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Introduction 

Welcome to the general guide for telephone 
guidance. This guide is part of the Promoting 
Nurturing Care for Children and Self-Care for 
Caregivers to Prevent Violence in Early Childhood 
in the Time of COVID-19 resource kit.

The care model that you will find below is 
based on the best available evidence on child 
development, family support and violence 
prevention in early childhood, which is included in 
the conceptual and methodological framework of 
this resource kit. 

The resource kit consists of the following 
documents and materials: 

 2 Conceptual and methodological framework 

 2 General guide for telephone guidance (this 
document)

 2 Tool # 1. Guiding and follow-up questions 

 2 Tool # 2. Guidance based on the 5Rs Model 

 2 Telephone guidance formal registration worksheet 

The contents of this general telephone orientation guide include:

1. Description of the target group .........................................................................................................................................6

2. Guiding principles for the use of operational tools   ................................................................................................6

3. Objectives of the operational tools ..................................................................................................................................7

4. General recommendations for the guidance counselor .........................................................................................8

5. Overview of the phases of telephone intervention ............................................................................................... 10

5.1. Greet and introduce yourself as the guidance counselor  ..................................................................................... 11

5.2. Describe the phone call objective (clarify expectations) ........................................................................................ 11

5.3. Ask questions to collect basic information (on the caregiver and the child) .................................................... 11

5.4. Engage in conversation by asking guiding and follow-up questions .................................................................. 11

5.5. Define the profile of the guidance process ................................................................................................................13

5.6. Summarize the information and reinforce good practices ....................................................................................14

5.7. Implement the Positive and Effective Parenting Model  .........................................................................................15

5.8. Define the work plan ........................................................................................................................................................17

5.9. Agree on a tentative follow-up call ..............................................................................................................................18

5.10. End the call and invite the caregiver to use additional resources .......................................................................18
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1. Description of the target group
The operational tools may be used by staff who 
interacts with parents and caregivers of children 
under 5 in services and programs offered by the 

health, nutrition, education, child protection, and 
social protection sectors, among others.  

2. Guiding principles for the use of operational tools  
The proposed operational tools are based on 11 
principles:

1. Pursue the best interest of children at all times:  
All decisions made, or actions pursued shall first 
and foremost be aimed at achieving children’s 
greatest possible well-being and their optimal and 
full development.   

2. Do no harm:  Make sure that the 
recommendations and activities in the work plan 
do not cause any harm –conflicts, stress, insecurity, 
re-victimization, extra burden, deterioration of 
the attachment bond, among others– either to 
the caregiver or the child. Furthermore, it is also 
recommended that guidance offered is precise and 
clear to avoid generating false expectations. 

3.Identify and accompany/support significant 
adults in children’s lives so that they prioritize 
their well-being and self-care: Promote healthy 
practices and routines and a positive mindset that 
maximizes caregivers’ -and therefore children’s- 
well-being.

4. Provide support based on the social-ecological 
model: Consider the influence and interrelation 
of protection and risk factors at the individual, 
relational, community, and social levels to 
determine the profile of the guidance process 
and the recommendations that will be agreed 
upon in the work plan with the caregiver. 

5. Provide guidance based on the life course: 
This entails considering that children’s needs and 
challenges differ according to their development 
stage. It recognizes that early childhood is a sensitive 
development period, and nurturing care during this 
stage has effects that influence and persist in future 
stages of life (Clark, 2020) (Black, 2017)).

6. Promote inclusion: This implies acknowledging 
and valuing human diversity (i.e., disability), based 
on the best interest of children and the respect for 
their human rights.

7. Provide guidance based on a non-punitive, 
comprehensive protection approach: This implies 
recognizing children as rights holders who 
are entitled to develop their full potential and 
whose rights must be protected or restored.  The 
comprehensive approach to protection requires 
a holistic vision of children, from the individual 
and collective perspectives, considering their 
capacities and development options. 

8. Provide guidance with a gender approach:  Starting 
at early childhood and continuing through later 
stages, in addition to bio-psychosocial development, 
children endure important changes in the construction 
of their personal identity through the acquisition of 
gender differentiating behavior patterns.  Children’s 
self-identity is resolved and defined based on these 
determining contents, and this influences the different 
ways that boys and girls live their lives.
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9. Recognize caregivers’ skills and protective factors: 
Assume that families act in good faith and do their 
best. Providing guidance requires identifying the 
specific strengths and needs of each caregiver.

