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Remote Case Management Guideline (Child Protection)
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This guidance note aims to ensure continuity of case management service provision during emergency in Myanmar. Outlined below are
priority areas that Child Protection Case Management agenciesshould focuson:
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1. Promoting Awareness in Communities (q3gpogaoqpiadozd m8a:(gé(géoné(gé:)

Case management actors should have the knowledge and understanding of current situation in the local context in regards to Child
Protection concerns, early identification and safe referrals.
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Possibility that child protection and Gender-Based Violence (GBV) risks will increase during emergency.
The importance of preventing all forms of stigma and social discrimination — ensuring community members are

encouraged to report any child protection concerns.
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2. Ensuring Referrals to Appropriate Service Providers: a0§eoqpeooom§:eoce:0§esoageotongp:al pg§:3gc:

Child protection actors need to have up to date information on service providers focal points in different townships, to ensure that
appropriate case management services and referral pathways for children and families are in placed.
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3. Continuing to implement Case Management Systematically: [§83862§3¢aen:0880007) s003c00des008gad(gé:

Current caseload: It is important that child protection case management services are continued for children currently receiving case
management support in ways that are safe for children and families, as well as caseworkers and community social volunteers. Cases
determined as high risk can be more complex in the emergency context and therefore should be prioritized. All case management
teams need to review their existing caseloads to ensure the risk determination of all cases is appropriate. The review of
prioritization should be facilitated by case supervisors during the emergency.
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Support by phone: Children and families need to be informed that they can reach caseworkers when the situations change and
assistance from caseworkers is required.
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Medium Risk Support by phone: caseworkers will check-in to ensure that children and families are well. Frequency of check-in will depend on
@ © the needs of children and families and will be agreed based on their case support plan.
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Support by phone: caseworkers will conduct daily check-in to ensure that children and families are safe and well. Once access is
recovered, caseworkers can resume home visits.3
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Note: If children and/or families do not have phones caseworkers must find alternative modes of communications, taking into full account
the best interests of the child and confidentiality principles. These will include:
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1. Trained camp-based staff
emoligdgo 20&(ngote0:000:6000 0o§:3a6(g(gl0§c0S:qp:
2. Trained community leaders, community-based volunteers/social workers, and community support group members
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3. Use phone contact of extended family members or neighbors
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Case Management SOPs apply to all cases in the emergency; caseworkers need to take necessary precautions. Where needed,
caseworkers consider using alternative platforms for communications such as phone or Viber/WhatsApp to provide appropriate case
management and psychosocial support. Caseworkers ensure that a child is in a safe environment when conversations are happening.
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Practical Guidance coo3eop,65028gaSa§ codigd

Case Workers will Case Supervisors will
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Explain about necessary precautious measures Review all cases with case workers in 1 on 1 meetings, starting with high risk

safety and well being of children and families. cases, using the following questions to guide discussion:
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Inform supervisors immediately in case of safety and security 393:?‘4@[&"

concerns of case worker, children and families.
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Ensure their availability at all times via phone for q a q
extremely vulnerable groups and also inform the son0de(opEoecosananc(qanessdigpilss codqoloospSa
families they can call them whenever needed;

What is the severity of the situation of the child deteriorating?
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Understand stress being experienced by children,

caregivers and families due to the crisis and support

positive coping;
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What mitigation measures can be put in place?
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Consider phone communication
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Consider visits by community members
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Consider safety planning for the child and/or caregiver
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Have updated hotline numbers and information
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on service provider mapping/referral pathways with SRR CRERREY

theémgs. < e, sedTs005 2965 - Consider what resources and preparedness measures are needed (i.e.
@ 9 99&309390.(\2.:Dé FPGEC0lIOMD cleé phone credit, ensuring the child/family has the phone number etc.)
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Be able to make referrals to appropriate services R.@ Q
including food, health, shelter, education, social QOPO0PE0]PCOaSH)
protection, MHPSS;

