. The questionnaire is also an opportunity for people to think, and chat with others 
about the areas they would like to develop further as well as what would support them in this 
growth and development. 

The questionnaire contains 15 items which have been drawn from discussions in the Kinections 
project, as to the various clues and cues that people shared as to what helps to create community 
in care homes. Link to Resource Page for Copy of Community in Care Homes Questionnaire.

An example of one of the questions in the questionnaire that are people are invited to consider is:
“ Even when I know someone a long time I still make an effort to learn something new about them”.

On the reverse side of the questionnaire is a suggestion for giving appreciative feedback to 
others, based on the list of items in the questionnaire.  Giving appreciative feedback to others, as 
outlined on the reverse side of the questionnaire, could be used alongside, or independently of 
people filling in the questionnaire themselves.

How do we use the Community in Care Homes Questionnaire?
When introducing the questionnaire we suggest you highlight that the questionnaire is to help 
people to identify their strengths and areas they would like to grow and develop further. The aim 
of using it is to support people in the care home community, rather than it being something that is 
designed to lead to criticism.

You may like to invite people to complete the questionnaire individually, or as part of a group 
discussion with staff. 

In terms of giving positive, appreciative feedback to others, you could invite people to think about 
the questions in the questionnaire, in relation to others in their care home community, which may 
include residents & relatives as well as staff.  For example, one of the items on the questionnaire 
is “I make an effort to support residents to develop friendships, in the ways that are natural for 
them”, it may be that there is a resident who is particularly skilled at helping other residents to 
connect and form friendships . You could let them know that you see this strength in them and the 
difference it makes to others that they have this strength.
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Stories Have Legs
Stories from everyday practice are increasingly being recognised and valued as important resources 
in quality improvement work. Stories have Legs has been developed by the My Home Life team, to 
support gathering the rich learning that there is within everyday stories from care homes; and 
to explore ways in which our learning from our stories can help us to make things even better. 

This Stories have Legs resource is a useful way of having a structured conversation where a variety 
of perspectives can be heard- for example, in a group conversation with care staff, alongside 
kitchen and housekeeping staff, as well as residents, relatives and other members of the care home 
community.

How do we use Stories Have Legs resource?
This is a resource that is designed to be used in a group setting, so that a variety of different 
perspectives can be shared. It is a good idea to have a short story, snippet in mind, which people are 
happy to explore further. Example below in text box.

The local school children were visiting the care home and we were knocking balloons about. One 
resident looked a little nervous, when a child was hitting the balloons towards her. I took the time to 
sit with the resident, and show her how to bounce the balloon back to the child. The next time the 
child directed the balloon her way she bounced it back and you could see the smile on her face 
– she looked like she was enjoying herself.

The person guiding the conversation lists out four questions that will guide the conversation. It can be 
helpful to have each of the four questions on a separate page so that everyone will be able to see 
them. Each person takes it in turn to answer the question, and then a more general discussion can 
take place after everyone hashad chance to speak.

A key role of the person guiding the conversation is helping everyone to stay focused on each of the 
questions in turn. Particularly if time is a factor, it can be worth setting a timer, for example five minutes in 
total per question.

Starting with the first question, one at a time, each person shares their response to the question.

This continues until everyone who wishes to, has had an opportunity to respond to each of the four 
questions.

A key role of the person guiding the conversation using the resource is to help people to stay focused 
on responding to the questions, based on what they have heard in the story. People often become 
inspired to take the conversation in other directions, and this is where having a timer, and the 
questions where everyone can see them, can be gentle reminders to help people stay on track with 
the story being discussed.

In terms of each of the four questions on the Stories have Legs sheet, the person guiding the 
conversation may want to check out with the group if they are happy that they understand each of 
the questions. 
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Below are some additional prompts that the person guiding the conversation may want to help 
people to think about each of the four questions.

What did you like in what you heard in the story?
What is it you value in what you heard - what is there to celebrate?

What are you wondering about?
Is there anything you are curious about in this story? Anything that puzzles you, or that you’re unsure 
about?

What would we like to happen more of the time?
Based on what we have shared about what we liked in the story, and what we are wondering about, 
does this lead us to think about something we would like to see more of in the future? 

What one small thing would we like to think about/ask/try out after discussing this story?
This might not necessarily mean we have to do something big- it could be about finding out more 
from someone or reflecting more on a particular situation. What would you like to give a go, based 
on what we have talked about in our chat.

Give it a Go with 1, 2, 3, 4 with Stories Have Legs
1. If people are new to Stories have Legs resource  it can be a good idea for you to go 1st. 

2. If possible, place a written version of the questions where everyone can see them. It can 
be a good idea to repeat the question a number of times, and remind people that we are 
thinking about this question in relation to the story that was shared at the beginning. 