10. Provide guidance based on the differential 
approach: This implies acknowledging differences 
and diversity to address the social, cultural, 
territorial, and demographic characteristics 
of individuals and groups. This approach also 

recognizes the diversity of families and childcare 
alternatives (Yoshikawa, 2018). 

11. Promote coordinated work with other child and 
social protection services:  Harmonize telephone 
assistance with other social and protection services 
aimed at families in order to ensure effective 
referral and therefore comprehensively manage 
interventions to strengthen protective factors and 
reduce risks in children’s environments.

3. Objectives of the operational tools
 О General: Strengthen skills for nurturing care and 
promote caregivers’ self-care to prevent violence 
in early childhood. 

 О Specific:

 »  Early identification of needs and 
manifestations of risk factors that can lead to 
the use of violence against children.

 » Accompany and support caregivers and 
families as they endure the situation caused 
by COVID-19 while promoting nurturing care 
and preventing violence against children.
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 О Have Operational Tool # 1, Operational Tool 
# 2, and the Worksheet handy.

 О Listen carefully to the caregiver’s emotions 
or ideas; avoid passing judgment and allow 
them to talk as much as they want.

 О Avoid imposing, dictating, or prescribing 
what the caregiver should or should not do. 
It is best to try to reach joint agreements 
and work plans.

 О Try to take advantage of each caregiver’s 
motivation, individual goals, strengths, and 
capacities to promote and strengthen their 
caregiving skills, based on the 5Rs Model 
of Positive and Effective Parenting. 

 О If the caregiver refers negatively to the 
child, try to repeat the phrase in a positive 
way. For example, if the caregiver says, 
“the child never obeys,” you can say, “you 
mean that [the child’s name] has had some 
difficulties following rules at home lately?”

1 This refers to resources or materials that have been produced in each country or adapted to specific contexts.

 О Be alert to any questions or concerns 
voiced by the caregiver and try to address 
them carefully, with empathy and respect. 
Avoid confronting or judging the caregiver.  

 О Keep additional resources and materials1  
handy to guide the caregiver on addressing 
other unresolved needs or issues that are 
complementary to this tool (for example, 
how to access social services).

 О If there are two or more children under 5 at 
home, try to obtain information about each 
child and provide useful guidance for each 
individual case.

4. General recommendations for the guidance 
counselor
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5. Overview of the phases of telephone 
intervention

Telephone intervention for the implementation of the 5Rs Model of Positive and Effective Parenting 
comprises four phases, each including two or three activities:

IDENTIFICATION 
PHASE

INITIAL
PHASE

ORIENTATION 
PHASE

CLOSURE
PHASE

Greet and introduce yourself as the guidance counselor

 Describe the phone call objective (clarification of expectations)

Ask questions to collect basic information (on the caregiver and the child)

1

2

3

Summarize the information and reinforce good practices

Implement the Positive and Effective Parenting  Model

 Define the work plan

6

7

8

Engage in conversation by asking guiding and follow-up questions

Define the profile of the guidance process 

4

5

Agree on a tentative follow-up call

End the call and invite the caregiver to use additional resources

9

10
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5.1. Greet and introduce yourself 
as the guidance counselor 
Greet the caregiver by his/her name while 
displaying empathy and kindness. Introduce 
yourself if necessary. Remember to use a warm 
tone of voice that conveys peace and empathy.

5.2. Describe the phone call 
objective (clarify expectations)
Explain to the caregiver that the call is made with 
the following objectives:

 O Provide support to families with young 
children to help them face the new parenting 
challenges that have emerged during the 
COVID-19 crisis.

 O Provide specific recommendations on positive 
and effective parenting according to the age 
of each child in the household; also, offer 
recommendations to address the caregivers’ 
current needs.

 O Promote nurturing parenting practices and self-
care for caregivers.

5.3. Ask questions to collect basic 
information (on the caregiver and 
the child)
Use Part A of the Worksheet to collect basic 
information on the caregiver and each child under 
his/her care. Also, find out whether there are 
other adults who help the caregiver look after 
the children in the household.  Lastly, write down 
any other relevant information, e.g., whether the 
caregiver is a beneficiary of other social programs.