®a[gdodesordgyprmeniamedinydeocqumimponiogy Closely monitor the situations and updated information

on current situation and share with caseworkers on an ongoing basis;
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Ensure that children receive clear, child friendly and gender-sensitive

information about Child Protection and PSS by using the available IEC Make themselves available all the time by phone for supporting caseworkers in
material, digital platform, etc. (by Myanmar CPAoRwebsite); responding to high risk cases that required their immediate support;
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Promote self-care. Use stress management Conduct check-ins with all caseworkers at least weekly (depending on

caseload) by in person phone or video calls;

techniques.
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Ensure caseworkers have all necessary protective measures such as how to
communicate in the checkpoints, information and data protection etc....
(regular check in with safety and security measures).
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Share information on updated service provider mapping and referral
pathways with caseworkers;
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Provide support for caseworkers on high risk complex cases;
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Give caseworkers guidance as to how psychosocial support should be provided
remotely;
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Ensure that caseworkers are fully aware of information on this remote case
management guidelines.
<
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Promote wellbeing of caseworkers. Caseworkers may need
to work on weekends or overtime. Encourage caseworkers
to take enough rest;
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Promote self-care. Use stress management techniques.

Share skills if caseworkers do not know them;
00 O ¢ O o
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Ensure that case information is adequately documented in
timely manner.
6850 §a00EimgoSancoodypiod 2§Setoreicd

< < c _C "|
?U)UDGSU)CQ§ GZDQPO coll

While conducting phone calls with children and their families, caseworkers should consider the below dos and don’ts of communicating with

children or families who are distressed: [§6§5862§309¢ ca@o05e65(gol 80588:9500:646600 Mecw: 3J0woS Boonigolyqpias sondogude(goadepogd
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v Focus on immediate safety risks, particularly life-threatening health risk, injuries caused by abuse (particularly when a child is with the abuser), and
signs of suicide, and take urgent actions to ensure safety of children.
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v Engage with children and families slowly; show your calmness and patience. Make sure trust/confidence is built between caseworkers and children.
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v Speak slowly and clearly so children can understand; and communicate with empathy and calmness/
warmth in a way that shows care.
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v Use open questions (what, where, who and when — be mindful not to ask why), ask one question at a time and avoid interpreting what the caller is
saying.

005n05e[qos8cs05 omofgdIonuSimnuSesanionudapsdonudmdl§mos aopdmaylcersigpiod 3203:[qassoocfoipdceigsindocuiq§aaces(odioloopSn
ndfd8opdeuigdiondonice:d§:adss [Giocoodeqpadope cfgra8a0ps mefogod:mqoqp:inl 88eicodfdéupsogiodyé 38gloSemond(aé: a3eqodal

v Where possible, use video chat if network allows.
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v’ Ensure that nobody else is hearing before starting conversations; following questions can be asked to confirm:
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e Are you comfortable about talking right now? Do you agree to continue this talk now over the phone? Or do you prefer we schedule at a different
time?
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e s this the right number to call? Or do you prefer me to call another number?
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« Are you taking the call from where you have a space to speak privately and confidentially? If this is not possible, no worries, we will manage and |
can ask you some questions to which you can answer yes or no if that makes it easier for you, does that sound ok?
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v’ (If video calls are not available) Be aware that children cannot see your facial expressions; nonverbal communications will not work. A pause can
make children feel anxious. Use key psychosocial phrases effectively to convey interest and empathy.

2modg) 88u3emn :adie(g§Edlm merigonlel gadsomemapadgéqepdevrode(ogoé: woo3(giqeps
(g8cloopSn Baselgancgaré colel ag003udmgmep(gonnorsomoiqpiadcopds 3203:(g 8 E8epSeuraddli Belogogmecimni§:§Sgode donqeodEaloopS
8030pe3E:88qpd8ec0:8E00p] 0mogqp:al 303:(g|§:oolel 8oSolomen§essadudqiengad cud(g8EdlaopSu

« | understand your concerns and most people do think a lot about the situation ... It is very natural to be sad, angry, upset or .... | hear what you
are saying, about having to ... | fully understand that you
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are feeling this way ... In this situation, your reaction is quite natural ... Maybe we can discuss possible solutions ... What we can offer is ... | am
concerned about you, and would like to suggest to refer you to someone who can help you