3. It is important that everyone gets a chance to speak and so you might want to suggest 
doing a round first where everyone takes it in turn to share one-by-one, then follow this 
with group conversation. 

4. Before you finish the chat- it can be worth asking people: how they feel now/ something 
they are taking away/ and check out if you have their permission to share what was 
spoken about.
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Community Quality Cards
We know that the people who live, visit and work in care homes have rich and plentiful qualities 
which help to create and enhance community. 

Sometimes, when we’re asked to name positive qualities we can stumble a little in identifying them 
and saying them out loud.

The COMMUNITY QUALITIES CARDS have been developed to help with naming these qualities to 
ourselves and others. The qualities included in this resource, focus on strengths that are as much 
about interpersonal skills as they are about people being able to ‘do’ things. 

Examples of Community Qualities:
Making Mischief; Friendliness; Looking out for others; Sparkly eyes; Hard-working; Sharing stories.

How do we use Community Qualities Cards? 
This resource can be used to: to help us to get to know others in our care home community better 
and to get to know ourselves better.

For example when a new resident moves into a care home, they, or their relative/friend, could be 
asked to pick out some of the qualities that describe them.

For example:
• When a new resident moves into a care home, they, or their relative/friend, could be asked to 

pick out some of the qualities that describe them.

• At an interview, induction or during staff supervision the Community Quality Cards could be 
used to open up a conversation about the person’s strengths, and qualities they would like to 
develop further can do together to support you in developing that quality?

Some key questions that can be used with this resource are:

• Which of these qualities do you see in yourself?

• Which of these qualities do you see in ……….. ?

• Are there are of these qualities you would like to develop further? Is there anything we can do 
together to support you in developing that quality?

Please look up Community Qualities Reflections Tools at www.myhomelife.uws.ac.uk/scotland/a-
z-list-of-resources, for further resources when using Community Qualities Cards for reflective 
practice with staff.
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Reflections and Ripples 
A key theme within Kinections is a focus on identifying and sharing our ‘on-the-job’ everyday 
learning. The purpose of the Reflections and Ripples resource is to provide a template which can 
be used to help people to reflect on and capture their learning. The ripples then come when this 
learning is taken further, to create an impact beyond the original story - this ripple could be for the 
person or people involved, for others in the care home, or with people in other care homes 
Using the Reflections and Ripples resource involves taking a ‘story’ from everyday life in your care 
home. A story could be any snippet of something that happened or something that someone said in 
the care home, that the staff member now wants to reflect on in more detail. 

A story could be:

Example 1: When Jean is on shift with me, I feel calmer and more confident. I think this helps the 
residents too.

Example 2: John told me that he really likes the chats we have together. I didn’t think I was doing 
anything special but he says they light up his day.

Example 3: Gordon sometimes becomes distressed in the lounge. I noticed one day that I was standing 
in the way of the door, and when I moved and he was able to leave this seemed to help him.  

Sometimes if we are asked to reflect on an experience it can be hard to think about what to write 
or say. Reflections and Ripples uses song-titles as prompts to help people to think more about the 
story. Examples of the song titles are: Hello, The Sweetest Thing, Good Vibrations and Imagine. 
Under each of the song titles are sentence starters to help the reflective process; examples of these 
sentence starters include: I was buzzing to tell others… through this experience I’ve learned that I 
….what its making me think is….

How do we use Reflections and Ripples? 
Think of a story from your practice that you would like to reflect on a little more. If it’s helpful write 
down a couple of sentences about it. You don’t need to go into all the detail about what happened, 
just the stand out point of the story- note from the examples above how short the story can be.
Look through the various song- titles in the Reflections and Ripples leaflet and pick out 2 or 3 titles 
that you would like to focus on.

If you look to the last 2 sections of the Reflection & Ripples booklet on our website you will find an 
example of where the song-titles were used to reflect on the story.

After you have reflected on your short story you might then want to think about who you would like 
to share your reflection with. 

Reflections 
& Ripples

Reflecting & thinking more about 
our learning from everyday 

experiences at work which leads to 
Ripples big and small

Reflections
& Ripples This resource has been developed 

as a general structure for you to 
think more deeply about your 
experiences at work, and how 
you can use these experiences 
to learn more about yourself and 
the people you work alongside 
including the people who live, work 
in, visit or access the service where 
you work. 

At the heart of this resource are the beliefs:

• That you are already reflecting, learning, creating 
positive ripples everyday.

• That there are opportunities each day to learn 
something new, that we can then use to help things 
be even better.