5.4. Engage in conversation by 
asking guiding and follow-up 
questions
Engage in a conversation with the caregiver using the 
four inquiry themes suggested in Operational Tool # 1. 
See section A of Operational Tool # 1 for more details 
and options/ sample guiding questions. Remember to 
ask questions in such a way that you are able to hold a 
natural conversation with the caregiver. Avoid making 
the caregiver feel as if you are going through a ques-
tionnaire. Try to engage in a conversation to under-
stand each caregiver’s specific strengths and needs in 
order to provide helpful guidance. 

Remember to pay attention as to whether the care-
giver mentions some of the risk factors. Section B of 
Operational Tool # 1 offers details on the different risk 
factors. You must also be on the lookout for positive 
practices that come up in the conversation. You can 
use the material in section C of Operational Tool # 2 
to identify positive practices, or you may also use any 
other specific material on nurturing care and positive 
parenting developed by UNICEF (at the global, region-
al, or national levels).  

ATTENTION: Before starting the 
identification phase, have Operating 
Tool # 1 at hand 
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Risk factors:

1. Uses or condones the use of physical punishment or humiliating treatment.

2. Makes negative/rude/offensive comments about the child.

3. Shows any signs of negligence in the care of the child.

4. Has emotional symptoms of stress, sadness, or anxiety. 

5. Lacks support networks.

6. Poor knowledge of early childhood parenting, care, and education.

7. Is unaware of or has unrealistic expectations about the child’s developmental            
    milestones.

Finally, remember that at any point in the conversa-
tion, you can use the follow-up questions that you 
deem appropriate to better understand the specific 
needs of the caregiver. You can find several sample 
follow-up questions in section C of Operational Tool 
# 1. These options are especially useful in case you 
have identified red flags and want to improve your 
understanding of one or more risk factors, and also 
in the event that you have not identified any risk fac-
tors but want to confirm your perception. 

Take note of each answer, writing down the most 
important points mentioned by the caregiver 
in column (i) of Part B of the Worksheet. 
Additionally, during the conversation, write 
down the risk factors in column (ii), and for all 
follow-up questions you ask, write a summary 
of the main ideas in the caregiver’s response in 
column (iii). Use column (iv) to write down any 
positive practices you identify. 

Remember:

You can use any of the follow-up questions listed in Operational Tool # 1 that you 
consider appropriate or relevant. It is not advisable to ask all the questions during one 
single call.



13Guidance for Families to Prevent Violence in 
Early Childhood in the Time of COVID-19

5.5.  Define the profile of the 
guidance process
Once you have identified the strengths and 
risk factors that caregivers face across the four 
guiding themes, you can define the profile of 
the guidance process, depending on whether 
you identified different risks. Write down the 
profile(s) of the guidance process in Part C of 
the Worksheet, as well as the risk factors you 
identified (if any). Remember that this profile will 
help you determine which topics you should base 
your orientation on in order to provide adequate 
support according to the caregiver’s needs.

Remember:

it is possible that there are several 
profiles that respond to a single 
caregiver. In these cases, try to work 
with the profile that most closely 
matches the specific needs expressed 
by the caregiver or you may use 
elements from different profiles to 
move forth in the guidance process.

Profile 2

4. Has 
emotional 

symptoms of 
stress, sadness, 

or anxiety

5. Lacks 
support 

networks.

Profile 3

6. or 
knowledge of 

early childhood 
parenting, care 
and education.

7. Is unaware 
of or has 

unrealistic 
expectations 

about the 
child’s 

development.

Profile 4

No apparent 
risk factor 
identified

Profile 1

1. Uses or 
condones the 

use of physical 
punishment 

or humiliating 
treatment

2. Makes 
negative/ rude 

comments 
about the child.

3. Reveals 
possible 
negligent 
treatment
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ATTENTION: Before starting the activities in the identification phase, have Operating 
Tool # 2 at hand

5.6. Summarize the information 
and reinforce good practices

With the help of the annotations you made 
in Part B of the Worksheet, summarize -with 
empathy and respect - the most important 
points of the conversation and confirm that 
the caregiver agrees with your summary. Try to 
write down the information that you consider 
most relevant regarding the four guiding 
themes. While you provide your summary, 
remember to highlight that it is normal 

for children and caregivers to experience 
common reactions or difficulties due to the 
situation caused by COVID-19. Use section A of 
Operational Tool # 2 or the UNICEF publication 
Supporting Young Children to Face Changes, to 
mention some of the most common reactions or 
responses from caregivers and children during 
this challenging situation. Also, remember to 
acknowledge and reinforce at least one good 
caregiver practice that you identified during the 
conversation and wrote down in column (iv), 
Part B of the Worksheet.