062 - 6€:6,§:86 Qo§e0d BwEa/mbe §9:00p5CloruSi cgIgPipUI Scd:e(gIes9 6E:c80 c0é(gE(ng ¢ouln Bcdmc(gmcsen 8oSodool 0824520001805
eeomd:  [g8oroSoreogund ded(gdeg(og 0o000ldN 6éie(goegondn’ 2803 /mde cmndieand: [M30:qdlorudi 6€:8c3 Belgacsyo 8cdSoniqorudsd
0203 39&193/3959 .fmmé oloruSn eé:élgc\%o?%@%ﬁmmmoaﬂ&mcﬁu 395:7'?/3959 o%sog @ﬁlésq@]a} ne@eogcr'é POROM ﬂo@éc\%

clsanésclecﬁcs;ooéo']mwcu 3950%/3@53 m@eo:/cq&eaooésosgléom

v Listen more than you speak to identify concerns by using probing questions when needed and by allowing processing and ventilation of emotions.
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If a child and caseworker agree to have a relevant family member prior to the call for effective case management implementation, this does

not apply.

v’ In cases of extreme stress, worry, fear or loss of control, reassure and normalize these reactions by explaining that such feelings are
normal. Acknowledge the worry by saying:
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e It is a challenging situation as there are many things that are still not known about the virus, and it’s quite normal to worry.
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» What you are telling me are common. Many are concerned about safety and wellbeing of loved ones. Many have fear about losing their livelihood or being
stigmatized by others.” (Recognize internal resources and capacity to cope)
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v Listen to children and families’ options and help them make decision. Ask the child and family what they usually do to cope with difficult situations and feel

better. Have them list a few and discuss if they can be useful in this situation:
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« It is a difficult situation, and | do understand it’s very challenging. Let’s discuss if there is anything you can do to make the situation more
tolerable.
C
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v Provide fact-based information about emergency situation Be honest about what you don’t know.
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v' Understand the threat and be familiar with the local security procedures.
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v'  Be prepared (be dressed appropriately and carry items you may need in the event o_f an abduction)
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v" Avoid routine and maintain a low profile
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v Avoid travelling alone as much as possible
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v' Always keep your office/supervisor informed of your movements
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v' Report any suspicious activity
-] c o C C
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v Make a next appointment on the phone and do keep the promise that you will call back.
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TASK FORCE

Don’ts egpéq%

Pressure others to speak if they do not want to speak.
®[gotop omntee(gocdaopdal c[gosde§ 8asotenz(géie(gieedadl
X Ask why this or that.
“ome[0go¢" cergdiqpiees(gdigcodeqpialn
X Be judgmental.
88el co&geupeogiod(gé 8qEadigodge: o[gipSiladn
X Use technical terminology.
§p5:0p030§ 620033230 §§2qp23203:(g)[gE203 eqpaln
X Talk about yourself or personal issues or troubles.
208e|cSeqap(googogp: 2a0333¢p: Be(ngolimepyp:a’ e(gosdgé:adeqpédln
X Give false promises or false assurances.
6[g88Ee000 moB3gps/moedgndgp: ecodlaéi
X Share someone else’s stories or experiences.
3?@980)55885 33608??@[‘1]’)8 3%90?05 @‘)OSC\)!SSQJ')&'“? e@oaﬁ:g&c@eﬂo&ﬂu
X Exploit the trust and confidentiality established.
o3(oIpdee 8¢ 903> geocoaranpd mqodepin} scgayeat(gpdEEis(gicedadl
X Rush or speak fast.

wogiéecladi 49456 qe5(3ogoc(golaé: o[giop88ad Gmddloopiy

X Use long sentences and give opportunities for children and caregivers to share their experiences and views.
QS ogpie000 0aoipgpeaen: 6(goadgEindeqplad &¢ mecv:/ ooog 03el Bmeoy (Y qp: 4§ 2oyt B(gEqPimot geofEqs 320305 BdYEIB0Eie0:q§ 330 Clo0pSH
X Make long phone calls — be mindful that children cannot focus on long conversations.
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—\x_ Key Considerations for data protection and information sharing during remote support for
caseworkers:
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o Caseworkers must obtain consent / assent from children and caregivers via phone.
mcm:§§8m2?05? 88615863%%3&(7) 3)63.7)%8§@HJO’S37)3?$3@§ 61%6168("

o The space in which a caseworker is conducting a follow-up phone call with a child must allow for safety and privacy needed to ensure
confidentiality.
BOG[O%OS%SQ)Q mem.&égm:om 0% @éaoagoows@oagooasfcpma [=3e s 1] mé m6|.1u§ Q')Ojé 33?]0’.)33(\)(75%]’) 3923 C\}JL £ .:39.3&1%330)(7)