• That thinking more deeply about what we did 
well, things that went well, new discoveries we 
made, things we found tricky, things that didn’t 
go as we would have liked- helps us to be able 
to take learning from these experiences and use 
this learning to create positive outcomes in lots of 
different ways.

• That it can be tricky to pin down what we mean 
by ‘reflecting’ and ‘learning’ and sometimes we’re 
unsure where to start if we want to think about our 
reflections or learning.

• That sharing our experiences out-loud, telling 
others about our learning using normal language is 
a great place to start if we want to think over how 
we are in our work.

• That working in a care home is incredibly skilled 
work, and that sharing our experiences can be a 
powerful way of recognising and celebrating the 
whole range of skills people show everyday.
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Reflective Practice Questions
The role of reflective practice is valued within health and social care, and yet many of us may be 
unsure as to the ‘how’ of being reflective. Using the Caring Conversations framework the reflective 
questions are a suggested way in to having reflective conversations with oneself, and/ or with 
others. Becoming reflective is described as bringing the awareness gained from reflection  in to how 
we relate with ourselves and others; and how we take ideas forward in to the future. The reflective 
questions have been created to hold a particular emphasis on bringing awareness to what might 
help us and others to participate and collaborate, and being curious about what can help bring our 
ideas forward in to reality. Included in the Knowing Me and Knowing You Resource Bag are 4 sets of 
questions.

Questions for Reflecting about Myself - 15 questions that predominantly focusing 
on thinking about yourself and your relationships with others.

Questions for Reflecting when Working in Groups - 15 questions that invite people 
to reflect on working together in groups.

Questions for Reflecting on how we Listen - 15 questions to reflect on your listening style.

Questions to ask others during a Caring Conversation - 15 sample questions that you might ask 
when having a Caring Conversation.

How to use Reflective Practice Questions

Decide which set of the 4 sets of  questions is most suitable for the type of reflection you would like 
to do.
If using the questions in a group context, options include: Invite people to pick a question at 
random, always having the option to choose a different question if they would prefer not to 
answer the one they picked or select one question that you would all like to reflect on as a group.

Questions for 
Refecting about 

myself

Questions for 
refecting when 

working in groups

Questions for 
refecting on how 

we listen

Questions ro 
ask others 

during a Caring 
Conversation
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Emotional Touchpoints
Emotional Touchpoints can help people to, quite quickly, get to the heart of the matter by exploring 
their feelings. An Emotional Touchpoint conversation is a structured way of asking people to share 
how they feel or would like to feel about a particular experience or situation. Using Emotional 
Touchpoints we can learn about things that worked well and things that people are perhaps worried 
about. They are also a way for a person to let us know what they would find helpful in the future, and 
so if someone has previously had a ‘negative’ experience the Emotional Touchpoint conversation 
can help us to work with the person to identify some ways forward for the future. 

To see an example of an Emotional Touchpoint conversation visit: http://myhomelife.uws.ac.uk/
scotland/resources/emotional-touchpoints/

What are Emotional touchpoints?
A touchpoint is a point in a person’s experience such as ‘mealtimes’, ‘visiting the care home’, 
‘working in a team’. We suggest that you prepare a number of touchpoints before the 
conversation- please see page X for a list of possible Touchpoints. You can make your own 
touchpoint simply by writing the different topic on an individual piece of paper. We suggest you 
also have blank cards in case the person you are speaking with wants to talk about another 
experience that wasn’t in the original touchpoints.

Mealtimes Visiting the 
Care Home

Working in 
the Team

Spending 
Time in the 

Lounge

The Emotional Touchpoint pack* also includes ‘positive’ and ‘negative’ emotion words, for 
example, Heard, Moved and Frustrated. These words help people to talk about their experience 
focusing on how they were feeling. Again there are blank cards should the person identify a 
different feeling that they would like to include. 

Heard

Moved

Frustrated
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How do we use Emotional Touchpoints?
Firstly invite the person to take part, this may be a resident, relative or member of staff.  Provide 
an overview of the process, for example explaining you would like to hear about their experience/ 
perspective, using an approach that focuses on feelings. 

Find a quiet area if you can in your care setting. Have the Emotional Touchpoints pack ready and 
paper and pen to jot down notes from the session, if appropriate.

Present the range of touchpoints to the person. Ask them to select the ones that they would like to 
talk about (we suggest 2-3 touchpoints for a 20 minute discussion). If the experience or situation 
they would like to talk about is not there, write this on one of the blank cards. 

Ask them which of the touchpoints they would like to talk about first. Place that touchpoint card 
in front of them and ask the person to select the emotion words that sum up how that experience 
felt/feels for them. 

It is helpful to invite the person to remove the emotion word from the pack and physically lay the 
words they have chosen on to the touchpoint. It may be helpful to suggest that they pick up to 
3-4 emotion words.

