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Background (e‘?'xrgé)

For both development and humanitarian
contexts to provide effective and quality
case management service provision.
This includes the need to continuously
strengthen the capacity and skills of social
workers acting as case workers or case
workers themselves, in a systematic and
strategic way to ensure the quality
delivery of case management services
provided to the children and families.
The quality of case management system
can be strengthened through developing
structured coaching and supervision,

by more experienced caseworkers to
enhance the skills of the social welfare
workforce.

Therefore, the technical coaching and
on-site support guidance note is for

CM supervisors to use as support for
implementing partners and for case
management supporting caseworkers and
community volunteers/ community social
workers. The guidance assists the case
management teams to facilitate effective
technical support meetings in order to
keep a record of key challenges, activities
agreed actions points, and learning/
development of case management teams.
It is key that case workers/ supervisors
have knowledge and experience in:

- Functions, practices, and skills of
supervision

- At least 2 years of case
management experience

- Knowledge of the guiding
principles of case management

Child protection case management teams
experience high pressure and being a
witness to children who have experienced
harm can negatively impact supervisors
and caseworkers. Therefore, as part of the
technical coaching and mentoring, being
aware of the team’s wellbeing is critical.
Strong supervision and coaching will lead
to stronger outcomes for children and
their families.
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Guiding Principles and Key Definitions
(3’2@@5&@&{]’)8?{: 3’28(3]05&{]’)8)

Guiding Principles (me@éﬁqps)

Best Interests of the Child:

The “best interests of the child” is
inclusive of a child’s physical and
emotional safety (their well-being)
as well as their right to positive
development. In line with Article 3
of the United Nations Convention
on the Rights of the Child (UNCRC),
the best interests of the child should
provide the basis for all decisions
and actions taken, and for the way
in which we interact with children
and their families. Caseworkers and
their supervisors must constantly
evaluate the positive and negative
consequences of actions and discuss
these with the child and their
caregivers when taking decisions.
All actions should ensure that the
child’s rights to safety and on-going
development are never
compromised.

Do no Harm: means ensuring that
actions and interventions designed
to support the child do not expose
them to further harm. At each step
of the case management process,
care must be taken to ensure that
no harm comes to the child or their
families as a result of caseworker
conduct, decisions made, or actions
taken on behalf of the child.

Confidentiality: Confidentiality
requires case management staff to
protect information gathered about
clients and to ensure it is accessible
only with a client’s permission. This
means collecting, keeping and
sharing information on individual
cases in a safe way and according to
agreed upon data protection
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policies. Caseworkers should not
reveal children’s names or any
identifying information to anyone
not directly involved in the care of
the child. When information is
shared, it should be shared on a
need-to-know basis and limited to
only the information necessary to
enable better protection of the child.

Need-to-Know: The term “need-to-
know” describes the limiting of
information that is considered
sensitive and sharing it only with
those individuals for whom the
information will enable to protect
the child. Any sensitive and
identifying information collected on
children should only be shared on a
need-to-know basis with as few
individuals as possible. Caseworkers
have to be especially careful not to
accidentally share information with
other colleagues or individuals
unnecessarily.

Non-discrimination: Caseworkers,
supervisors and managers must
ensure that all children receive
appropriate care and support in
their best interests, regardless of
their individual characteristics or a
group they belong to (e.g. gender,
age, socio-economic background,
race, religion, ethnicity, disability,
sexual orientation or gender
identity). Case management staff
must actively work to be non-
judgemental and avoid negative/
judgemental language in their work.

Participation and Empowerment:
Children have a right to express
opinions about their experiences
and to participate in decisions that
affect their lives which includes
supporting them to claim this right
throughout the case management
process. In addition, all children,
and their families, possess resources
and skills to help themselves
towards finding solutions to their
own problems. Caseworkers and
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supervisors must work to engage
children and families to play an
active role in the case management
process. Case management services
should focus on empowering
children and their families to
recognise, prevent and respond to
child protection concerns
themselves.
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Key Definitions (33800 mgé]wcg§a§q|mcqps)

Case Management mentoring/
coaching: case management
coaching/mentoring is a relationship
that supports the caseworker’s
technical competence and practice,
promotes wellbeing and enables
effective and supportive monitoring
of caseworker.

Case management capacity
assessment: Examines a
caseworker’s skills, attitudes, and
knowledge to perform effectively in
the role; in addition, identification of
development needs on individual
and team level to influence capacity
strengthening plan.

Shadowing: A caseworker attends a
face-to-face interaction between a
senior caseworker/ caseworker who
has more experience and a child/
caregiver.

