Phoenlx Trauma & Aged Care Support and Information Hub
I Video transcript #7:Building connections.

Angel, Personal Care Worker: This job is very rewarding, but also very hard sometimes.
Sometimes | feel really rushed and stressed. Sometimes the residents are grumpy and
don't do what | need them to.

Like John. The other day | went to his room to try to dress him — he started shouting at
me. ‘Slow down!" 'Who are you anyway?’

John, aged care resident: There's this new care worker here. She's nice enough but she is
always in a rush.

One morning, without warning, she barged into my room and started poking and
prodding, bossing me around.

Angel, Personal Care Worker: | didn't know why John was behaving this way so | talked
to Barbara, the NUM.

She said that my work with John will be easier and better for both of us if we build a good
relationship.

She reminded me that this is John's home, so it's important to respect his privacy by
knocking before entering his room. | should always explain what I'm doing and give him
choices where | can.

Barbara also suggested | get to know John so he can learn to trust me and feel safer with
me. We looked at his care plan and | found out ...he has a big family and that he served in
World War II. So, I'm getting to know him and learning what's important to him. .

Yesterday | invited John's daughter to our ANZAC day service. She told me that John gets
upset around ANZAC day because it brings back memories. | told my team mates so we
can all help John feel more supported during these times

John, aged care resident: | feel like Angel knows me better now. And that she really does
care.

Angel, Personal Care Worker: So remember, when working with someone with trauma,
it's important to build a good relationship. Get to know your residents, their likes and
preferences, and learn what you can about any past experiences of trauma.

Relationships with family and loved ones are also important so include them in activities,
as well as care planning.

Every interaction is an opportunity to build a safe and trusting relationship