Invite the person to discuss each emotion word one-at-time, sharing why they choose that word. 

So in the case of the example above, you would ask the person which emotion they would like to 
discuss first. If they picked ‘inspired’ ask them to say more about why they felt this, and continue 
doing this until they have spoken about each of the emotion words in turn.

If the person shares on a positive emotion try to ask what helped them to feel that way. 

If a negative point is raised try to ask them how they would like to feel and pick an emotion 
that sums this up. You could also ask the person for their thoughts on what they would think 
may help to improve the experience or ask them if they can recount a time when things did 
work well. This can then open up a conversation on what you could do together to support 
them to feel this going forward.

When the person has finished talking about their first touchpoint, ask themwhich one they would 
like to talk about next and continue this process with the remainder of the touchpoints.

After you have worked through all of the touchpoints in turn and in a similar way, thank the person 
for taking part. 

Depending on the context, you may also want to ask them if they are comfortable with you 
sharing their experience/ story with the wider team.

Approach when listening to the person’s story?
Listen attentively to try to understand their experience, really focusing in on how they were or are 
feeling so that you can let them know that you have heard their experience.

It can be tempting to want to defend, explain or come up with immediate solutions in response 
to someone sharing a negative feeling. In an emotional touchpoints conversation the focus is on 
listening to what the person is sharing to find out what they would value, so that you can work 
together to come up with a way forward. 

* If you need to create your own Emotional Touchpoint pack you will need:
• An A4 Presentation folder
• Strips of hook-and-loop self-adhesive tape (or any Velcro type tape)
• Print-out of the list of Emotion Words and Sample Touchpoints in the back of this booklet.
• Cut each emotion word into individual rectangles and using the self-adhesive tape secure 

them into the presentation folder- the ‘positive’ emotion words on one side and the ‘negative’ 
words on the other.
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Visual Inquiry Tool
Purpose of Visual Inquiry Tool
Visual Inquiry involves using a selection of different images to people to respond to a question or 
topic. Using images can help to bring out thoughts, feelings and ideas that the person may not 
have said out loud before. Visual Inquiry method can help to build connection between people, as 
the visual images can help people to share in real and meaningful ways, while staying safe and only 
sharing what they feel comfortable with. 

Examples of Images Used in Visual Inquiry
 

    

How do we use Visual Inquiry Images?
The images (approx. 70) are laid out for participant/s to be able to view them all, this may be on a 
floor or table, and the participant/s are invited to pick one or more images from the selection. It can 
be worth emphasising that as each person is sharing from their own experience there can be no 
wrong answer. 

The person guiding the conversation proposes what we call a ‘stem question’. (Some examples of 
stem questions are given below, and you might want to come up with different ones).

People are given time to look at the images, and choose one that helps them to talk about the stem 
question.

It is a good idea for the person leading the conversation to go first and talk about the image they picked.

Each participant is then invited, in turn, to share why they choose their particular image. This can be 
done in a ‘silent round’, that is that people don’t comment on what the previous person has said about 
their image, so that each person has the chance to say something about the image they picked.

Examples of Stem Questions
Choose one of the options in each stem question
Select an image that sums up:
What it feels like to ….. [work/live/visit] here.
What a good …. [day/ mealtime/ evening/ night] feels like.
What …. [kindness/ fun/ connection/ community]  means to you.

Give it a Go with 1, 2, 3, 4.
1. It can be a good idea for you to go 1st by picking an image, and sharing why you picked it. 

2. Worth mentioning a couple of times what you would like people to do, e.g. select an image 
that sums up.

3. If there are 3 or more people involved in the conversation, it is important that everyone gets 
a chance to speak and so you might want to suggest doing a round first where everyone 
takes it in turn to share about their image one-by-one.

4. B4 you finish the chat- it can be worth asking people: how they feel now/ and check out if 
you have their permission to share what was spoken about (if relevant and appropriate).
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Scenarios of how you might use 
the Knowing Me and Knowing You 
tools in your day to day practice
The following section provides some examples of how you might use the different tools during your 
day to day practice. We hope it is helpful to provide some examples, and it’s also important to note:

You will find your own ways to use 
these resources.

The suggestions for each of the 
scenarios are just some ideas to 
give a flavour- it’s important that 
you feel free to try out what you 
think will work best in your setting.
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The following tables give some ideas for the types of resources you might use in different situations.
All resources are available at: www.myhomelife.uws.ac.uk/scotland/kinections-resources/a-z-list-
of-resources/.

The resources labelled with an* are also available as interactive online resources at 
http://myhomelife.uws.ac.uk/scotland/kinections-resources/a-z-list-of-resources/.

