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CHILD PROTECTION CASE MANAGEMENT
GUIDANCE DURING COVID-19
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This guidance note aims to ensure continuity of case management service
provision as well as appropriate response to cases associated with the disease
during the COVID-19 crisis in Myanmar. Outlined below are priority areas that Child
Protection Case Management agencies should focus on:

o)cod:p89005 COVID-19 0mcumeapls [§665800§369pesiqpia0z05 oneroiopcodomngud
6onCegPndeaEaag 20500 00p0RE:0P:e:aeRd 38mzgIndgPdloaopdi eemndend
[goleagoSgpioopd mecvsopcodogubennteqpodeqeaagyp: Sonieo: 6eonEgrdananpd mapgpigdoaopd

1. Promoting Awareness in Communities
g@ oBepogooupicdogt sroBagEtotE:
Case management actors should have the knowledge and understanding of:
.. * Preventative measures including handwashing, sneezing and coughing into
)) X elbow, wearing a mask when in public, staying at home, and social distancing
(a distance of two meters / six feet is recommended);
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e Facts about COVID-19 including symptoms, means of transmission, and incubation period;
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e Myths and rumors about COVID-19 that spread in communities;
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e Mechanisms for reporting and referrals to appropriate health service providers when cases
associated with COVID-19 are identified;
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e Possibility that child protection and Gender-Based Violence (GBV) risks will increase during the
COVID-19 outbreak, and child protection services that will be sustained;
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e The importance of preventing all forms of stigma and social discrimination — ensuring community
members are encouraged to report any concerns without a fear of being discriminated against,
when they are experiencing symptoms;
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e The particular vulnerability of elderly caregivers and those with underlying health issues — and the
need for younger adults and children to protect their elderly caregivers from possible infection;
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e The key considerations for home quarantine in line with Ministry of Health and Sports (MOHS)
home quarantine guidelines;
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e The importance of informing the local MOHS focal point by phone of individuals who recently
returned from abroad, even when they are not showing the symptoms;
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e Existing Information Education and Communications (IEC) materials that are endorsed by the

health cluster which are made available on the Myanmar Information Management Unit (MIMU)" in
different ethnic languages.
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0 2. Ensuring Referrals to Appropriate Health Service Providers:
T aogeaqfeonoyineqiofesonieeuagypia’ pa§dfgta
aao

e Child protection actors need to have up to date information on health focal
points in different townships, township level medical officers,? and GAD
(where appropriate) to ensure that appropriate health facilities and health focal
points are included in child protection referral pathways for children and families
with suspected COVID-19.
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T http://themimu.info/emergencies/coronavirus-disease-2019-covid-19
2 see https://www.mohs.gov.mm/Main/content/page/covid-19-contact for all focal points across the country.
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http://themimu.info/emergencies/coronavirus-disease-2019-covid-19
https://www.mohs.gov.mm/Main/content/page/covid-19-contact for all focal points across the country

e Child Protection actors to refer children and families in need to WASH services, for example hygiene
kits. Note: caseworkers have to understand who is distributing hygiene kits and working on hygiene
promotion in the areas where they work.
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3. Continuing to implement Case Management Systematically:
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Current caseload: It is important that child protection case management services
@3. are continued for children currently receiving case management support in ways
&5 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 context of
CQOVID-19, 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 outbreak of COVID-19.
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Low Risk Support by phone: case management implementation can be put on hold but children and
sa5epcS5oSican families need to be informed that they can reach caseworkers when the situations change
SPOrr 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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High Risk 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.®
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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

comigle co€logpieuiconean oosimalglgo$codiqp:
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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Cases associated with COVID-19 (e.g. increased distress, a lack of appropriate care by parents and
caregivers, intra marital violence and rape, violence, child labour etc.) and new high-risk cases
identified: Case Management SOPs apply to all cases associated with COVID-19; caseworkers need to
take necessary COVID-19 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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3 If restrictions are applied by Government entities requiring physical distancing, all follow-up will be done by phone unless
permission from relevant authorities taken for life saving situations.
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Practical Guidance

