Knock Knock
Who's There?

Tips and stories from befrienders to befrienders

Connecting Seniors,
Enriching Lives ®




Showing our dedication helps with relationship-building

When you free then come,
if not convenient no need to come! 8

So late and it’s —_— Sorry Auntie!
raining, I guess Jenny OL\‘ I came late!
isn’t coming... Y.“

Raining why
still come?

Oh, it’s ok lah.
It’s like a habit already.
Every Monday I will come.

Rainy weather is
sometimes very nice...

Sometimes our seniors may be worried of possibly inconveniencing us,
and ask us not to visit them. However, going the extra mile to honour our
commitments in our visitation dates and timings can help to build trust
between the seniors and us. If you need to cancel your appointment, do inform
our senjors ahead of time, so that they would not be left waiting indefinitely.



Choosing an easy name for seniors to remember

T #i Uncle Soon Lee,
this is new colleague #ello Uncle, \
~ Emily. I'm Emily.
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#mm... Let’s think of
an easy name for seniors

Ah..simi..li? to remember you.
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Some names may not be commonplace to seniors and might confuse them on
how to address you. Introducing yourself with an easy to remember
‘nickname’ makes a more lasting impression with the senior and allows
a smoother introduction!



Adding a personal touch to befriending

At a corporate volunteering event... Alright, sure, thanks!

Uncle, please wait here.
I have a phone call
to pick up.

0Oh no, is Uncle

looking for me? Uncle, I'm here!

So many uncles,
which uncle you calling?
You can call me
Uncle Soon Lee.

Addressing seniors and getting to know their names help us in looking out
for them and add a nice personal touch when we are addressing them in
a crowd. Putting a name to the face would also aid us in remembering
certain traits about them.



The Art of Door Knocking

Uncle Soh “ #i John, you're here. Next time can
’ knock louder. Uncle was taking a nap
[ so didn't hear you at the door lah.

are you at home?

Another day...

#mm, Uncle say
knock louder...

Oh John you are here. Next time,
no need to knock so loud,

\ / So... louder
Uncle not deaf ryef lah./I or softer?

Every senior is unique and has their own set of personalities, and it takes
time to discover them all. Do not be quick to take offence at their comments.
Instead, reflect on what we can do to find that sweet spot in between that
would make everyone happy.



Befriending is a two-way street

I'm ok! Just a bif‘

giddy because 7~GBHE.
(not enough sugar)

Are you ok
Hui Min?

I got something
for you!

A HEg

(Enough sugar?)

I have enough
sugar liao,
thank you!

L~ Hui Min,

you still giddy?

7/ / |
In this story, the senior did not realise that when the befriender said
“not enough sugar”, it referred to low blood sugar condition. Yet, the senior
took the initiative to show care towards the befriender in his own way.
Sometimes, the seniors may not always fully comprehend the context,
but their sincerity in caring for us always leaves us feeling thankful.




Dressing comfortably, dressing sensibly

This is Uncle
Hock Seng!

—

Please come in!

Xiao Ming is a new
volunteer I'd like to
introduce you!

This is Auntie
Siew Moi!

This is our

Xiao Ming!

new volunteer

A while lafer...// This is
Uncle Raj!

H#e wore his
best looking shoes
to impress you

We hope to make home visits to seniors hassle-free for befrienders.
Hence while we encourage befrienders to dress appropriately out of respect
for our seniors, we recommend befrienders to also dress comfortably as well!



Tactfully declining offers from seniors

#How can!
Weather so hot!

#ere Charles, It's ok,
have some drinks! I don't need

Ok... I'll just have
water please, thank
you, Uncle Hock! )

any drinks.

Sure or not?
You walked so much
you must be thirsty!

Next time...

Today I have coke,
barley, coffee and tea!

Don’t worry Y
because I have
my own water
too!

While we are sometimes shy to accept the hospitality of seniors,
some seniors may take our refusal of their hospitality the wrong way.
Letting the seniors know our reasons i.e. taken lunch already,
will allow them to understand our refusal better.



finding common interests with elderly

Yes!