Using resources for engagement with residents & relatives

Developing 
Care Plans 

Personal 
Care 

New 
Residents 

New
 Learning 
about Old 

Friends 

Mealtimes Shared 
activities 

Personal 
Care 

Short-and
-Sweet 

Moments of 
Connection

Picture 
Knowing Me* 

Insights into 
Me* 

Community 
Qualities 

Cards  

Community 
Qualities 

Cards  

KeyCard 
Questions* 

KeyCard 
Questions* 

Insights into 
Me* 

Local Stories 
and Legends

 Insights into 
Me*

KeyCard 
Questions* 

Emotional 
Touchpoints 

KeyCard 
Questions* Heartfelt Emotional 

Touchpoints
KeyCard 

Questions*

Community 
Quality 
Cards

Local 
Stories and 

Legends

Visual Inquiry 
Tool 

Local 
Stories and 

Legends

Instant 
Delights HeartFelt 

Local 
Stories and 

Legends

Instant 
Delights

Lounging 
around 

Sketchbook 

Making 
Sense of 
Things 

Lounging 
around 

Sketchbook

Lounging 
around 

Sketchbook

Lounging 
around 

Sketchbook 

Local 
Stories and 

Legends

Using the resources during meetings and focused conversations with residents & relatives

Review Meetings Residents & Relatives Meetings 
Conversations to Develop a 

Plan Together where a 
Concern has been Raised

 Making Sense of Things
At the Beginning of the Meeting: 

Instant Delights 
Visual inquiry 

 Emotional touchpoints

 Emotional Touchpoints

At The End of The Meeting: 
Making Sense of things 

Emotion Words from Emotional 
Touchpoints Pack 

 Making Sense of Things

 
Picture Knowing Me* 

Insights into Me*
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Using the resources for staff connection, learning and growth 
*interactive online tool available 

Conversations with 
colleagues

Staff Recruitment 
and Induction Supervision Reflective practice for staff

KeyCard 
Questions*

Community 
Quality Cards

Community 
Quality Cards

Reflective Practice on your Own 

Reflections and Ripples 

Community Quality Cards 

Reflection Tool 

Questions for Reflecting on Self 

Communities in Care Homes 

Questionnaire 

S.T.O.P. Resource Visual Inquiry
Community in
 Care Homes 
Questionnaire

Reflective Practice in Groups:

 Stories Have Legs 

Making Sense of Things 

Questions for Reflecting when 

Working in Groups

Reflections & Ripples

Emotional 
Touchpoints

KeyCard Questions*
Reflective Questions

Insights Into Me*

Visual Inquiry

Emotional 
Touchpoints Reflections and 

Ripples
Heartfelt Cards
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Getting to Know and Building 
Relationships with a Resident 
The following are some suggestions for getting to know new residents, or finding out new things 
about residents you’ve known for years.

Picture Knowing Me 
When Developing Care Plans:

When a new resident moves to a care home 
and you are developing their care plans the 
prompts in Picture Knowing Me could be used 
to open up the conversation about what is 
important to the person. There may be some 
of the prompts that are especially relevant in 
the early days of getting to know someone, 
for example, My Ideal Afternoon, Significant 
People, A Current Focus or Concern, Something 
Small that Makes a Big Difference to Me, 
Something I’d Like Help with. 

Something to chat about during Personal 
Care:
The Picture Knowing Me cards could be laid out 
before personal care begins, and some of the 
prompts could then inspire some conversation 
among the staff member and resident while the 
resident is having their wash or freshen up. 

Community Qualities Cards 
New Residents
You might use the community qualities cards to 
prompt a conversation with a resident to help 
them to talk about their personality, strengths 
and hopes.  

If you are asking a family member or friend how 
they would describe the resident, the Community 
Quality Cards may be helpful for this also. 

It may also help build relationships with the 
new resident and their family member if care 
home staff were to share some of their own 
qualities.

New Learning about Old Friends
Have you ever found yourself saying about 
a resident: ‘I know them inside-out’, ‘I know 
exactly what they like and don’t like’.
The Community Quality Cards could be used 
to celebrate what you already know and to 

possibly find out something new that might be 
a nice or interesting surprise.

KeyCard Questions 
Always Something More to Learn If you have 
a few minutes to spend with a resident, invite 
them to select a KeyCard question at random, 
and also choose one yourself. This could be in 
moments such as going for a short walk, during 
personal care, at mealtimes, or if they wake 
during the night and would like company. 

Remember that if either of you do not wish 
to answer the question you picked then just 
choose a different one. 

