How to Make Your Family
Relationships Work
Right From the Start

Have you ever had
this happen?
You have a family approach you
to discuss something that,
clearly, they’re upset about. And
you think – where did THAT
come from? They usually smile
and say hello. They haven’t said
anything about this before! You
thought everything was fine!
Or maybe they’ve expressed their concerns to one of your staff
but that staff member got understandably busy and forgot to
mention it to you. It’s still unresolved, and now they’re really
upset. You have to scramble to investigate what happened as
fast as possible. And it puts you on the defensive.

Seriously, how does this happen?
When we don’t see obvious signs of trouble, we assume
everything is good. And let’s face it, who wants to go looking
for trouble? There’s enough of what we DO know about that
has to be handled.
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As part of my Admission Redesign work, I was meeting with
one of my client’s families to learn about their first couple of
months with their mom as an LTC resident. Their mom was
on the crisis list and desperately needed to be cared for in
LTC. They were thrilled when they finally got the call.
But here we were, two months later, and they had concerns
that created a level of skepticism and mistrust that was
hurtling down the path of confrontation and escalation.
When I spoke with the staff, they were surprised. The family
were nice, smiled and said thank you. Management weren’t
aware of the specific situations they shared with me.

The family? They
felt things were
still unresolved
and it snowballed,
creating angst &
frustration.
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So, how can you prevent this
kind of situation from
happening?
The short answer is to
train your staff to ask
questions and engage
in conversation with
curiosity and desire to
learn.
When the right questions are asked at the right time, and you
know how to look for signs of trouble, you can save a family
relationship long before it spirals out of control.
I give my clients a resource bank of questions that help them get
to the heart of what each family is experiencing. By asking the
questions, you'll discover what they value and learn how to
connect more deeply with them.
When you ask these questions, not only will you save
relationships that are going down the wrong path…you
strengthen relationships and create a more positive environment
for everyone.
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Here are 10 Questions
to Build Trust and Connection
with your Families

1. What do you value the most about your loved
....one living here?
2. If there was one thing you could change, what
....would it be?
3. What did you appreciate about the admission/
....move in process?
4. We always like to do check ins from time to
....time. I'm wondering what might have
....disappointed you about the admission/move in
....process?
5. I'm curious, what's changed from your
....impression on admission/move in day to now?
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6. What do you find yourself hoping for?
7. What would the ideal relationship with the staff
....here look like?
8. What would need to happen for you to fully trust
the staff and feel in partnership with them caring for
your loved one? ....
9. On a scale of 1-10, how would you rank your
....current level of anxiety/stress as a residents’
....family member? What would it take to move that
....number down? ....
10. On a scale of 1-10, how happy are you with the
......level of service you are receiving? What would it
......take to move that number up?
Once your staff have these questions in their back pocket, they'll
feel confident initiating a productive conversation with all
families, saving everyone drama and energy.
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