Wow, Makcik!
Did you make these
kueh on your own?

but now that I am so old, I do not really
have the strength to make them aw

I used to really enjoy making Kueh, N

Can you teach me

Sure, Sayang.

Another day... Hello Makcik!

how to make kueh?

I will teach you the
next time I see you.

I am here for
my weekly visit.

)
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Aishah, why did you bring
so many plastic bags
with you today?

To learn how
to make kueh

I meant I would write down
the recipes for you lah Sayang.
With so much ingredients,
we can open a shop selling
kueh already!

finding common interests can be a great conversations-starter with your
seniors when you visit them. Take note of things in their homes that could

indicate their hobbies and interests (e.9. mahjong, arts and crafts, etc)

and if you have similar interest, it would be a great way to bond with

your seniors!



Avoid talking amongst yourselves or
excessive messaging on your phone

Auntie Nair, did you
watch the singing competition
on TV last night?

Oh, 1 did, I did!
The second contestant
was so talented.

Yes, I like him
very much too!

week to watch the new episode.

I do not want to wait till next j@
Can I watch it online? ‘

Yes, let me get
you the link.

If you want to engage
in your own activities
and exclude me,
why come at all?

Seniors are able to observe whether we pay attention in our interaction with
them. Including our seniors in the conversation makes them feel respected.
The same goes for not using your handphones excessively around seniors as

this might make them feel that their presence is not acknowledged.



Taking notes of what was spoken before

so that you can follow up

0k, Uncle Chan,
I am leaving now.

Thomas, can you help find where I can
get a free eye check?

Sure, I won't
forget!
=/ :
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A week later... #i, Uncle Chan! Do you have the

information I asked
you for?

#uh? What
information?

It's alright...
I'm just afraid
that I'll miss the
date and time.

q
Sorry, Uncle Chan!

I will take notes
next time so I
won’t forget!

Taking notes of your conversations with seniors can help us to keep track
of their well-being and let us know if they require any assistance
(e.g. medical appointment reminders). Also, it allows the senior to know
that we are listening to what they are saying and which gives them
the assurance that we care for them.



Keeping Our Word

Uncle, your stamp collection I heard that she does not
is really nice! want them anymore. I can collect it
~— v L—‘ﬁ

) and give it fo you next week.
thave a relative who used to be

an avid stamp collector too! That would be great!
Are you sure she does not
want them anymore?

Another day...

v

Confirm! I will pass it
to you next week!

Daniel is coming with
the new stamps today.
I'm so excited!

Great! I am looking
forward to it.

= Oh, I'm sorry...
she has given it away
, . to someone else.
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#i Daniel! I have been :

looking forward to seeing
the stamps all week! oo

Ah? 0Oh, it's alright then.

Rather than making a promise upfront, it would be wiser to say that
you will check first before agreeing to something with the senior.
We could unintentionally raise their sense of hope but disappoint them later.
If done too often, it may hinder trust-building with the senior.



Part 1: Checking for food Expiry Dates

/ Go go, grab

#i Uncle Alex! {

L yourself a drink.
T
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/Uncle! This has .

already expired! Haht Nevir m'md
H\ one lah. Expire

) hile .
\ \' awhile only A
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7/ Uncle, the expiry dates are fhere\ Can I help to clear
because they may be harmful if ‘ this can for you fody‘\_

consumed past the expiration date.

It’s so wasteful to throw...
But ok... just that can
of drink hor!

Ok la, ok la.
- I will check f‘hem
myself next time.

There may be items that are left unchecked for a long time in some
seniors’ homes. Observe which items are frequently consumed by senior,
especially perishables with shorter shelf-life i.e. bread, crackers, kaya and
milk. Then find appropriate opportunities to seek consent and make
regular checks on their expiry dates.



Part 2: Exercising creativity and practising sensitivity
when helping seniors clear expired food

Go go, grab
yourself a drink.
| e .
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Two weeks later...

