
PRESENTED BY: Raquel Meyer PhD, RN
Manager
Ontario CLRI |Baycrest

Rebuilding relationships with families                                
in the context of COVID-19: 
Compassionate and proactive communication

Daniel Galessiere  MScPT, PT 
Interprofessional Educator
Ontario CLRI | Baycrest

Samantha Peck
Executive Director
Family Councils Ontario



2 | CLRI-LTC.CA

Faculty/Presenter Disclosure

• Faculty: 
Raquel Meyer, Daniel Galessiere, Samantha Peck

• Relationships with commercial interests:
‐ Grants/Research Support: None
‐ Speakers Bureau/Honoraria: None
‐ Consulting Fees: None



3 | CLRI-LTC.CA

Disclosure of Financial Support 

• This program has NOT received financial support other than 
the support of the MOHLTC

• This program has NOT received in-kind support

• Potential for conflict(s) of interest: None to be disclosed



4 | CLRI-LTC.CA

Mitigating Potential Bias

The information presented in this CME program is based on recent 
information that is explicitly ‘‘evidence-based’’.

This CME Program and its material is peer reviewed and all the 
recommendations involving clinical medicine are based on evidence that is 
accepted within the profession; and all scientific research referred to, 
reported, or used in the CME/CPD activity in support or justification of patient 
care recommendations conforms to the generally accepted standards
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Evolving Context
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POLL QUESTIONS: 

1. Since COVID-19, how have family communication 
needs changed? 

2. Do your families have a designated staff contact 
person/s? 
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Communication & Information Sharing Resources

Families

Staff

LTC Homes
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COVID-19 Update      

eNewsletter

 published daily

 status update

 relevant resources

 consistent touch-point

Virtual Family Forum 

Information & Support

 bi-weekly, English & French

 sharing of concerns

 ideas for connecting with 
residents

 FCO staff answer questions 

 peer support 

Family Council Week 

June 6-12

Theme: Family Councils: 
Inspiring Hope, Resiliency, 
and Change

A series of virtual sessions 
to celebrate, inform, and 
connect Family Councils.

Family Councils of Ontario
https://fco.ngo/

https://fco.ngo/
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Family Councils of Ontario
https://fco.ngo/covid-19/communication-and-information-sharing-materials

https://fco.ngo/
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RNAO LTC Support 
Facebook

Connecting family and friends 
who have loved ones in 
Ontario LTC homes to share 
their stories and get support 
from those in a similar 
position. 

https://www.facebook.com/gr
oups/RNAOLTCSupportGroup/

Virtual Visits 
Toolkit

 Organize

 Solve common barriers

 Implement for success

http://www.ontarc.com/covid-
19/virtual-visits-toolkit.html

Family Councils of Ontario                                   
Ontario Association of Residents Councils 
Tech Coaches Inc.

OARC & RNAO

https://www.facebook.com/groups/RNAOLTCSupportGroup/
http://www.ontarc.com/covid-19/virtual-visits-toolkit.html
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Benefits of Skilled Communication

Identify source of 
distress

Recognize 
corresponding 

emotions

Share 
perspective 
objectively

Recognize family 
distress

Demonstrate 
compassion for 

family experience

Receive 
information 
objectively

Build 
positive 

relationships 
& co-create 

care plan
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Challenges of Phone Communication during COVID

• Lack of non-verbal cues
– Eye contact

– Facial expression

– Gestures

– Posture & body orientation

– Body language

– Touch

– Silence   
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Family Communication Tool for Phone Calls
Ontario CLRI eLearning module

Help a family member to

 reflect on an experience, 
situation or need

 organize this information 
to share with the team

CIHR Study led by 
Dr. Lisa Cranley et al.
lisa.cranley@utoronto.ca

mailto:lisa.cranley@utoronto.ca
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Ontario CLRI

• Family eLearning to use guided 
phone conversation tool
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The situation is that … 
lately I have not been 
able to get through 
on the phone, and I 

am worried my 
mother is not being 
given a lactose free 

diet since the 
outbreak started, 

which would cause 
her pain. 

Thank you for calling 
and sharing this with 

me.

What is the 
situation you wish 
to discuss that is 

impacting you 
and/or your loved 

one's care?

Question 1: Situation

Staff Skill: 
Gratitude
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The background is that 
… before the outbreak 

started, I visited her 
daily and personally 
checked that her diet 
was being followed.
It worries me greatly 
that her diet may not 

be being followed.
She is living with 

dementia so she can’t 
keep track of what she 

is eating for herself.

This is really helpful.

How is this 
situation affecting 
you and/or your 

loved one?

Question 2: Background

Staff Skill: 
Validate
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The action by the 
team is that no one 
has answered the 

phone since yesterday 
when I started calling 

on an hourly basis 
until now. 

I took some notes to 
share with the team…

To your 
knowledge, how 
has the staff and 

others at the 
home responded 

to you so far?

Question 3: Action

Staff Skill: 
Reassure
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I’d like to recommend 
that my mom’s care 
team make a plan 
with me for how to 

connect regularly by 
phone. 

What ideas do 
have for working 

together with 
staff and others at 

the home about 
this situation? 

Question 4: Recommendation
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My request is that 
someone on the care 
team finds out if she 

is following her 
lactose-free diet, and 
then calls me back to 

confirm. 

Just to confirm I’ll read 
you what I wrote down 

… is this accurate?”

What other 
information from 
staff and others at 
the home would 

you like?

Question 5: Request

Staff Skill: Clarify 
& Confirm
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Ontario CLRI
www.clri-ltc.ca

• Family eLearning coming soon 
online (mid-June)

http://www.clri-ltc.ca/
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POLL QUESTION: 

3. What new skills would support your teams to 
respond to family needs?
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Ontario CLRI Staff eLearning
www.covidcarelearning.ca (coming soon www.clri-ltc.ca)

1. Being Aware and Prepared - Self-care in Distressing Situations with Families

• Ineffective scenario

• Activity: Use mindful breathing when faced with a distressing situation with a family member 
to become aware and prepared to respond compassionately

• Effective scenario

2. Recognizing and Depersonalizing Family Distress

3. Communicating Compassionately with Families in Distress

4. Identifying Family Concerns and Causes of Distress

5. Care Planning Collaboratively with Team Members

6. Putting it All Together: A Practice Scenario
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Ontario CLRI Staff eLearning
www.covidcarelearning.ca (coming soon www.clri-ltc.ca)
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Home Communication with Families
https://fco.ngo/

https://fco.ngo/
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Home Communication with Families
https://fco.ngo/

https://fco.ngo/
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Home Support for the Family Council
https://fco.ngo/

• Due to abrupt change, some councils lost connection with members

• Potential for home to send an ‘opt-in’ email using blind ‘cc
– Invite all family council members to opt-in to sharing their personal email 

address with the council

– Use blind carbon copy function when sending out invitational email

https://fco.ngo/
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DISCUSSION

COMMENTS

IDEAS!



Thank you for your time!

Raquel Meyer
Manager, Ontario CLRI at Baycrest
rmeyer@baycrest.org
416-785-2500 ext. 3044

Samantha Peck
Executive Director, Family Councils Ontario
speck@fco.ngo

Daniel Galessiere
Educator, Ontario CLRI at Baycrest
dgalessiere@baycrest.org
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