Iceberg tool 
Finding out what others know or have noticed 
about a resident in order to dive a bit deeper
When we are thinking about having a 
conversation with a resident, for example, a 
new resident to the care home, or a resident 
we haven’t had a chance to catch up with in a 
while, we might use the Iceberg Tool to explore 
with others what they already know that we 
might then explore further.

We could ask others about anything new they 
have learned about the resident, or what they 
have noticed about what a resident responds 
to.  This might prompt a further conversation 
with the resident. 

For example if a member of staff told us they 
noticed someone’s face light up when the birds 
were on the bird table this might us to find out 
that the resident always liked having a bird 
feeder in their garden. Going below the surface 
through conversation, we might ask more 
about their interest in birds, which could lead us 
to find out that the resident has a great deal of 
knowledge, and only likes looking at birds in the 
distance but doesn’t like them getting up too 
close.  

37



38 39

Residents & Relatives Experiences 
of the Move Into The Care Home
As we know moving into a care home can involve a range of emotions for residents and their families. 
Sometimes it can be tricky for people to name what it is they are feeling about the whole experience 
and so the following resources can help to open up a conversation about how the person is feeling, 
what is working well for them and if there are things they might be finding hard. 

Emotional Touchpoints 
Opening up channels of communication
to learn about a resident’s experience of 
moving into the care home, you might want 
to try using the Emotional Touchpoints tool. 

Having a conversation like this early on with 
relatives, may help to open up the channels 
of communication and show to them how 
eager you are to work together with them 
to support their relative. Some touchpoints 
(topics) that may work for this conversation 
about the experience of moving to the care 
home could be: 

With resident:
• Being in my room/  Being in the lounge 
• How I spend my time
• Mealtimes
• Getting to know staff
• Meeting residents and making friends

With relative:
• Visiting …….. (relatives name)
• Meeting other residents
• Communication with staff in the home 
• My involvement in ……… care

It can be a good idea to also have a blank 
piece of paper so that the resident/relative 
can any other topic they would like to discuss. 

Visual inquiry tool 
A Picture Can Say a 1,000 Words. The Visual 
Inquiry Tool can be a speedy way of learning 
about how the resident feels about moving into 
the care home.  It can also be an opportunity 
for you to share with the resident an image that 
sums up how you feel about them moving in.

Making Sense of Things 
Reflecting on How Things are Going.

The early days of someone moving to a care 
home can be crucial in forming relationships of 
mutual understanding and openness. Making 
Sense of Things resource is another way of 
hearing about the experiences of residents, 
and/or family members.

You could invite them to pick a prompt from 
the Making Sense of Things resource, to share 
about their thoughts and feelings about how 
things have been since they have moved to the 
care home.
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Short-and-Sweet Moments of 
Connection
Everyday in care homes there are brief moments in the lounge, and other public and private areas, 
where people are connecting and having a conversation or non-verbal interactions. Below are some 
resources which may give some further ideas for these short-and-sweet moments of connection. 

Lounging around Sketchbook 
Getting Some Ideas for Time Spent in the 
Lounge.

The Lounging Around Sketchbook has a 
number of ideas that relatives, staff and 
residents could try out. One place to start 
could be Truth or Dare on p.5 and see where 
this takes you.

For residents who enjoy touch, the quick guide 
to hand massage on p. 14 may be useful for 
staff or visitors who would like to give this a go.

HeartFelt 
Another Way to Talk about how we are Feeling.
If you would like to do a group activity in the 
lounge with a number of residents and/or 
visitors you could roll out the piece of felt on the 
floor and invite people to share which of the 
phrases stands out for them in terms of what 
they feel like today.  

Or 

Agree on one of the words or phrases you 
would like to chat about, for example ‘over the 
moon’. This could then lead to a conversation 
on when people feel ‘over the moon’.

KeyCard Questions 
Quirky Questions for Everyone to Use.
We would encourage you to leave a set of the 
KeyCard questions in the lounge, dining area, 
and/or hall tables and invite residents, relatives 
and staff to try out these questions.

This could, for example, be as people are going 
for a stroll down the corridor, over a cuppa in 
the lounge or during lunch in the dining room.
It may be that if two or more people are 
visiting a resident that they pick some KeyCard 
questions to chat about among themselves, 

and while the resident may not necessarily 
answer the question they may join in the 
conversation in other ways.

Local Stories and Legends 
Short Stories can Lead to Tall Tales.
Having a copy of the Local Stories and 
Legends booklet available in the lounge offers 
the possibility for a short activity, with the 
possibility that the conversation it generates 
goes on a lot longer. The stories take just a 
few minutes to read and there are suggestions 
alongside the story as to ways to make this 
a sensory story for people who may not 
necessarily follow all the words. 