Case file review: Supervisor verifies
that a case file is being managed
properly and that documentation
and record keeping meets standards
in the CPIMS+.

Observation: A practice used to
assess a caseworker’s application of
case management competencies
and key communication skills during
a face to face interaction with a child
(and/or caregiver)

Goaisiode OHEHEIGE - Blashoshi

8¢ [996568:(03:(030pm(0g0203E  §p5:0p0083Ee
saqésaqéz§§ cpy€ead $8:c0zeamn aoorgaéeqz
63(g60l0pSi BgE 20o0006(gend [géoreos

Bz Beqpadgo dB:euzeannsondades:0nda(gdclaopdi

[g6q0860§ 3¢ gé: Gaooéqp_f)ao§ 05305 - [§658

9«%3&3@@88@5 ('QJG:OCZICE:EI CDGU)D(XD’.)S({PZ?C

le]

32
0p220303 ©6e50:(3s 883N YO :008gpP0d
@ [ ‘g Q §° ?Gﬂ R

8o Po av

cePadgoee0oEgad&Eqsm(ge gdiesonapSadionad
cq:3832000303:q8 0068:3C:88¢ 320m¢ el ope

S

le]

L
ef@.,Q S Q _Q Q. . Q__¢ CMC MC_ _ ¢
gﬂ[glao?aoom? QY3209 OQ2:() aoc?a@o@c, @003&"

(486586983099 cpSciglecparnandun(gé: - [§0d
859§3290063:2005 ey 305 3qpieonn (§6ad
8é9§083\3@ﬁ mecs/ [g9eoogeqpadanod co3.8d
0§ca008gc0tpazé  nBu503Eadaddl 2oloy(ge:
GSo005H

G895884p: B copSasiand5e: - 68568036

C CQo C N c cC ¢ ~NxO0C O Qu
206 (4660869599200 (§665038E03 emmalago
Q o C N c c o C C C C C
8695 3e56(030C6¢  ABoogodencnbisé 90506
QP03 CPIMS+ ogé @péo"?go gm%ooé:ooéooo:c@oé:
< C o C c [N c
20§:0093:005(g 2 (gSo0pSH

copommiopaés - (g0q0860§5%06  mecws
Q < C < C o ¢ o¢ C
36005 @locooceﬂoqujos.?g 030503Eez00¢E
§0520p3008c§2gpope @(g§apcy§ soodagudegp:

<

200523056(30a06 §:aPSgP03 caRCPd ey
c < < <
B>MIE0003 (ga0pS



Myanmar Inter-Agency
CASE MANAGEMENT
TASK FORCE

Case Management Coaching and Mentoring (Supervision) Technical Support Guidance Note

Types of Supervision

o O
(00

Routine or regularly
scheduled sessions between the
caseworker and supervisor

Routine or regularly
scheduled group sessions between
the supervisor and case
management team (i.e. partner
staff, PAs/POs, CFs etc.)

This is random meetings held
between supervisor and caseworker
on specific high-risk case where
urgent support is requested/
needed.

K2

% Note: The above types of support
can take place both at field level
and national level support provided
by case management technical
advisors.

Coaching and Mentoring is not about
managing or monitoring caseworkers;

it is based on 3 key elements:
administrative, accountability and
support. Supervisors should provide the
needed technical guidance and support
for caseworkers to better manage child
protection issues and concerns to ensure
quality programs. Coaching/mentoring is
a two way communication which requires
investment of time and attention to detail
to gain best possible outcomes.
Therefore, coaching and mentoring should
be the responsibility of both caseworker
and case supervisor by being:
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1. Regular and consistent
(see table below for
recommended frequency)

Open and transparent
Collaborative

Safe and confidential

LA S A

Opportunity for learning and
development

6. Part of ensuring effective and
accountable case management
procedures

7. Proactive, responsive, and
engaging

8. Clear communication channels

9. To promote staff wellbeing

It is the role of both the supervisor and
the caseworker to prepare for coaching
and mentoring sessions; if the supervisor
is not providing the sessions, caseworkers
must request from their supervisors to
conduct the one to one and group
sessions.
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Case Management Coaching and Mentoring (Supervision) Technical Support Guidance Note

The below table defines the roles and responsibility for supervisor and caseworker for the one to one and

case management meetings:

camadeuSGdlearionsd 8950803300088

S

Q

(45658658 300gpzel magionap/omosepiaé (§66588

98366 P0DS:ICOQIIIPOYOD WIEIOOWGIEE 0I08q0D 2005605002:0100251
RZCEF FJORICOQ:320Y POIRYPERE FPRE? ? 0o

Supervisor Role

(§86863:(08:(0350qp:eN =0 §:00 /000§ 42

Caseworker Role

(48638608 §opqpieiseagiangp/omodqp:

Prepares for sessions in advance including, creating an
agenda, asking caseworker for inputs on key issues to
be discussed etc.

