
 

 
 
Family members or friends of residents in long-term 
care are considered to be ‘partners in care’ with the 
staff who are involved with your loved one.  As a 
partner, you will want to work with staff and make 
every effort to maintain a good relationship with them.  
While the relationship you have with staff is somewhat 
separate from the one they have with your family 
member; it can significantly impact and positively 
influence this relationship.  Remember, relationships 
work both ways.  If you can, care about the people that 
you want to care about you and your family member.  
As a ‘partner in care’, you are a member of the team 
that is providing care.  Everyone should be acting in 
the best interest of your family member.  You may feel 
that this is true and that all involved are working well 
together and that your family member is receiving the 
love, attention and care that make them feel valued 
and important as an individual.  There may be times 
when you feel this is not happening.  As a partner in 
the care process it is important to raise your concerns, 
if you have them.  By doing so, you are helping to 
support staff in their jobs as they should be done in 
relation to your family member.  After raising a 
concern you will want to monitor to see if changes 
were made and if you family member is receiving 
appropriate care.  This does not mean you have to be 
monitoring day-in and day-out but over a period of 
time.  Remember that both systems and people can 
and do change. 
 
The following are some things to consider when 
communicating with staff: 

• Investigate the system - how do staff share 
information? 

• Be clear about who is your family member’s 
spokesperson.  It can get complicated for staff 
to be hearing from a variety of different people  
 

 
 
who might be passing along different 
information. 

• Share information with a regular staff member 
and ask them to pass it along. 

• Write down your concerns or the information 
you want to share.  Keep a copy of it and date 
it.  If it involves more than one department, 
copy and give it to each one.  Let them know 
you are doing this simply because you know 
how easy it is for things to get lost. 

• Wait and track.  What you wish to happen may 
not get done immediately; it may take some 
time for changes or information to be shared 
amongst all staff and shifts. 

• Consider the timing of conversations.  Plan 
around typically ‘labour-intensive’ times.  (e.g. 
before, during or after meals; end of shifts; first 
thing in the morning).  

• Ask staff when would be a good time to talk 
and book a time. 
 

Raising Concerns 
If you do experience problems, you should first take 
some time to consider “what level of care can I 
reasonably expect?”  In all cases, you should expect 
your family member is kept as well as possible, is well-
fed and hydrated, is protected from obvious risk, and 
is clean and comfortable.  Concurrent illness should 
be recognized and medications should be monitored 
for side effects and adverse reactions. 
Try to keep in mind that a person with dementia can 
be difficult to care for and sometimes the long-term 
care home can be ‘wrong if they do and wrong if they 
don’t’.  For example, helping someone stay as mobile 
as possible has positive benefits; however the 
potential for a fall remains.  It is often not possible to 
solve every problem – focus on what most matters to 
you and your family member.   
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It is important to keep in mind that sometimes a 
problem may be a matter of miscommunication or 
misunderstanding.  Other times it may be caused by 
complex factors beyond the control of the staff 
directly involved.  Some problems stem from lack of 
skill, knowledge, or staff sensitivity.  Others may be 
the direct result of limited resources or systematic 
issues.  In any event, consider the following: 

• Gather all information.  Try to get both sides of 
the story. 

• Present your information clearly and 
rationally.  Though concerns may be emotional 
issues, try to maintain a calm manner.  Take 
time to collect your thoughts and avoid 
personal attacks.  Be clear about: 

o What the concern is 
o What you expect to happen 
o What you tried to do 
o Possible solutions 

 
If talks don’t resolve the issue, go up the network (e.g. 
floor staff, social worker, Director of Care, 
Administrator).  Every long-term home should have a 
procedure in place for complaints.  If the home is 
owned by a chain, find out whom to talk to and let the 
administrator know. 
 
Throwing Bouquets 
As a partner in care, take some time to show that you 
care about the staff by giving them compliments.  
Consider the staff and the demands of their job.  
Working in long term care can be both physically and 
emotionally draining.  Many staff members get 
attached to the residents they provide care for and 
experience the grief and loss when one passes on.  
Staff will often work overtime with limited resources 
and perhaps they are not able to provide the care that 
they would like.  The nature of caregiving implies that 
sometimes breaks may not be taken due to 
emergencies or paperwork.  The physical aspects of 

the job are also demanding – lifting residents is tiring 
and can easily lead to injuries.  Also the front-line staff 
often receives the brunt of family members emotions.  
For some of you the decision to place someone into 
long term care is not easy and is fraught with many 
different emotions; such as guilt, anger, and sadness. 
If possible acknowledge the staff for the good work or 
actions that you see and compliment them.  A simple 
‘thank you’ can be very rewarding. 
 

When you are ready, there are 4 other information 
sheets in the Placement Series: 

• Making the Decision 
• Day of Placement 
• Adjustment following Placement 
• Visiting 

 
Other resources available from the Alzheimer Society 
include: 

• Adjusting to LTC 
• Caregiving Options: Considering LTC 
• Guilt 
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