
Comfort Matters is an evidence-based education program, 
a holistic and integrated approach that improves quality of care 

and quality of life for persons with dementia.



“The Comfort Matters experience was one of the best in my entire 
medical career. It was very informative and a great opportunity to 
learn what people with dementia really need!”
– Physician, Phoenix, Arizona



The program that developed has been studied and adopted by hundreds of healthcare staff. 
It continues to evolve and incorporate emerging evidence that is then performance-tested in 
healthcare organizations.
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From its beginning, Comfort Matters adopted two principles of caregiving 
initially advocated by Thomas Kitwood–Comfort Care and personhood. 
Building on these principles, Comfort Matters educates long term care professionals and staff on 
how to make comfort the goal of all tasks for people with dementia. Comfort, or palliative care, as 
it is often called, has long been considered for persons at end-of-life. Comfort Matters demonstrates 
that this model of care improves life for persons with dementia long before they are end-stage. With 
Comfort Matters, persons with dementia continue to be viewed as experts on their personal comfort, 
despite the challenges of living with dementia.

Comfort Matters Dementia Care Education (CMDCE) is interdisciplinary 
education for professional caregivers who, in collaboration with family and 
friends, provide care and service for persons with dementia. Known formerly 
as Palliative Care for Advanced Dementia: A Model Teaching Unit, this program 
began in 2005 when Beatitudes Campus and Hospice of the Valley created 
an education program focused on teaching best practices for dementia 
care in Phoenix, Arizona.



 Staff Empowerment means giving all staff members the “go ahead” to do what is best 
 for individuals with dementia–within the policies and procedures of the organization. 
 Empowerment is not limited to a particular department or job role, but evolves as staff work 
 together on interdisciplinary teams. Staff members who are empowered become the voice 
 of the person with dementia.

 Person-Directed Practice describes caregiving that focuses on the individual needs and life 
 patterns of a person with dementia. This approach to care addresses an individual’s physical, 
 social, spiritual, medical, and emotional needs. Person-Directed Practice is concerned with 
 evaluating individual needs by observing and interpreting a person’s behavior. The foundation 
 principle of Person-Directed Practice is “to know the person.”

 Know the Person refers to being knowledgeable about an individual’s important life events, 
 past daily routines and vocation, as well as family members and friends. To know the person 
 also means that caregivers are knowledgeable about what makes an individual comfortable 
 and happy, given the challenges of dementia.

 Anticipation of Needs is an approach for meeting basic needs of persons with dementia. 
 In simplest terms, this means feed people before they are hungry, give them fluids before they 
 are thirsty, help them lie down before they fall asleep, provide comfort measures as soon as pain 
 is recognized, and help them occupy their time before they become bored.

Comfort Matters works off a few deceptively simple, but really powerful concepts:

These five ideas undergird long term healthcare at Beatitudes Campus and are embraced 
and practiced by staff. It’s no wonder that Comfort Matters courses are built upon them.

 Comfort Care refers to the care required to meet a broad spectrum of needs of persons with 
 dementia. This spectrum includes not only medical and physical needs of individuals, but also 
 their social, spiritual and emotional needs as well.
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“I can’t believe it. You’ve given us our mother back. 
Please let me know whom I have to speak with to ensure 
that healthcare staff everywhere learn Comfort Matters.”

– Family Member, Phoenix, Arizona



Support materials provide additional information on topics 
of importance, from policies and procedures to assessments 
to using organization data in decision making (See Support 
Materials for CMDCE).

For additional information on the 
accreditation process please visit 

www.ComfortMatters.org/Accreditation

Accreditation by Comfort Matters Dementia Care Education is available to healthcare organizations 
that choose to meet the required standards. Standards require that organizations adapt their systems 
to focus on Comfort Care. In addition, staff and medical care providers must complete course work and 
embed their learning into practice with persons experiencing dementia. Accreditation may occur as 
early as 12 months after the program begins.

Other professional services include consultations, coach calls, and online instruction. An onsite 
consultation by one Comfort Matters staff is arranged for the organization each six months during 
the agreement. Coach calls by a Comfort Matters consultant are made on a regularly scheduled 
basis to organization staff to help them work through their questions or concerns about embedding 
Comfort Care into practice.

CMDCE emphasizes the importance of working with families and loved ones of persons with 
dementia. An online course, “What Families/Close Friends of Persons with Dementia Need to Know 
about Comfort Care” is available to these individuals if their person resides at an organization where 
staff have either completed CMDCE or are in the process of doing so.

Instructional materials contain content outlines, print resource materials, and self-checking 
exercises for each course. Healthcare staff use these materials for note-taking and for information 
about their progress in meeting course objectives.

Onsite instruction by two Comfort Matters instructors who provide duplicate eight-hour sessions 
using instructional materials designed especially for Comfort Matters (See Descriptions of CMDCE 
Courses). All healthcare personnel are encouraged to participate in one of these two sessions. 
Individual copies of instructional materials are provided as part of the agreement for up to 50 staff. 
Additional copies are available for purchase.

Initial consultation by Comfort Matters consultant(s) to meet with key staff, obtain baseline 
information about the organization, and meet with staff educator(s).
Note: Consultants are called instructors whenever they teach.
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 Toward Person-Directed Care: Comfort for Individuals with Dementia in Long Term 
 Healthcare Organizations helps organization staff plan for and put into operation a couple 
 of Comfort Care items. All staff are needed in the planning processes either as leaders or 
 as stakeholders.

 The Magic of Making Connections assists staff in helping persons with dementia make 
 connections within themselves and to their environments. Comfort Matters insists that persons 
 with dementia continue to be treated as people long after their self-awareness is diminished.