There are also suggestions for continuing the 
conversation, and seeing what new directions 
the chat takes. 
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1-to-1 Time with a Resident
As we know there are some residents, for reasons of personal preference, health & safety 
requirements or because of frailty, spend a lot of time in their bedroom. Finding ways to engage, 
and connect with the resident can sometimes be more challenging in a one-to-one situation as 
compared to more social settings. 

The resources below offer some ideas for 1-to-1 conversation and engagement.

KeyCard Questions
Sparking Conversation

Even if you have only a couple of minutes, the KeyCard questions help us connect and learn more 
about each other. It is a way for the staff member to share something about themselves which might 
then spark the resident to continue the conversation.

Lounging around sketchbook
Bringing Comfort

There are some ideas in this booklet, such as Comforting Touch on p.14 which may be particularly 
relevant to people who are in their rooms a lot. 

Local Stories and Legends
The Local Stories and Legends are short stories which can be a way of engaging just by reading 
them, and can also incorporate sensory elements or opportunities for the resident to tell more stories. 
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Meal Times and Personal Care
Mealtimes and personal care are such keys times of the day for both residents and staff. They are 
the constant across weekdays and weekends, and often can be a time of building connections and 
friendships which bring life, enjoyment and variety to the day.

KeyCard, Instant Delights
Bringing Variety to the Day

Both KeyCard questions and Instant Delights could be used as conversation starters to have 
discussions during mealtimes. These can lead to new avenues of discussion, and create an energy 
about the place. 

STOP (Seeing, Thinking, Openness, Passing it on)
Carrying out personal care can be an ideal time to pick up on expressions, body language and 
to think about what this means.  For example if you notice that the resident starts humming when 
having their hair combed, you might then like to explore if humming seems to be related to when 
they are enjoying something. 

KeyCard Questions with Colleagues
If two members of staff are involved in personal care the KeyCard questions can provide some topics 
of conversation among them- the resident may not be able to join in verbally, but may enjoy being 
part of the banter through listening. 

Insights into Me
Using the pages of Insights into Me dedicated to ‘Feeling Fresh and Clean’ and ‘Eats and Treats’ 
could help to uncover some rich and specific information about what is important to the person 
during personal care and mealtimes.
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Review Meetings
The review meetings which take place approx. every 6 months for residents can be a great 
opportunity as it gathers a number of people involved in care and support of the resident together. 
In order to make the most of this opportunity, and open up conversations to explore if there are ways 
to enhance the residents’ life even further, the following resources can help to move the conversation 
in new directions.

Making Sense of things 
Reflecting on how things have been since last meeting. When reflecting on how things have been 

since the last review meeting, having The Making Sense of Things tool available could help prompt 
further discussion.  It can help to explore things that can be difficult to ask questions about/share 
and help people to talk about things they may not have said before.

Emotional Touchpoints 
Getting to the Heart of the Matter. If you would like to explore more about how those at the review 
meeting are feeling about the previous months, or are feeling about the future the Emotional 
Touchpoints emotion words can help people to say out loud how they are feeling.

Picture Knowing Me 
New Possibilities. When asking people at Review Meetings if there is anything else they would like 
to happen going forward, if can often be difficult for people to think up ideas. If you would like to 
explore more about what else the resident, or family, might value going forward the Picture Knowing 
Me cards could be used to help this conversation. 
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Meetings with Residents, 
Relatives and Staff
You may have experienced how setting the tone at the beginning of the meeting can have a big 
impact on how people go on to engage in the rest of the discussions. The resources below offer 
some suggestions for helping everyone’s voice be heard at the beginning of meetings, as well as 
ideas for how to end meetings again giving a  chance for people to contribute their thoughts and 
feelings. The ideas below could be used at meetings of relatives, residents and staff. 

At the Beginning of the Meeting
Instant delights. A fun, quick way to open the meeting that helps everyone speak, creates a buzz 
and facilitates connections as people get to know something small, but important about others at 
the meeting.

Reflective Questions- Questions for Reflecting on How we Listen. This resource could be used at the 
beginning of a meeting, if you would like people to reflect together on how they listen usually, and 
how they would like each person to listen to each other in the meeting.

Visual inquiry. The images could be used to help explore general topics, for example:
Select an image that sums up what respect (or another of the care homes values) means to you
Could be a topic that helps people to share something about their experience of living/working or 
visiting the home, for example: Select an image that sums up what it feels like to live/work/visit the 
care home.

At the End of the Meeting
Making Sense of things. These prompts could be used along with a question such as, is there one 
thing you are taking away from the meeting? Or what stood out for you from our meeting?

Reflective Questions- Reflecting in Groups. These questions could be used to reflect on how the 
meeting went, and how people worked together during the meeting.