Example. “As I understood, you are quite concerned with this current situation [in reference to 

the question “how is the caregiver doing?”], and you have felt that [name of child] has been 
more restless than usual [this in reference to the question “how is the child doing?”]. I also 
understood that in the last month [name of child] has cried more than usual and has engaged in 
some behaviors that have been difficult for you to handle [this in reference to the question on 

“main parenting difficulties”]. You also told me that when the child cries, you have tried to sing to 
soothe him/her and that this activity amuses and relaxes you [this in reference to the question on 

“relaxing and fun activities”]. Based on what you have told me, the first thing I want you to know 
is that this is a difficult moment and there are many changes taking place, so it is normal for you 
to feel worried and [name of child] to be more restless/ or to even engage in some behaviors that 
are difficult for you to handle. In fact, we know that many caregivers and parents are facing these 
same difficulties right now, since they are quite common in times of stress or when routines suffer 
substantial changes [this will enable you to normalize the difficulties faced]. Finally, singing to the 
child is a very good strategy to soothe him/her and it also strengthens your relationship, helps the 
child’s brain development and allows him/her to acquire social-emotional and language skills” [this 

will help reinforce good practices].
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5.7. Implement the Positive and 
Effective Parenting Model 
Una vez que haya sintetizado la información 
Once you have summarized the information 
received, implement the Positive and Effective 
Parenting Model. Remember that, whenever 
possible, you should always try to work with 
the model’s five components (see section B of 
the Operational Tool # 2), offering the caregiver 
at least one recommendation or answering a 
question related to each component. You can 
use the material in section C of Operational Tool 
# 2 or any other UNICEF (or country-specific) 
material to consult on different issues that you 
can address during the guidance process; the 
most important thing is to cover the model’s five 
components, insofar as possible. 

5Rs

REGULATING
one's own 
emotions

RECOGNIZING

REMEMBERINGRESPONDING

REINFORCING
how children learn and 

the emotions they 
experience

positive and effective 
discipline methods 

adequately to 
behaviour

caregiver’s wellbeing 
and nurturing care

Ejemplo. “At [UNICEF/the Ministry/ entity 

in charge of providing this guidance] we 
are aware of the difficulties and challenges 
that caregivers are currently facing due to 
quarantine/confinement/social distancing 
as a result of COVID-19. That is why we 
want to support you by working with you 
through a set of five steps to handle difficult 
situations and promote [child’s name] 

development, health, and well-being. We 
decided to call these steps the 5Rs Model 
of Positive and Effective Parenting, since 
these steps refer to, 1) Regulating one’s 
own emotions, 2) Recognizing how children 
learn at different stages of development, 
3) Remembering positive and effective  
discipline methods for each stage of 
development, 4) Responding adequately 
to some behaviors that are challenging for 
the child’s caregivers and 5) Reinforcing 
caregivers’ self-care and well-being, as well 
as daily care practices and positive routines 
for children. We believe that if these steps 
are followed and strengthened, we will be 
able to promote development in such an 
important period as early childhood.” 
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Although you should always try to work within the 
model’s five components, the orientation profile you 
identified in Part C of the Worksheet will help you 

determine which components require more support 
than others and where you should focus on (or 
prioritize, if you don’t have a lot of time for the call):

Profile 2

Emphasis in 
Regulating and 

Reinforcing

Work on the 
other Rs

Profile 3

Emphasis in 
Recognizing 

Work on the 
other Rs

Profile 4

Work on the 
other Rs

Profile 1

Emphasis in 
Recognizing, 

Remembering 
and Responding

Work on the 
other Rs

Remember to write down in part D of the Worksheet 
what aspects of the 5Rs were addressed in each 
component. If the caregiver cares for more than 

one child, make a note on that same worksheet and 
specify the aspects addressed with each child in the 
household. 

