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), then mention the issue and then:

‘Sometimes
FAMILY INITIATED parents

Situations may be uncomfortable due to your distress y _l u S-[ nee d
or the family’s. For example, when a parent is complaining

about a staff member, you could say: :‘ SsOom eone tO I |Ste n

e ‘Have you mentioned your concerns to the staff member?’ ' : tO th €m.
e ‘I think we all need to meet and talk about this.’ :
e ‘I think this issue needs a formal meeting and (staff member)

needs to be at this meeting. What time would suit you?’

In a situation when a parent approaches you angry and upset refer to the
‘Communication - always listening’ sentences.

In the situation of a parent being unhappy about the care of a child, you could say;
*  ‘I'm sorry you are unhappy about this. I want to hear your concerns in detail.’
* ‘I'm glad you have brought this up with me. Would you like to speak to the room staff as well?’

Sometimes parents just need someone to listen to them, so always listen first.
It may be that the issue they start with is not what they are worried about at all.

When we are emotional our thoughts and judgment are affected, so always
STOP > CALM > THINK > DO/SAY to get the best outcome for everyone.