Thanks
Uncle Alex!

Ah Susan, you are
early today.

It’s so wasteful to throw...
But ok...just that can
of drink hor!
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I also brought you some biscuits,
since you let me try your kaya,

we can exchange! ‘
o~
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Uncle, WAH, this brand of kaya nice or not?
So long you also haven’t open, can you

let me bring home to try?
‘ /1 don’t know if it's nice. )
I don’t take kaya often,
you can ftry it!

Our seniors have been taught to be hardy and thrifty. Show understanding if
they resist clearing their expired food. Be careful not to be high-handed lest

they reject our help in the future. Exercise some creativity i.e. some form of
exchange can buffer their sense of loss. There are other tactful ways but ONLY

attempt this when you have good rapport and remember to ask for consent.



Keeping seniors’ personal information confidential

Hi Auntie Mary, v = N The next time you see XXX brand L size

I have a favour to Sure Paul, diapers on sale, can you buy a pack
ask of you. come in! for your neighbour Bee Lian?

]

Another day...

Oh, she wears diapers?
I never knew that.

o
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Bee Lian, I bought you a pack
of diapers! They were on sale!

Yeah, she only started wearing them
recently as she has some trouble
toileting nowadays.

Sure, will do.

Erm, I don’t wear diapers.
What makes you think I do?

Why did Paul tell others?
How am I supposed to face
the other neighbours next time?

Aiya, it’s ok one la.
We are all old already.
Paul told me about it!

Sometimes in our eagerness to help, we may accidentally slip out other seniors’
personal information to others. This can lead to embarrassing conversations or
awkward feelings. As the Asian saying goes, certain matters should be kept close
to one’s dearest friends and family. It is a privilege that we are in this
inner circle, so let us preserve their dignity and not breach our seniors' tfrust.



Respecting

boundaries

#i Uncle Tan,
I am Louis, a new
befriender.

So, Uncle Tan,
how are you today?

Today was a good day,
the sun was ho...

Wait, Louis where
are you going?

I

first time in your house,

Since this is my

thought I can explore it.
_—

Why don’t you sit down
and chat with me,
there is nothing to look at.

' i
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with you soon.

It is ok, I will be

P

After a while...

Wow, Uncle!

Oh, there is no need, Louis.
I know where everything is.

Your room is so messy!
I will help you clear it.

I looked inside your cupboard as well,
I will help you organise it next week.

ERm. \'

Respect our seniors’ privacy and personal space. Always seek permission before
entering areas in their homes that are apart from where you usually conduct
your befriending conversations. When reading seniors' letters, do look at the
letterhead after opening the envelope. Inform the senior which organisation

the letter is from and ask for consent if you could continue reading the letter.



Dispelling misconceptions

as I am not feeling well.
H#ow have you been?

Auntie, I can’t visit you this week |

Auntie is afraid to go to the market
because there is a new COVID case there.

Don’t worry Auntie,
they will do thorough cleaning
after a case is reported.

7" 0h really? But my friend
told me not to 9go...

Your friend must have been mistaken.
You can get the most accurate
> information from the news.

If you are unsure of anything,
give me a call and I will
find out for you.

Thanks for still calling me
even though you cannot visit me,

The COVID situation has impacted us tremendously.

Never underestimate any form of contact we have with the seniors.
We still have an important role to play during this period.



Reassuring senijors

who are targets of scams

Amy! I just received a call from
the Ministry of Health,
saying that I have come into
contact with a COVID patient!

Calm down, Uncle Yeo!
What did the caller say?

asked me to go down to collect some
documents from them.

W,

iy =~

They asked for my bank account details and

That sounds a little strange.
Why would they need your
bank account details?

I don’t know what to do!
Please help me.

Let me call the hotline
and check for you.

_—

Uncle Yeo, I have called them and

If you sense anything amiss, tell them
you will call back and let me know.