Example. Suppose a caregiver has a 2-year-old girl and he/she does not know how to handle 

the child’s tantrums. In this case, you could turn to the tables that correspond to “All ages and 

development stages” and “1-2 years old” in Section C of Operational Tool # 2 and say something 

like: “Based on the 5Rs Model of Positive and Effective Parenting, remember that it is very 

important to Regulate your emotions before responding to any behavior from [girl’s name]. 

When faced with a difficult parenting situation, you can [provide one of the emotional regulation 

exercises in the Regulate column]. Secondly, it is important to Recognize that at this stage of 
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development, it is common for children to engage in what are commonly known as tantrums, as 

they are still in the process of learning how to manage their emotions [Recognize column]. Hence, 

Remember that at this stage of development, you must first respond to the needs of the child but if 

this isn’t possible for some reason, it is especially important to bring the child close to you to hug 

and contain him/her. Alternatively, you can also redirect the child’s attention before the tantrum 

starts (for example, with a game or a song). Offer direct but loving instructions and reinforce the 

desired behaviors; never use physical punishment or call them off by making [girl’s name] feel bad 

as this will only lead to increased tantrums [Remember column]. The next time a tantrum occurs, 

you can respond by pointing to another object or situation that redirects the child’s attention. If this 

does not work, get down to the child’s level, look her in the eye, and offer comfort and affection 

to reassure her [Respond column]. Finally, Reinforce nurturing care and self-care on daily basis, 

because this will enable the tantrums to gradually disappear and you will feel more energetic to 

handle them if necessary. Remember to create relaxing moments for yourself and keep in touch 

with your friends and family. You can also try games that help [girl’s name] to better manage her 

emotions and control her impulses as a means to avoid tantrums. For example, you can play 

“statues” [Reinforce column]. 

Try to establish a work plan with the caregiver 
and agree on specific commitments that can be 
followed up on a future call. Remember that you 
should not impose, dictate, or prescribe what the 
caregiver should or should not do. Instead, make 
recommendations, but above all, take advantage of 
your motivation, individual goals, and skills to agree 
on a work plan. For this purpose, you can choose one 
of the following options to establish a work plan:

 О Option 1: address the issues or topics that you 
discussed regarding the Positive and Effective 
Parenting Model and ask the caregiver what he/
she found most useful and may implement in the 
short term. Write down these points in part E (i) of 
the Worksheet. Based on this answer, build a work 
plan for the following week with the caregiver. 

 О Option 2: based on the good practices that you 
identified or the activities that the caregiver and 
the child carry out to relax or have fun, you can 
propose a new useful and related practice. 

Invite the caregiver to carry out the agreed plan 
or activity the following week, making sure you 
link the plan to the problems and strengths that 
you identified in the summary.

Finally, write down the work plan or specific com-
mitments in part E (ii) of the Worksheet and invite 
the caregiver to write these commitments on a 
piece of paper that is kept somewhere visible. En-
courage the caregiver to discuss his/her experience 
with how the work plan or commitments during an 
upcoming call.

5.8. Define the work plan
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Remember. It is essential to highlight the need to be constant and patient to see 
results.

Ejemplo. “I’m glad you found it helpful to learn about the breathing exercise to manage 
your emotions. How about you try doing this exercise during the next week and we 
see if this helps you to calm down and respond better in the event of another tantrum? 
Remember that this is a time-consuming process that requires patience, so if you work 
through this, you will start to see that both you and [name of boy /girl] feel better and your 
relationship grows stronger.”

 

5.9. Agree on a tentative follow-
up call
After establishing the work plan or commitments, 
ask for a convenient date and time range for a 
tentative follow-up call. Clarify that this call will be 
made with the intention of offering more tools that 
may be helpful in providing nurturing care to the 
child and supporting the needs of the caregiver. If 
the caregiver agrees to the follow-up call, write this 
information at the bottom of the Worksheet.

5.10. End the call and invite 
the caregiver to use additional 
resources
Before ending the call, reinforce the importance 
of receiving support at this time and remind the 
caregiver that they can come to you or to another 
person from the [program or entity] in case they 
have questions or require additional support. 
Additionally, invite the caregiver to make use of 
other resources. For example, you can ask for 
their email and send them UNICEF or country/
social-program specific materials on nurturing 
care and positive and effective parenting. Finally, 
say goodbye to the caregiver calling them by their 
name and in an empathetic manner. 
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