BopSimeos/mBmodgpian: 8od(gliadlamol (030
N c c o o C < C N o
(g€s0C0022(g: 38 aBggpiadqpiss 0052003¢) 32(03(g]

godgpeeagiegiqd comcsad(ga

Comes prepared and actively participates in the sessions.
< Q N C C < c C
FPOPI:IIG03/30IPOPGP0ZC oooo@go cﬂocsaoocaoo

(g€

Establishes a safe space for the caseworker(s)/ IP staff
to speak about their work comfortably.

C CQo CN c [y Q c. O [N
(45658658 §ooqpzsS/ IP 0§c08:qpian GE:o3en cpdcé:
csondgodegp: @e(gols 2005ea0¢a005000 e[gade§

ad(g|ea00 e§apa? v§03:(gc:

Identifies issues which they need help in, and what is
useful to them.

Q@ 0 C o C N Q ce 00 O
B3 3356000 Bgadqpiaant 3(gr:ad[gE(G: 8803

08(73 33&?208@&)’)3’3613({]’320%8(9%0?0%@83II

Gives useful, feedback and supports the caseworker(s).
C CQo CN C ° c < C o C
@oqooeo§,g:>ﬁq|ozssorgm 3209:0CE200 @@m@&?zwo

QIOSQPZ GOZ@&S

Is open to feedback and asks questions if needed.
2 o S N 3 3 o o Q° N Q S 3 Qo 3
a25200300qs3s c;ag.,eg.,@c,?g QQI20GI0D G6:R§sQP:

302 ce:(g:(3cs

Shares information, knowledge and skills appropriately.
0oo&smyedondgpigeo(gls 3a80poogpiss  §o:qd

qp: @(:TO’.)(%GOS@&S

Develops a level of trust to share their work issues and
challenges.

NP N ¢ Q9o¢ < Q <
0QOC$:3203Cs @m‘?oqp:?g; oonqmqpmg cogla$
03(03p5805g)9aRa0¢00d3(gdecl cvocoq caoodgad(géar

Challenges practice which is considered unethical or risky

éocdaCepd(gé: Bewrod mgapud§aopSur upsocon:

Qc¢ c Q¢ _¢ c NS
GCD’JO§GQT9LQPSGBDZ GO{PC_g’)S?Cqﬁ G&DDC&U)@CS

Uses the sessions to identify learning and development

needs.
08008 § 8203200050083 qi0dqpimen:  §(g2:8Eq§

LI
< < Q N < N c..OoMmc
390@333@03%{]’32?9 GBODGQCDEQPSQC O)C@GCD’JCS&?@CSII

Manages the time and structure of individual sessions
and case management meetings.

L

®
qpich 38 Gopbiooh Ba043B:

< < c.e.¢ Qo CXN <
3’20)8389@080)0)9%]080)?9 @ 610089%%9612390)@833603

Uses individual sessions and case management meetings
to review and reflect on current work
<

co < < C o NP C _C <
co0d§mapdqp:al [§§eopSopiodad [g8adlod(o3dopsé

03:9)Cs 3(38: 28:odss (§56086983cqa0pS:
U)‘DgoQICeG%DSQ H e.'?c 61 §°§ qc &e

< < C.9Mc
S'BGOSQPSOBC O)C@GCDDCZ&?@CS

Reviews and updates capacity strengthening plan(s)

during individual sessions and, when appropriate,
during case management meetings.

c _C < c co C o C N

@@qosgogzaaco:qp:?g 000R3]|C360R,30200)  3OPO:

< C CQo CN C NS c

32C03g39010¢ @@qooea‘igoplqp:eﬁ ge:q@@gmcg

o <

Q N N c N
B8moSgpan: [§§0pSad:0d(ge:

Identifies what practice is useful to them/their

colleagues.
ScuSadendSap: Q < < Q <,
CQOGWIMCHMQPIZPORM  BPOVPYIICAPIDMRYCEOIICS

Qps 0%398@@98:/ ssof?:oée@oés §[§ozeo8[§q§n

Ensures everyone is given space to participate in case
management meetings.

C CQo CN < N oc <
@@610@83@“3&% GDG)&SS’BGOSQPS%)C COCY?CS(S]OCG%SG%Z

88qs esapeos(gs:

Respects and supports the other caseworkers; respects
confidentiality.