Aiya, how can these scammers
do such a thing at this time?
Anyway, thanks Amy!

they said it was probably a scam call.

for the ministry advisories and passing them on to our elderly.



Placing of items if senior is not in

Tim, I will not be around for the Actual day of distribution...
monthly distribution next week.
Can you place my share outside my door?

I will just place this bag outside
Auntie Peh’s house as she instructed.

At home...

Auntie, did you get the bag
I placed outside your house?

I saw a cat nearby and I thought
It was destroyed by the cat and y it would guard it for you.

all the contents inside were broken. Instead, it destroyed the rations!

Placing items outside the house of a senior may run the risk of
animal attacks, theft and other scenarios where the item/s may be damaged.
Whenever possible, try to leave the items in the care of someone else
to pass on to the senior later on.



Learning at different paces

Johnson, can you show me
how to log-in to my Singpass? }

[ You click here, then key in your password,
then wait for SMS OTP then you press

You are doing it too fast,
I don't know how to check
my messages...

Let me show you
how to do it
step by step.

Oh sorry, Uncle

Key in your password here. \
Now check your message and

key the 0TP.

See, you successfully logged in!
How about you try to repeat
the process yourself this time?

Seniors may not be able to grasp technology as quickly as we do.
Avoid using jargon while guiding them. Also, do not take it for granted
that what is common knowledge for you would be the same for them.

Show them every step of what you are doing.



Broadcasting? Befriending?

I am illiterate.

I cannot read my letters.

I may miss out certain news at times.

But I have something that
other people don't have..

” MY OWN PERSONAL NEWSCASTER!

)]l \\\\\\\\

" h Auntie, next week keep shoes ah, N
block washing. Remember next week

Thursday government giving GST payout ah..
y 9 giving payout ah.. 4
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Taking some time to create a weekly bulletin of important news
(elderly related news, estate related updates, general local/foreign news),
is a good way to keep your elderly informed about the latest developments

around them. Before every visit, look at the noticeboards by the lifts
to see if any upgrading/maintenance works are upcoming.



Learning new languages

Good morning Auntie Maria and
Uncle Mohammad! How are you today? /

Good good.
Just finished my
breakfast.

Is Auntie ok?

Why is she so quiet? cannot speak Engl

what to say.

Nothing lah, she

so she does not know

ish

Hmm...
I should try
to do something...

Apa Khabar means how are you.
Belum means not yet..

(0)

Selamat pagi means good morning..

Selamat Pagi Auntie! Sudah Makan?
(Good morning Auntie! Have you eaten?)

(0

Belum belum. i o)

(Not yet, Not yet) /..
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Wah Owen! I see that

you have learnt some Malay!

A

Sikit Sikit (Just a little bit) only.
Learning so can talk to Auntie also!

. Please guide me along as I learn.

In the course of befriending, taking the initiative
to learn a language an elderly is familiar with may increase
the variety of the topics that can be touched on.



Maintaining eye level contact

Good afternoon Auntie!

Wah Auntie, you having
wanton mee? Looks good!

( Auntie I'm Zoe! ,

Ahh Zoe, you are so tall!
My neck hurts from straining to see you.
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Ya, I can finally see your
pretty face now!

Maintaining the same level of eye contact not only shows the senior that
you are giving them the respect, it also makes them comfortable
that you are sincerely trying to engage in a proper conversation.



Having a meal with the seniors
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Auntie Tham! Later I meet you
at 9am at the hawker centre
for breakfast ok?

- .
Auntie! What do you
want to eat?

]
I don’t know,
what is good here?

- ~ o
ﬁ! ~
. RNV

Everything is good here!
Yong Tau foo, Prawn Mee, Toast.
It depends on what you want to have.

0k, I will have
prawn mee!

Have you been cooping at home
/ for a long time?

Ya! With the COVID-19 situation, It’s good to stay safe,
I stay home most of the time but we can have a quick meal together
as advised by everyone. sometimes if you like!

During the Covid-19 pandemic, a short meal together outdoors
can be a nice activity change as much as an alternative to home visits
where it is more well-ventilated.



