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Why it matters....

Family perception affects resident
SerEL S s dct1on

Impacts staff morale and retention

Regulatory expectations (CMS, state
requirements)
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What word comes to mind when
you think of
“family involvement”
in your facility?

Understanding Family Dynamics

® Families are under stress

® Common emotional states: gl
grief, anxiety, denial

® Multiple family members = multiple
personalities, roles; topinions
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Roadblocks to

Positive Culture

$rRPoor commuhication

galiack of ‘trust

2odnconsisktent staff messaging
® Unclear boundaries o

® Feeling ignored or excluded

What is Positive

Family Culture?

® Families feel informed, involved,
respected =

® Staff feel supported, not undermined

® There's a system of communication and
feedback

® Conflicts are addressed early
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Know who is the “Boss”

® You are in business .to provide care and services
to meet resident and family needs, and you can
eniherdossthat 1T youlNknow swhat ityes: Fhey want:

® When you truly listen to your them, they let you
know what they want and how you can provide those
services. :

® Never forget that the residents/families pay our
salary and makes your job possible.

Be a good listener

® Take the time to identify
resident/family needs by asking
questions and céncentrating on what they
are really sayind.

Bl b o hedr Swords: tone of volce,
body language, and most importantly, how
they feel.
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Be a good listener

® Beware of making assumptions -
thinking you intuitively know what
the a resident/family wants.

® Do you know what three things are
mogtrrmportant Lo yourt End vl digad
residents/families?

ldentify and anticipate needs

Most families don’t sSee your community as an actual
business. :

They don’t actually feel like they are buying a
praduct.:

They are buying good feelings and solutions to
problems.

Most ifamily needs are emotional rather than logical.
10
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ldentify and anticipate needs

P he more you know your families, the
better you become at anticipating
their needs.

® Communicate regularly 'so that you
are aware of problems or upcoming
needs..
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Make them feel important

and appreciated

e oot Them as individuals./

® Always use their name and find ways
pe T onpliment <bham, Abussle Csrnea e
People wvalue sincerity. It creates
goad feeding and Erusts

12
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Make them feel important

and appreciated

® Families are very sensitive and know
whether ‘or not you really car€ about
them. Thank them every time you get a
chance. :

® Be sure that your body language conveys
sinceridty: ~‘Be sure your acEilons: maLch
what you are saying.

13
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Help families understand your

systems/process

® Your community/organization may have
the world's best systema. for getting
EhuErgs: done,  butivif famielies: don't
understand them, they can get
confused, impatient and angry.

14
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Help families understand your

systems/process

® Take time to eXplain how yeur
systems work.

febe el that Slour-sussens - dailh
reduce the human element of your
organization.

15
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Appreciate the power

of (YES

¢ Always look for ways to heilp your
families. ;

et hey have alfrequestEaila s Tang s
it 1s reasonable) tell them that you
Do D e g

16
16



10/7/2025

Appreciate the power

of SYES

® Figure out how afterwards.

® lieok-for ways'tp makedoang business
with you easy.

Always do what you say you are going
Lowdo.
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Know how to apologize

When something goes wrong, apologize. It's
easy and families like 1it. =

® The family may not. always be right, but :
they must also feel that they have won, and
were treated with dignity and respect.

® Deal with problems immediately and let
families know what you have done.

18
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Know how to apologize

P pylogize for-their experience, ngt

meeting their .expectations - not an
admission that wyou did anything
Wrong.

® However, 1f you DID do something
wrong, - apologlize for' that:  alsol

19
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Know how to apologize

® Make it simple for families to
complain. Value their complaints.

® As much as we dislike it, it gives
us an opportunity to 1improve.

20
20
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Exceed their expectations

® Since the future of .your facility/community lies
somewhat in keeping residents/families happy,
ehEnk -of*ways Lo elé&vate syourselfabove the
eompetitlon, .Considenr ‘the following:
== What can you give families that they cannot: get

elsewhere? :

==What can you do to follow-up and thank people?
==*What can you do for families that is totally

unexpected?
21
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Get regular feedback

B Encouro0c . and -welcome sSuggestions
about how you'cpuld improve.

® Provide a method that invites
aonstractive arltacism, neommentsyiiand
suggestions.

22
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Treat employees well

f Enployees are your. internal
“families” and need a régular
dose of appreciation.

$ Thank them and:- findways to let
them know how important they
are.

23
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Treat employees well

Flieot yvour employees swith Trespéct
dresgihances are they Wl haver o
higher regard'for families.

® Appreciation stems from the top.
Treating families and employees
well 1s equally important.

24
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Core Principles for a Positive
Family Culture

TRANSPARENCY

25
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Communication That

Connects

Sllse e pilain language
& fvolid clinical sjargon
® Validate emotions

® Be proactive (not just reactive)

26
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Difficult Conversations

£ e, Johnson; I knowthis
transition has been tough. Our
goal 1s to work together so your
mom feels at home here. Let’s
talk about what you’ve
noEdCedy i,

27
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Mini Case Study

® Scenario: A daughter is calling daily,
frustrated, micromanaging the care.