Emotion Words from Emotional Touchpoints Pack. The emotion words could be placed where 
everyone can see them, and those at the meeting invited to share how they feel at the end of the 
meeting.
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Staff Recruitment and Induction
The following resources can be used to help involve residents and relatives in the recruitment 
process, and can also help facilitate responses that go beyond the ‘expected answers’. In terms 
of induction, they can be helpful in creating an environment where the new staff members voice is 
valued and there is investment placed in building relationships.

Community Quality Cards
Involving residents and/or relatives in recruitment
Prior to interviewing for vacant positions you could ask residents and relatives to pick qualities that 
are most important for them in a carer, housekeeper, nurse etc.
They could also be used for colleagues to share the qualities they value. These community qualities 
could then form the basis for some of the questions asked during the interview. 

Visual Inquiry/ Picture Knowing Me/ KeyCard Questions
Setting the Tone for the Interview. Using resources such as the Visual Inquiry Images, Picture Knowing 
Me or KeyCard questions can offer an opportunity for those interviewing to share something about 
themselves, which may help the interviewee to feel more at ease so that the interview can become 
a more natural, open conversation. 

Picture Knowing Me and Community Quality Cards
Building Relationships during Induction. Can be used as a ways of getting to know the new staff 
member, and identifying their areas of strength, experience and interest

HeartFelt
Relaxed chats about they are feeling in the early days. Having an informal conversation with a new 
staff member using the Heartfelt resource to explore how they are feeling about starting in the care 
home can provide the opportunity for new staff to share early-on what they would find supportive, 
what they would like to happen in their first days/weeks and anything they have concerns about.

Community qualities 
Good starts for new starts. Giving authentic, positive feedback, for example using the Community 
Quality Cards, on what you have noticed about a new member of staff has the potential to have 
a significant impact on their confidence and can help create a culture of giving specific positive 
feedback to others. 
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Supervision
There can be a lot to cover in a supervision meeting and it can also be an opportunity to find out 
more about the staff members experiences, strengths, areas they would like help with and areas 
they would like to develop further. The following resources could be used to do a deeper dive into 
the developmental aspects of the conversation, while doing so in a way that doesn’t necessarily 
need to take a long time. 

Community Quality Cards
Strengths - known and unknown. The quality cards during supervision to highlight peoples’ strengths 
– this goes beyond the usual strengths of hard-working, good time management, etc. identifying 
strengths that the person may not know they had. It may also open up the door to the staff member 
sharing with you what strengths they value in you.

Community in Care Homes Questionnaire
Tapping into Values. Asking the staff member to complete the questionnaire before the supervision 
meeting, could provide an opportunity for a focused discussion on areas they feel strong in and 
areas that may require further attention. The questionnaire also presents a chance to talk about 
aspects of the staff member’s role that tap into their values, your values and the values of the home.

Reflective Questions 
Reflecting on Practice and Interpersonal Relationships. Working with the questions in the Questions 
about Self or Reflecting on My Listening Sets of questions could be used to open up conversation 
for the staff member to reflect on their practice, and interpersonal relationships with residents, 
colleagues and visitors.

Reflections and Ripples
Developing Practice. If the staff member is keen to develop their practice further, the Reflections and 
Ripples resource could be used to delve more deeply into an everyday example where they learned 
something new in their work, and use this to think on how they could further develop this learning or 
apply it in other situations. 
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Reflective Practice for Staff
The following resources are some templates and starting points for staff to reflect on their practice, 
both on their own and in group situations. 

Reflective Practice on your Own
Reflections and Ripples. If you need to write a reflective account about something that happened 
in your work, the Reflections and Ripples headings could be used as a template to give some ideas 
about how to structure what to write.

Community Quality Cards Reflection Tool. This reflection tool can be used to think more about your 
existing strengths, and qualities you would like to develop further. 

Reflective Questions for Self. Answering a selection of the questions in the Reflective Questions for 
Self pack could be used as part of reflective practice.

Communities in Care Homes Questionnaire. Any of the 15 questions in the questionnaire could be 
used as a starting point for the staff member to reflect more about this aspect of their role, and 
what they are currently doing well and/or would like to develop further in relation to this area of their 
work.

Reflective Practice in Groups
Stories have Legs. The Stories have Legs questions are a structured way of having a reflective 
discussion in a group with the value of hearing different insights about the same story. Each person 
who is part of the discussion may take away something different, and there can also be a collective 
energy or focus that people will carry from it. 

Making Sense of Things. If there has been an event or experience that staff are gathering to de-
brief about, the Making Sense of Things tool could be used to help this conversation, where people 
could people could pick a prompt to help them share their thoughts and feelings. 
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