 Assessing and Addressing Pain in Persons with Dementia assists staff with skills of finding 
 out whether persons with dementia are in pain and what to do when pain is detected. Each staff 
 member is expected to be knowledgeable about assessing pain and either doing something 
 about it or reporting it to someone who can.

 Comfort-Focused Approaches to Dementia-Related Behaviors assists staff with skills 
 and abilities to provide Comfort Care for persons with dementia. This is a job for all staff 
 at a healthcare organization.

 Key Concepts in Dementia Care Education provides an introduction to Comfort Matters 
 education. This course elaborates on the definitions of the five concepts and provides a rationale 
 for their importance in the care of persons with dementia. “Cultural competence,” including its 
 definition, requirements, and importance, is also part of this course.

For more information, see Brief Guide to Comfort Matters Dementia Care Education.

 What Staff Need to Know about Comfort Care expands staff knowledge of key concepts 
 and broadens them into statements about knowledge, skills, or abilities. Whereas some 
 competencies are common to all job roles, other competencies are specialized to particular 
 roles. Materials for What Staff Need to Know are individualized by job roles–activity/recreational 
 therapists, administrators, admissions/marketing staff, certified nurse assistants, dietary 
 professionals, directors of nursing, housekeeping/laundry/maintenance personnel, licensed 
 nurses, medical care providers, managers/directors, physical/occupational/speech therapists, 
 social workers, and spiritual care providers.
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“I wish every person 
with dementia could 

receive this type of care. 
This is something every 

healthcare worker 
needs to learn.”

 – Director of Nursing, Tempe, Arizona



Sample Plan for Launching CMDCE describes the processes involved in beginning CMDCE 
at healthcare organizations. For healthcare leaders.

Leadership at Comfort Matters Healthcare Organizations is a preview experience for 
leaders at healthcare organizations about the meaning and ramifications of “person-centered 
care.” For healthcare leaders.

I-Care Plans includes I-Care Plans used in long term healthcare. These give direction to staff who 
care for persons with dementia and are provided as examples that can be customized for use in 
other organizations. For healthcare staff.

Policies and Procedures contains policies and procedures used in long term healthcare. These 
give direction to staff who care for persons with dementia and are provided as examples that can 
be customized for use in other organizations. For healthcare staff.

Handbook for Staff Courses provides assistance to an organizational staff educator(s) who 
works with staff engaged in the study of CMDCE. This assistance includes handling details of 
meetings, keeping track of progress, and many other matters. For organization staff educator(s).

Accreditation Assessment is a set of questions used by Comfort Matters consultants when they 
make the accreditation visit. The document is included as Appendix B in the Guide to Accreditation, 
but is also available as a separate document. For Comfort Matters consultants.

Self-Assessment by Healthcare Organizations is a set of questions answered by staff at a 
healthcare organization to provide information about areas where changes may be needed, as 
well as areas where the organization is doing well. This assessment is completed both before the 
program begins as well as when it concludes. The document is included as Appendix A in the 
Guide to Accreditation, but is also available as a separate document. For key staff.

Guide to Using Organizational Data in Decision Making provides explanations about how to 
use data from the organization in decision making. These decisions are expected to improve care 
for persons with dementia and improve the work environment for staff. For leaders and key staff.

Guide to Accreditation of Organizations by CMDCE furnishes information about the accreditation 
processes, including standards, the timeline for working toward accreditation, assessments to be 
completed by the healthcare organization and the consultants, explanations about monthly data 
from the organization shared with CMDCE, and coach calls. For leaders and key staff.

Brief Guide to CMDCE answers important questions about the program: What is it? How does 
it work? What are the courses and materials like? What takes place before and after the courses 
are completed? Why get involved in this program? For all healthcare organization staff.
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We envision a neighborhood like no other, where 
life is fully worth living. With purpose we seek to create 
a home in which no trace of institutionalism exists and 
the body and spirit are equally fed.

CMDCE is consistent with the Omnibus Reconciliation Act of 1987, the Center 
for Medicare & Medicaid Services (CMS) regulatory processes and the CMS Initiative 
to Improve Dementia Care and Reduce the Use of Antipsychotic Medications.

Any staff member who comes in contact with persons who have dementia should 
participate in CMDCE. This includes housekeeping/laundry/maintenance personnel, 
social workers, certified nursing assistants, spiritual care providers, nurses, food service 
staff, physical/occupational/speech therapists, administrators, directors/managers, 
directors of nursing, activity/recreational therapy professionals, admissions/marketing 
staff, and medical care providers.

What makes Comfort Matters Dementia Care Education 
different from other dementia care programs?

CMDCE focuses not only on educating staff about evidence-based care and service, 
but also assists organizations in adapting systems and routines to fully support people 
with dementia.

Who should participate in Comfort Matters Dementia Care Education?

How does Comfort Matters Dementia Care Education 
fit with state and federal regulations?
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“What a difference Comfort Matters makes for people with dementia. 
Now I have the tools to make comfort the goal for people I serve.”
– Social Worker, Chicago, Illinois



Comfort Matters has received national recognition and awards for 
professional education and for advancing quality of life for persons 
with dementia. Visit www.ComfortMatters.org for more information.

ihilton@comfortmatters.org
talanzo@comfortmatters.org

Beatitudes Campus
1610 W. Glendale Avenue - Phoenix, AZ 85021

Options include classroom-style courses at Beatitudes Campus, 
Phoenix, Arizona, or at your organization, as well as web based 
instruction. For more information, call 602.995.6104 or email 
ihilton@comfortmatters.org or talanzo@comfortmatters.org. 
Tell us about your interests and include contact information.

SCHEDULE Comfort Matters EDUCATION FOR YOURSELF 
OR YOUR HEALTHCARE ORGANIZATION