Calling before visits

friday 3PM...

Uncle, I will see you on
friday at 3PM!

#tello uncle,
good evening!

Alright! See you!

H#mm, where did he go?
I have made a wasted trip today.

Uncle, how are you?
I went to your house last friday
afternoon but you were not home.

%,

Oh no, sorry Kumar.
I had a medical appointment earlier
on friday and I forgot to tell you.

Ah I see. In the future,
I will call you on the day itself as well,
so this would not happen again.

That would be good.

To prevent a wasted trip, it is a good idea to call them again
before visiting, a day before or on the day itself
to serve as a gentle reminder to seniors.



Exercising creativity on seniors who voice out
negative expressions

Uncle Liew!
What are you doing here?

Taking a break is so that you can
walk further! You rested your legs now,
so we can walk home together.
You can do it!

Sigh, old and useless already.
Walk a few steps, and my leg aches.
Life is so tough...

10 minutes later...

Are you ready to walk further?
Come on, let me help you,
we can slowly walk together!

Providing the seniors with encouragement shows them another perspective
and assures them that they are still cared for.



Short Stories



With creativity and patience,
Befrienders can help seniors expand their perspectives

Auntie Low is single and lives alone.
She has mobility issues and
is relatively homebound.

She has a traditional mindset and feels
paranoid that her health would be
affected by radiation exposure.

Hence, she is resistant to technological
devices, fearing that they emit radiation.
She even plugged out her home phone.

Over the years, many have tried to
tell her the convenience of a handphone,
but she refuses. Resultantly, it was always
difficult to reach her except to physically
go to her home.

Hi
Auntie!

In comes a new befriender, Jen.

How are you
today, Auntie?

Auntie has many interests. She likes
to sing and talk about Traditional
Chinese Medicine (TCM) health benefits.

Jen is observant and attempts to keep up
with auntie’s interests by researching online.

Although Auntie Low is resistant to
technology, she does not stop Jen from
using her handphone to check things for her
on the internet during visits.




Jen gets creative. She goes to YouTube
to find songs to sing together.
Knowing that auntie is interested in health
facts, Jen also shows her health videos.

One day, auntie received a second-hand phone.

Auntie Low was in a dilemma at first.
But when she remembered how Jen showed
her interesting videos via a handphone,
her resistance wavered.
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Auntie asked Jen repeatedly if the handphone
would impact her health.
Jen reassured auntie and she finally agreed
to learn how to use a handphone.

Here, let me

Now, Jen and auntie have proceeded onto

WeChat. When auntie was not feeling well

recently, Jen was able to show concern to
auntie more conveniently.

Their relationship has since deepened.

Seniors are unique in character, and in their perceptions towards different

things. When we share information in a casual and non-coercive manner,

we can slowly help them understand and break down their resistance that
stems from the lack of knowledge.



Setting goals and

never giving up

Befrienders Simon and his wife Angie
have been visiting Uncle Lee for some time.

However each time they visit, uncle would
hardly speak. Sometimes, he looked sad
but would not say much.

After attending LB's Befrienders Certification
course, Simon had learnt to actively set
befriending goals during visits.

find our common
topics and interests...

Simon decided to spend more time with Uncle
Lee, hoping to find topics to engage him.

Mr. Lee, is that a
self-measuring blood
pressure machine?

Can I measure my own
blood pressure too?

And so every week, Simon will measure
his blood pressure and take the chance to
engage Uncle Lee.

Simon would joke about his own
blood pressure and how everyone should
keep healthy and uncle would just gently

nod his head.

You know ah,
everyone should...

As Simon spent more time with Uncle Lee,
uncle slowly began to converse more.

Our staff also noticed that uncle’s mood
gradually improved.




At one point, Uncle Lee became active enough
to go for an IT course for the elderly.
He sought Simon’s assistance to pick an

affordable netbook for him.

Additionally, Simon also helped uncle apply
for IMDA’s Home Access programme to get
subsidised fibre broadband connectivity.