° L
csBig8eanespEavesn
o Assure the child and the family that the tool used for communications is safe and confidential.
msm:.§§ 8&7)8? mssongagcﬁs@:sc?méfésmﬁzmé GODSCDESC\?@lﬁfg C\}?IL?OSﬁ%G@JESGQ)QP GOGIOéII
o Simplify forms if information is to be collected by caseworkers over telephone.
(.0:? GCJ&C 806100931183)0 a)mc:"a'aqjmafammeuo emomu)el.]smsfaod]m @0610@808(?3)8 000{]’) (Y?? ((.EG?L c}]gsemé[glcgf)m:eloé
o Ensure no confidential / sensitive information is written down.
o C o _C C (of o C C C C C
C\.BJI. ?mgooms?slf/:;aec\)ssa.fmnsl]@lsﬁ 90?330637) 3)0)68331](7)33(\)(‘7)11]’)337)8 quGlSBCSB@lGIO']II
o Ensure that only necessary and relevant information is shared and recorded from children / families.
C\%:’Bf’ﬁfé mngaﬁ:sﬁ?]em mmé:saaurrgsamngqpm?m ?050)&380)661%?§ mem:§§8ms?? 9JGOGO Gl%GODQPGOGIQéII
o Avoid using identifiable information when gathering information by phone.
C C C C C coC C ° [of o C C o C °
vptopupSolgdelopé eudepoiitupt majimgiiqpiad ofifglelpadesgregiegop mofuofyiql
o Only use case code when information is shared with case supervisors or other service providers for referrals via phone and phone
messages.
C _C CoO C [of C cC C C C C C C C o C C o C
60610@3@09?8 IL?(ESB[%)SGQ)’.) OfGW)CGLGOSQRQJDSS’DS BOGIO?(EO coaomma nq_lmsac\)mquﬂe?.fs B? G@)KB 9]6061’.)(78(2
amg?o:comssm@&l&;so oom:m mw.@lau
o Phone conversations should not be recorded / if recording is necessary valid justification must be provided and approval obtained
from the case supervisor; in addition, consent on recording must be obtained from the caregiver and the child.
9%3@§s@oa§eagssgsﬁqpsr§ nai?mcmﬁsqatoms@&(Recording) Bln?&@ém?e@lc\?&mécﬂu DMLS i@p\?&sﬁsn‘im&ﬂ mB&q&@s@ug%zoﬂeﬁ g§[§lq_|r7§ogfsluﬁsl$§§
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ILO °

o Modes of communication or information sharing on cases should not be done on social media platforms

o

(Such as Facebook messenger); where possible the use of WhatsApp/signal/VIBER is recommended.
@06103)0)C°3’3Q.Im3’3(\)mqp 3908 S{IGO@C” aomagwe@:ao@c"qp Blt\)OGPOgC Facebook messenger 3’333°[§l@c° m GGTJC(Y."BO'III 320000 g 3:3

L
WhatsApp/signal/Viber ma3ean soadagudeqsspSscoss 0369903 33:12.@[0']"

As much as possible, caseworkers should work on documentation by using case forms in a timely manner, and delete text messages
on their phones as soon as a conversation is done.
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L

If caseworkers have access to office laptops, all casefiles must be password protected (and no paper files will be required); if
caseworkers use personal laptops/tablets/phones, all information must be password protected. After the case data is documented and
stored in an appropriate space (ex. office server used by the case management team only), it should be completely deleted.
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This guidance note was developed based on the discussions among the members of Case Management Task Force in Myanmatr.
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