C005e0ReeEgNdes 0dipRs

Case Supervisors will

[5695[0303608:00¢ caonlgodasi

Case Workers will
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* Explain about necessary COVID-19 precautious e Review all cases with case workersin 1 on 1

measures including wearing masks and avoiding
to shake hands, in a way children and families can
understand;
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Wash/sanitize their hands before, during and after
every visit;
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Wear masks and carry hand sanitizers and gloves to
protect themselves;
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Practice social distancing during home visits — this
includes explaining why social distancing is needed

to protect children/families and caseworkers during
COVID-19;
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Not shake hands;
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Inform supervisors immediately and stay at home
when caseworkers develop any of the COVID-19
symptoms. Speak to children and families by phone
and explore if another caseworker who covers your
absence is needed;
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Postpone visits and follow up by phone when
children and families are concerned about receiving
caseworkers at home due to COVID-19 risks;
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Child Protection Case Management
Guidance during COVID-19

meetings, starting with high risk cases, using the
following questions to guide discussion:
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o What is the likelihood of the situation of the child
deteriorating?
eoseizaegeacsadigpiesatal [(88Eagion omcdi

o What is the severity of the situation of the child
deteriorating?
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o 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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Consider what resources and preparedness
measures are needed (i.e. phone credit,

ensuring the child/family has the phone
number etc.)
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e Ensure that caseworkers understand basic facts

about COVID-19, including modes of transmission
and risks of infection, so that they can effectively
combat myths that stigmatize children and families;
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Case Workers will
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Case Supervisors will
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Ensure their availability at all times via phone for
extremely vulnerable groups and also inform the
families they can call them whenever needed;
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Understand stress being experienced by children,

caregivers and families due to the COVID-19 crisis
and support positive coping;
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Have updated hotline numbers and information on

service provider mapping/referral pathways with
them;
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Be able to make referrals to appropriate services
including food, health, shelter, education, social
protection, MHPSS;
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Ensure that children receive clear, child friendly and

gendersensitive information about COVID-19 by
using the available IEC material (by referring to the

MIMU website);
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Promote self-care. Use stress management
techniques.
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Child Protection Case Management
Guidance during COVID-19

Closely monitor COVID-19 situations and updated
Government Announcements / Guidelines in
locations where they work and share them with
caseworkers on an ongoing basis;

[gebs0S/ oBEsezo0(Fima0pE:6 COVID-19 6l 6o0ded:
2000Es309i0530005qpH 3§qe(ocrgIEdgPIsE cobings
qodgp:0? sa8:ndeentloiodecyangSadzaddlacpdn
Make themselves available all the time by phone

for supporting caseworkers in responding to high
risk cases that required their immediate support;
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Conduct check-ins with all caseworkers at least

twice a week (depending on caseload) by phone or
video calls;
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Ensure caseworkers have all necessary protective
materials including masks and hand sanitizers;
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Share information on updated service provider
mapping and referral pathways, as well as the
phone number of health focal point persons 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 case management guidance
during COVID-19 response. Set up regular group
calls to generate a common understanding of it and
facilitate peer to peer learning;
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Case Workers will Case Supervisors will

[559086083990 caonlgodefi [5890[B03608:000 GaonEgadesi

e Promote wellbeing of caseworkers. Caseworkers
may need to work on weekends or overtime.
Encourage caseworkers to take enough rest;
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e Promote self-care. Use stress management
techniques. Share skills if caseworkers do not
know them;
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e Ensure that case information is adequately
documented in a timely manner.
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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:*
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Dos
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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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4 ibid.