Now you can use the
internet at home too!

Simon then taught uncle how to find
old films on YouTube and horoscope readings
on Google. They also practise typing on the

keyboard weekly.

Through much effort and time,
Simon achieved his befriending goal of
finding something to engage Uncle Lee,

who seems happier and more engaged now.

It could be harder to achieve breakthrough with some seniors.
In fact for others, sometimes breakthroughs might not even come.
We like to thank all our befrienders who attempt to try and
who continue to persevere.




Being open to befriend a lonely senior
living with their estranged families

Uncle Yang resides at a purchased
4-room flat. Despite staying with his wife,

son and daughter-in-law, he is very lonely.

He is an amputee.

#is relationship with his children is weak.
He is estranged with his wife.

Despite staying in the same unit,
they sleep in separate rooms and will often
get into heated arguments.

#e has nearly no contact with his family
daily. They leave home early in the morning
and are not back when he sleeps at night.

Uncle Yang is lonely, and face challenges in
getting his meals and bathing. These daily

activities are made harder since he is
wheelchair-bound, hard of hearing and has
very poor eyesight.

Uncle Yang was reported to have suicidal
thoughts before due to his health,
financial and living conditions.

He stayed in his room most of the time
and was very moody.

LB accepted Uncle Yang’s case and matched
Befriender Wan Ling to him.
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Wan Ling was open-minded and
willing to befriend uncle even though
he lived with family.




On her first visit, Wan Ling noticed that
uncle’s bedroom was lined with many
LED lights due to his poor eyesight.
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#e found it hard to watch tv so he had
7 radios to listen to Cantonese and
Hokkien songs/stories.

Wan Ling conducts regular visits as much as
she can and buys fruits for uncle sometimes.

She also went the extra mile to ‘burn’

Cantonese and Hokkien songs/stories into
thumb drives for uncle to listen. Through
her actions, Uncle Yang found someone

who showed care and concern for him.

Despite his bad memory, uncle remembers
Wan Ling as “my friend” and
looks forward to her visits.
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Now, Uncle Yang often mentions how
Wan Ling’s befriending has improved his life.

Loneliness and risk of social isolation can hit any senior.
Evolving societal and familial issues require us to expand our Befriending
perspectives, such as extending support towards seniors who do not fall

under the traditional single, living alone and lower income profiles.




Taking seniors from scattered regions and
wheelchair or home-bound seniors out

Some senjors rarely got to go on outings
because they needed more assistance with
walking (i.e. walkers) and/or when they live
in far and *scattered regions.

As it is logistically more challenging,
staff explained that limited number of
sponsors would go to different pickup points
for outings. Wheelchair-friendly transportation
were also more expensive.
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Despite the logistics challenge,
the befrienders decided to take their seniors,
who are not very mobile for an outing.

We need to gather
our friends to
help out too!

The seniors selected included Uncle Tan,
who had a rare form of muscular dystrophy,
as well as other frailer seniors.

...and also went to eat "Tze Char" lunch.
Uncle Tan, who otherwise would not have
been able to go out, was so excited about
this rare social activity that he wanted to

pay for everyone.

It's ok Mr. Tan!
Susan's group already
sponsored this!




The entire outing took a long time because It was tiring and at the end of their
all befrienders and their friends needed to 6-hour trip, everyone fell asleep on the bus
take extra care to help their frail seniors on the way home.
up and down their mini bus and
around the destinations.

Before getting off, the seniors praised It was worth all the hard work to see
the volunteers and said that they were the smiles on their seniors' faces.
deeply touched by their actions. |
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Outings for seniors on wheelchair or homebound seniors can be more tiring
and which require more coordination and time, but are extremely rewarding
because these seniors rarely get to go out and they treasure such
opportunities. We like to thank Befrienders who bring together extended
sources of help to make an even greater difference to our seniors.

*Scattered regions: Regions where seniors stay far from one another,
unlike rental blocks with many elderly living in the same block