C < c C C CQo CN C
@@oaqoewoo%com @@qooeo , 3ODQ|P3308 GOOSORKE

o C c c
Q.95 00z crozon:(ges




@ CASE MANAGEMENT (65958508 3930305 0810986058 (BH(T3508:5E:) BEep apSi0p008r0c08:098
TASK FORCE

Frequency of Coaching and Mentoring Practices

o O crc C C C C C C
(9?0@0@06C0 mmec&eamcamea 3?@63?6613?03(’7)&”’)«,)

Practice

0360y ce0o8gadaepdmapyp:

Frequency

»[03Smeqm0z08

Tool

23}(g|qepa3uoogp:

Individual Session
(including case discussion and
ad hoc)

One to one

68:q/8:830305 33:(03(35(g¢:
(meqzeol cagieging 3382009

Sasﬁ%ogé @8618@98295.:@8:)
63:3)E:830305

1 hour every month

008 (028(36ayE © §9§)

Individual Supervision Record
68:3)€:8320305 $3:(03:(38

[3&:905006:

Case Management Meeting
(including case discussion)

C CQo C N c
(45658604 3¢ m0p5:3060:
(g0 Sesgiegiogpiaaclaod)
Group

Q <
S?OOLDSQC\?OO

Once every month for 60 to 90 minutes

SLY) (ooo%@écgﬂé Go 8566 o 856)

Case Management Meeting

Record

C CQeo C <
@0)6100)89§> JG?O)@SS’BGOS

?O’)CO@:.

Capacity Assessment and Plan

QoS So 8 Q N
QO PO0:00Q IOIOD

To be completed upon recruitment of new
caseworker and should be completed again

after 6 months of recruitment

CM Capacity Assessment Tool
C CQeo CN C <
@oqooea@g 293203 QOO
<
)

One to one 0§:00¢ 03§uon
ce. €8 a.¢ (46658608300  322060§325(3:8:(§:e5005 "
63:gE:83c305 8 23RN . GRS
G 0339038: @:Ssesaaécaooéacﬁqeé
Observation Observation is to be done only for high risk Observation Tool

60Qa23:200(gE:38305
: o : )

sensitive cases, which supervisor is
supporting caseworker on

6000232006 0831003
° L JL

One to one

o 60o0o32200(gim8m0520pS Fmgapudersod
63:3)C:83c305 s : s
c e o N C c _C C
@993:[9: 000RUOQERUOEID @cqoqusaogoo

Q . Q

[$895(03:(030peh s20pap8 qupeepd
Shadowing For new caseworkers 5 to 8 times in the first

C CQo CN C _C c
(489588983929 cpScdipe
capavoaour(gés
One to one

cQ. S 9 Q <
OO0 CIOICRMD

3 months of employment

[§698c08200:320630305 & (036¢ © (036

C c _C (e N
(saogoomcoceqom[gs Q COFORCE)

CM Shadowing Tool
C CQo CN c < c
[§8qd880&39p9095c4:5¢

GC\)C\)’DDD(Q:OD@(%° O%OODO
s R O

Case File Review/Checklist

§9053840: BicopSatioodGiiss

odes0:(g¢:
One to one

co Cc o Q _¢C
0D0:]|COTPORM

A supervisor should review 2-5 files for each
caseworker on monthly basis

(466 60p5000:03E:30305 v (g S[0F:{0g08

%9 J 8¢ 9 §Camcg: [gscopSapianded

Q.. < <
Q?QBO(S]:D&

Case File Checklist Tool/
CPIMS+

(459538 sod:0dag08¢
CPIMS+




Myanmar Inter-Agency
CASE MANAGEMENT
TASK FORCE

Case Management Coaching and Mentoring (Supervision) Technical Support Guidance Note

Tips on Communication and Feedback

3fg§ (o3[ dyp:s€ oada3uSe[paBgesdep 2qundyp:

Being a good mentor and coach requires certain skills:

§5:602008:[gemmaE:0083:(§dq § 320305 agS:0qegpiadaadaops-

1. Active Listening and communication (mtﬁmcﬁ@@ g?o:eooof:@ésc?é 30053803

2. Giving feedback in a constructive way (33[g|2069206805E6200§p5:c06:(g¢

<

Gigeot)

3. Applying knowledge of guiding principles (co:pp83j05¢pa¢ 32380p00gpiae0:adeepndgood:(gts)

4. Good facilitation skills (emoé:g§eoao ooccz@ﬁ gé:qéfﬁ &)

DO’s cs008q§ Don’ts eqpéad

Listen to caseworkers/ active listening
C COo [N ° Iy c
@oqooeoﬁ,,g:qqp:cﬁ bleaatiovltatc~aY q?o:eoooc@c:

(oocrg@go §o:eooo§[§<°::)

Avoiding discussing issues

(gooogogpiaan: cagiegs(géind eqpé(3dges

Identify stressful issues and situations

o _Cc0o@ < N c
omo@:g@oeooap_g @oaag?oqlo:?g 396@3,;@@?@”0:393:
é@o::ﬁ@&ﬂ

Encourage openness to express

c .C < < < <
8?8@(\)02(\)02 GO’.)@G]ﬁ 3902@03(5]

Do not present solutions without asking for case-
workers’ opinion and giving time for the caseworker to
think and arrive at their own solutions.

C CQo CN ﬁ N c C C c O N
@oqooeoc?ogolateﬂom ooc@cqlooagogm CllepaletEolep)
c C C CQo CN
G@ﬂc:?ﬂmcﬂ’): @oqooeaﬁgaaqps

Q co 3 c o 3 3 c

®ogod oprerqsed Gliofel clggliqodepiad qfiad
oc¢ c
@qﬁec;o:@c:

S SRS, .8
GSODCQ_('D@CL?(G:

Be well prepared in advance

G('DO(Q:SQC) @[003@890800920']

Do not pass judgement without asking or giving space
for caseworker to discuss

canic 060208:a803 236005 egepeeL:dd ad:(god
Qiegi§ 380 §EPOG0ID 33

go5gps ©g|0laé

Be specific and precise

:DO%CDCYS?O%?O% §@§ CT%O’.HQDC\?(SG@D&L;]

Do not give individual feedback in group sessions, this

should be done one to one
c _C

N N
BOomopSimcoigpist  pScigpiopd

L
o?@%gf eeo:@é:

063:5)E:8

Identify and stress the positives and always start with
positive feedback

80%88"9 53208 GO’SG)US@“ 33@ :)DGCT)'.')GQ)DE D 39@
sQQps ° T ° A 4

Do not wait to give feedback; when an issue is identified
give the necessary feedback immediately but in an
appropriate setting

N 3(géec0:qs 6eeé(géai [§an§1006903 cudodeSopd
0080l §RCO€ g : $ 07 POP0P03
336620009 §903 g0dg|Esoéeondeanaee(g megopt
cosgés
10
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Myanmar Inter-Agency
CASE MANAGEMENT
TASK FORCE

68958595

3

(]
I

390305 o8:08[GoBS: (B3:3608:5E:)

BEep §p5:0p200:9008:324

Offer suggestions and potential options / alternatives
to addressing problems

o C < o C < coC
[gooogogpio} elggias =(Agacdepses [§88¢
co00 6gzg0SeaPgP:ad MEpSs(ges

Q

el

During group sessions, ensure meaningful participation
from all participants

BSomopdimcoigpiacgs: clofonaeniadiode 38xo0S

N N N
[gpSocanndlole eoogpen(gé:

Be patient and respectful

Q _C < c Q ’]
oaor)g[@ga?g GC\):O)’J:&%S].O

Record participants suggestions in relevant tools
200583Eqpadfungpiope dloangpiel 33(0y(g|31054p:

Q o Q. Q .
02 9O2000:00CNQ|O:

Do not use the coaching sessions to evaluate the
performance of the caseworker but to provide guidance

and support
C

@oqoa)eaq,gwqpaeﬁgeoeaoocqgm S’B(D@O’.)qc §é

c0:006:[geg:03 303:6(gq ol a3epaae cwéigsesé 3
003 cozqolepdi

R/
0.0

Note: All case management managers/ supervisors will need to complete coaching and supervision

training®. For new POs or coordinators who have not received the training will need to observe and
shadow staff who have received the training and be given an induction on guidance note.

C COQ-o

2o3(gjef

[96658605,5eq: esesqp/ G8:0Fe036a0m0205:2005  $p5:[gupansaé  $8:[0FiogSeqr0ons:

C ca. 9 Q ° Q Q < [ C S C cN < <
CD(DGGF)(T)@SOA}? C\PS’BOO’]:D@H :DCCD?SGGE‘[GQDD Q?S@S@O&Béﬂp:&)e :DCCD«?SCD(DGS]DO’)QG&)D Oo?d)@g(ﬂ’.)g

8¢ 32603,33(05]§l0§ 006:qp:a89 v c§:3EmRE: crq§33S(G: E:2$305605903 BB:a0:aRa3(Glq ClepSH

1

The use of the interagency global toolkit on coaching and supervision, until training for supervisors based on

competency based framework is rolled out for Myanmar.
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