7 Child Protection Case Management COVID-19 000820382 cneosapeuSomagodeent
Guidance during COVID-19 ogpa3qa88ep [§0q0880§3g codigfqod



Dos

Gaoo&.ﬁ,

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.

soobagubelgpadesod om[gbdoncdioncbesepionudansEanudmag§annd copdaagEeaigiiqpiod madigestomejoptaen:
gSi0docuiqfmacaoiicloopdiondoibozEeeigiondoamncegfiqst [geeeteqpodone egpadaopd saclopEimagpyp:a?
38eicot[gCopeogiod[gé 328dluSeomad(ges odespEd

v/ Where possible, use video chat if network allows.
[588Edm 22E0m5$0503E:60mEs00pdm8lgE  88udeom [gEesledadn

v/ Ensure that nobody else is hearing® before starting conversations; following questions can be asked to confirm:

olpedeagigigeoontd 0o68:5E00d8: qEiqEicnticnliogiq[gts fedeosioda§adsndilaopdi eemndes [gdleegsigp:od
Gos E$ 8Eclaopd

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?

m@mcﬁ%s:a’ﬁg)o& Mesiolpadeagiegidaocdeononodomdoocon 8zacloypEiaaepo? eSimes s005(G:
e[gpad8320305 ©Es 206Im0RAE dloeupcd codlep: coudmagSe [g§Bieagiegigqtdloocd

e |s this the right number to call? Or do you prefer me to call another number?
209400503 o§seal omaaeolalgoons Seewrod 0odlg: 0desisclodo? SGiesleogitloocd

e 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?

:90Ci08:e[Pesaiespo afjpodgrod$:038:35 oodlgropeogs B:oo§lgdo eseponesesiclpesa
08005853086 56p§pgp3e[gdS EonsadaEropbiBadonds3an? /3200320708008 8¢l 3203/330 ©E:030r050005/
eupodopdfgSelgadaend cusgsi§eozaddeuidlocd 8cdewieudadqtasp wEima0z05 sasoalgec

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.

320005¢) 880607 20):0[gI8Edm oneriwel qodsmag3epalgEaepdSeudbelogpt: c0o3gaepd
[g8Al0051 Bzac(gzaesoze colel ognadudaageaspgornamonigpiadcopd: 3205 g8 Ec880bewroddi ddelopé
060s38:§000S g $00:qe08ECloopd B805pedE:adEapddigeuidaonpd oomspyp:od 2adig[Giootel 8odotomongusé
300g:eng0 ced[g8Eloopd
e | 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
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

pown - 08B0 goEe0B 3603/m0b0 §0:00p5Cl0dH CRIIYPIPU Bcdmrefgmaesyn 0883 colgElog ¢adh
8c8mae[gEacsen 80503001 06:5p5:0m18050e0mE:s [gBonodomeogum Ge§lgbesioy coomoddn oéselgresomad
22608 /m060 comEieomE: [opigdonudi o€:8cd maefgmeesen 88609000588 02003 2808 /386 gos00bdondd
o&:gpc80r8[gSgunanomondlonudi 32803 /3286 03eay [§88Eaqficd saege0z0? saoponay eplogpdad,
qeomEsqeudadaodloncdi 32603 /2060 salpjeos /cx?oeaoof:oo 880 0601 2608 /2060 6E2003058:§60005 [Geomn
o&:Bmopmn8eudlend oobeomndeomadod 0g&:deudEl mjoeorqi€dloncd

v/ Listen more than you speak to identify concerns by using probing questions when needed and by allowing
processing and ventilation of emotions.

B:86¢008 gqpiodecdonadEeSsolaicuigiqpiadzaadigom cuigd: [§E:0005 mero:/Boze gelgpad copboomigp:a?
38522600083 8326010 8059022903 0005eBEEQSI0R05 samieuigs 03360l 208

° 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.
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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:

80588:gacp§(gbes[gts 8:85008[EE cfo3p03g[gE: (93) 88 0BuSnBaBsqiE8Equggt: 320§00pd Faelgeacsypie 0op5Bog

[g§c0p5e§8Eeoqsa0p05 vogadadzcfgmaesds (03) safgnieom 2090593 3a0yB3a0005: [P eogg0Rd =:a§§§rogE