==What might be behind this?

== What approaches would de-escalate?

28
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Mapping the Family Experience

® Pick a “persona” (worried spouse,

skeptical daughter, busy out-of-town son)

® Map their journey from admission to 3

months in

® What are their touchpoints? Feelings?

Paifepoints?

29

Setting Boundaries Respectfully

® Use standard communication plans

(weekly

updates, care conference schedules)

peBeTirm-and kind‘

B Howe aiclear“chainof commirication

® Avoid staff triangulation

30

15



10/7/2025

Policy Snapshot

® Written family engagement policy

® Feedback loops (satisfaction
surveys, suggestion boxes)

® Fecalation protecols

31
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Sustaining the Culture

B g0 ng Sstaffatraining
Quarterly family forums
felebraic success StorEes

Track and share progress (family
satisfaction scores)

32
32
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Tips to Keep in Mind

® Be consistent
® Stay calm under pressure
® Acknowledge AND redirect

gEelebratesmal li wins

Invest in relationships before there’s a
problem

33

33

Helpful Hints...

® Be a “double checker.” Learn to
use those words. Everyone loves
1t when you double check
something for them. Say, “Let me
datlble check~that forsveu

34
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Helpful Hints...

e Prctend it! s youl! :

— What would YOU want to have
happen?
What would make YOU happy?
What would make YOU satisfied?
Remember the golden rule..

l

l

l
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Helpful Hints...

® Get involved.
s e the family member "Know . you =Hre
on “their teama
= Empathize with their feelings,
whether happy, sad;. or upset.
— Families love 1t when they feel you
are “part, of the package.”

36
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Helpful Hints...

® Stay focused.:
= HbLve contact 1is Critdcal.
= Don’t type oOr writeé unless it
DerEalins Lo what  vauare doiig:
Stay focused on the family
member.
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Helpful Hints...

-

go comcthing extras
=Little “giveaways.“ They dove these:
items even 1f they can’t use them..
= The thought of getting something
free 1s very special to any person.

38
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Helpful Hints...

® Show your teeth!!
=—Most people think théy are
gt Ing, but:theyraren’ t;
=You can even smile on the
phone, and people can “hear”
4 2 &
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Helpful Hints...

® Ask questions
P Uil d-on- what the family-member g
sayling.
= lListen -for one @r two words that
you can ask something about.
= Once they are talking, you can. help
them.

40
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Helpful Hints...

® Use complete sentences
e 0ne word answers. are perceived as
Ludes, : :
sl ece e VYnosy Toand theflnke, “telilsbhe
family member “I’'m not really
interested in you or what you
need.”

41
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Helpful Hints...

® Care!
e caen Lo CARE about i your-familiest
needs. :
= CARE about what.they are referring
o ishow-that $#t matters Lo . yor
= CARE about them and they will take
CARE ORI

42
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Helpful Hints...

® Use laughterx
= Laughter lightens the load.
— Take the time to laugh and
enjoy your families.
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7 Shabby Sins...

1. Apathy Adherents
& e 7 arbitude sa s, Ylfm
doing my Job because I'm
here. T showed-up. What ‘more
couldiovourposseblyawan g

44
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7 Shabby Sins...

L Lo - Off Barkers
= Not my . jeb..ngb-my
deriariment i

45
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7 Shabby Sins...

U ootlder Shruggers
> You re-the Oy -Ore
complalining.

46
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7 Shabby Sins...

4 .Condescending Clods
& rou dign’t Lol FOW Our
policies/procedures and
made lots of extra work
1B 0 o
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7 Shabby Sins...

ERigid Robots |
g Theank you. = hawe ta  Nige

day = NEXTUY “{EEey
normally don’t even look

B

48
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7 Shabby Sins...

6. Rabid Rule—-Bookers .

& L ogree with yvol and 16
makes sense, but our rules
and/or policies won't ‘let
S, do ot ithat ways

49
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7 Shabby Sins...

7.Rankling Runarounds

seaal T contdet, you withrEhe Bnit on
CHe e "Nurse .7

— “I don’t know why they connected you
with this wing, administration handles
il S ts L

= “You’ll have to talk with someone in
the office about that.”

50
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— |t all starts with the first hello in person, over the
phone, or the first click of the mouse.

Your frontline team members are the “voice of the
facility/community.”

When you find great people who can make every family
member feel welcomed and important, make sure you
continually thank those special folks and reward them
appropriately.

Contact Information

Cat Selman, BS
www.catselman.com
thecatselman@gmail. com

601.497.9837 3

n Q TheCatSelmanCompany
@justforthisweek

@catselman.bsky.social

@Xa

thecatselman
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The Cat Selman Company
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