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Responding to family members concerns or questions


1. Reassure the person that you appreciate them bringing the issues to your attention, or that they are willing to have the discussion. 
  
2. Clarify their position or concerns. Find out what the person thinks/is really asking. 

3. Listen to the reasons behind their views, particularly paying attention to the historical, relational, cultural or religious aspects. 

4. Look for commonality between the person’s perspective, that of the organisation and your own views. Everyone may be committed to keeping the individual safe. The family member may wish to do this by denying them access to information, whilst you may want to promote opportunity and education.   
 
5. Decide what message you want to give and on what basis. Use a rights-based, duty of care, person-centered approach. If appropriate, explain the legal and ethical framework behind your considerations. 

6. Answer any questions or offer responses simply, without being confrontational or judgmental.

7. If you have been unable to reach an understanding initially offer to have a further meeting, suggest meeting with your manager or involving an external agent, such as a social worker or an advocate.   

8. Encourage the person to give feedback on their understanding of the meeting outcomes. Record these and provide a copy for the relative.
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