0090393 donsqaqpigbecygboodelop: elgplggscdaddlaspd

e |tis a challenging situation as there are many things that are still not known about the virus, and it's
quite normal to worry.
0ps0056epAldss Alobao0dBieon; 0BoBoyoy ©a8aEaniol Fagi0de0R FgPioR: §ese00i0) 32903 00533
;elgeacsen 8c3§8:§60m § op§lg§omeogom [gBerolgboogdlondd i

e What you are telling me are common. Many are concerned about falling ill or spreading the virus to
others especially loved ones. Many have fear about losing their livelihood or being stigmatized by
others.” (Recognize internal resources and capacity to cope)
08 2803/3200 036[3p03 6[03p050005e803329/0552000ERUM YFIGP:PED [§B0053oLSN CREIEP:PL gpiwd
Slpocpod saopioolgf ofoSebach pecgatecpalgheodendiéioteapdidlonaSt cpmagpieciumcopb opofd.cpbodiacy
orl) §15 Sloewpod oodlep: opeogmn 2a[gdonten §:§8[o30lonud Saacfgeacsad [3[03d §E3ESEB3a0R05 ABudwndod
g&:ee0nepdengs, 32q€: 32[4660R08 320832005[g8an FaeqoBidloncd

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:

600:5E8000:9000 80050005Ee0EYOEEDPDspS0digPI0? §2:6000E g§5E GE:03030503Cag: guS8EeSaacR0dmamy
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e |tis 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.

Flom 3295:030053(F: 8Sedlggp:od 226[g3a6500898800003 32603 /m060 §0:00pS Cloowdi maefgzaesad 3G
$88qp588Cau) mqodey §onudadag cegiegiogqesanti

v/ Provide fact-based information about COVID 19. Be honest about what you don’t know. This is a new virus
that we are all learning about.

COVID 19 §0l050005(8s 329/05820005¢p:03326[g96000 2000E:329/05830005¢203 geofgls 20EwaBeamsagodenconiyp:
Boomgnlgead§elompielgpdivagopondeqpdldionobaadjs 202232008 [gbeomelopE, og§603320:0:088a38s0:0005
eamEaoogagod§dlacpdn

v Make a next appointment on the phone and do keep the promise that you will call back.
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Pressure others to speak if they do not want to speak.

F[epsap omsee(gped200503 epedes daanseolgtselgpded

Ask why this or that.

“omelopE! cesgiqpieeigsigtodeqptal

Be judgmental.

3861 colgopeogiodlgt BqEadigodge: ogireddlst

Use technical terminology.

$5:0pms0§GoonmaodiengSigpiaaadiggto? egpéch

Talk about yourself or personal issues or troubles.
208eliodcdeqpeplgoosagps 2005323qpa sac(opEssaapgp:ad elgpadgtiadeqptdl
Give false promises or false assurances.

0[96§Ea000 mnoBgps/3n0dgdgp: veudlst

Share someone else’s stories or experiences.

00886 sp6033[0F g2 9300905 @odubigp:a? elpad(gEiodegpEaln
Exploit the trust and confidentiality established.

oplorpden 8¢ oligodeg greoconionp saqEdpia sacgopienicpdf:elgrpbadh
Rush or speak fast.

moqocdad [§H4dsapSlogreldat: olired8as cdebdaont

Use long sentences and give opportunities for children and caregivers to share their experiences and views.

qROagPEeo 0ompyRszs e[Padgtindesplas $E oreaws/ Boonip oeh sacopEaigp: $€ 3260gs 3[gCPzIs GEosCes
320905 3883008560595 032600051

Make long phone calls — be mindful that children cannot focus on long conversations.

YEPEEL> vs:e[grgEs BegpEdh - maervapd SqfloPlop cegiegigtiod 32§B058E vpbeupod eBaopdeagipad
238c805g0dh
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% Key Considerations for data protection and information sharing during remote
support for caseworkers:

ﬁ — [56905809§300¢ 326050 (B:0pp84lgroboopdeacfgsaesogt c0ooE:3agr53a0005
03§:038:g8:5¢ ge0fgts 390305 2080 copdogliobiontaepd sagEdgpn

e Caseworkers must obtain consent / assent from children and caregivers via phone.
6CV:$EB0:p000 [4D6EBGaEFopm 2060m0pgL[Ygrd3esE qupaeRdI

e 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.

