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QAIT Session 10 — Managing Relationships
Delivered in all states in: August 2007

Focus of the session:

This session focused on the benefits of managing relationships during a visit to an aged care home. It
described methods that may be used to promote effective relationships with homes and communication
techniques that enhance a smooth assessment and methods to manage conflicts or complex situations.

Summary of content:

Relationship management
Facilitates effective communication between two or more people
Utilises effective communication as a means to assist in developing shared meaning/s.
A pool of knowledge where all have the opportunity to contribute will results in a sound
interpretation of the findings

On-site relationship management
How we plan the visit
How we conduct the visit
How we conduct ourselves
How we provide feedback

The Agency uses the following to ascertain or measure assessor performance in the
managements of visits
- Comments and complaints
Feedback and analysis
Round table discussion
Confidential feedback
‘Anecdotal evidence’

Methods used to manage relationships
Ground yourself
Look for warning signs
Stay in control
Keep a positive outlook
Establish ground rules
Define the problem
Think win-win
Eliminate emotions
Concentrate on what you can control
Take action

Communication skills: A summary

The ‘what’
Share your facts (what you have discovered)
Tell your story (interpretation of the facts)
Ask others for their story (interpretation of the facts)

The *how
Talk tentatively (reduce dogmatism and concrete statements)
Encourage testing (rephrase and ask for other’s interpretation)
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The entry meeting
Content focus
Purpose of visit
Potential outcomes from visit
Method
Plan for the day
The data should focus on the plan and processes for the day. Try to avoid a long and intricate
meeting

Exit meeting
Content focus
Analysis of data
Analysis of how things are being managed
Recommendations
The data should focus on the central findings. Try to avoid a long and intricate meeting. Keep to
time frames.
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