[3690850§5000 0ne0:5E800s033: v&dgEeoodagude|gpadaopdesepaond conmEndffgst c00nC:aagd3a0005gp:
aniafjpodgrcdsiaBoiiapancyod coffigiieanesaplgbauch

e Assure the child and the family that the tool used for communications is safe and confidential.
meeois¢ oz Fa0:e00503056|gpadaopdspbiudiaopd conimE:adffgst agipodedeloptieaolgy coqed

e Simplify forms if information is to be collected by caseworkers over telephone.

¢$300080C [4565BGO§ope 2000E:309i0532000NgP: G00H0PeE3320d0 [9Bqdgpdogtiaopd dbgp: o 33&qE:

eamE[grpdoonqe

e Ensure no confidential / sensitive information is written down.
a§jpodgroos§e$/secnnmnsodoglges ©cd3206000 2000E:magind3aC00gPE: qesgEtielgad

e Ensure that only necessary and relevant information is shared and recorded from children / families.
3320¢5E 200588EGE000 20008:329[0530005GP:0307 HOS00E:00EGSSE ME:$ESPE geoso
q§eooqpeoged

e Avoid using identifiable information when gathering information by phone.

0p509025d[gbelo3pE cBopad8Eutd saodimagSiqpiod efdsCelpadesgiegiesod 3aadlggdl

e Only use case code when information is shared with case supervisors or other service providers for
referrals via phone and phone messages.

[5690[0%{3603:005E, Fofgpieomn o§esontaauiopypsza: [§6q05EA050050005 ag0dsac0dgpiades: 3¢ clpsd
qeospapt 2005¢05002:6000[gdad4Alc503000 Faadgd

e 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.

o$dgCelopadeagiagigqpiod 32000050d:u00{gEs(Recording) [giapd[gtiadelgapdoo&d 32000 ggiepde$adssdd
fsbqblooabe8iopel gllgiodapaopabst $apooph cealorpigaediiafed 326doophn exacois Soo/ spboBiiop
000=220605008:09[gEx(Recording) 820305 2060200p8E[ggIE> §§a$cdea00kapdn

e Modes of communication or information sharing on cases should not be done on social media platforms
(such as Facebook messenger); where possible the use of WhatsApp or VIBER is recommended.
[36902000E:32g053a0005¢p:8: Geofgs soodagudeldpadigEqpilgiapdepogE facebook messenger saadig[ats
o3 espoyfaln 35000588 WhatsApp 936005 VIBER 03936000 8005990566:5055008: 0069903 gaadigdl

e 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.

[5690850§3090 [4B6080:905006:00E8E6S [30903E0RE wodanbieeromdgtiad 2a§§sC onalgipd :[gSadigpdes
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e |f 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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4. Reinforcing Gate Keeping and Facilitating Alternative Care Appropriately: Due
6 to COVID-19 caregivers may fall ill, be quarantined, be hospitalized or die. Alternative
care solutions need to be identified for children when a caregiver is reported sick
(before hospitalization or death) in line with the existing child protection specific
SOPs. Caseworkers must ensure that family separation is prevented and the
6 hierarchy of care (kinship care, foster care, and residential care) is respected in

any situations. If alternative care has to be arranged, caseworkers need to provide
remote case management support by phone or WhatsApp or VIBER.

61 afgpespdegCanteondeden [geeenteqpadfgl: $C Gate Keeping (0€geong[0360005056)03 sandgpdfgCa
COVID-19eepdlefompé 8o0/3p6038:00qp:e qpago[gEasaognizacn 0n§o005eentordo3pdgfats eso: orodespadoroofat:
93009056209045C:qPegBEEAaopbN BonepdaBEione gprsneselopE: ooEieuidnonanpd :§oataesfeonodespnddade
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Please see Key Considerations for Children and their Caregivers during Quarantine, Isolation and
Hospitalization due to COVID-19 for more information.
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This guidance note was developed based on the discussions among
the members of Case Management Task Force in Myanmar.
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