
   

Maintain regular communication and information 
exchange with local Helpline and community 
partners, e.g., through weekly calls over phone, 
WhatsApp or other social media platforms to: 
Share updates on changes in national/ local guidance e.g. protocols 
relating to lockdown, new public health measures  

Share updates on actions to protect families and children 
Agree on standard procedures for documenting and referring 
children's cases that may need follow-up 

▪ Specifically, children with heightened protection or mental 

health needs and those at increased risk of separation 

▪ E.g., children at risk due to disabilities, death or illness in the 

family, intimate partner violence in the family 

Agree with partners who should follow up to assess the child and/or 
family situation by typology of child protection risk, i.e.: cases 

▪ to be assigned to the social work professional 

▪ requiring follow up of the mental health professional 

▪ requiring police intervention with a social worker, and  

▪ requiring support of local partners. 

Agree with Helpline and local partners to note the contact 
information of children and families at risk that they identify, to 
enable follow up and assessment, and where the information will be 
kept. 

▪ name, telephone number, address of child and family 

Review, update, synchronize key protection & COVID-19 messages 
List all services that children and families could access in the 
community and ensure all partners have this list  

Identify possible linkages and collaboration opportunities between 
partners and services and coordinate efforts 

Protecting children during COVID-19 
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#1 - Identifying children and families at risk 
 

Seek an agreement 
with those who 
usually identify 
children at risk at 
community level and 
those who are the 
first responders (for 
example police and 
emergency services) 
to ensure 
appropriate 
immediate response 
and referral. 
 

Next:  
-  Categories of children with 

heightened protection needs 
-  Timely & appropriate follow up 

of each identified child / family 
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Categories of children with heightened protection needs 
Children already known to be at risk of family separation before the pandemic 

- social work professionals should provide continued support and follow up through regular phone or 

other virtual contact to monitor their situation and enable a response should they be separated 

- see TIPS for virtual monitoring (#7) for further guidance. 

Children and families who have been exposed to or survived the illness and may be at risk of stigma & exclusion 

Children in families where a caregiver or other adult may be ill 

Children in families where there is known or suspected domestic violence/GBV/IPV 

Children cared for by grandparents/ older adults, as these older adults are at increased risk for COVID-19  

Children or young adults who have recently been released from a child care institution and were rapidly reunited 
with their family or are living independently 

Migrant, refugee, stateless and internally displaced children and families, including those without documentation 

Children in street situations 

Children reporting a situation of risk and possible abuse or violence through the following helplines: 

WAO Hotline (03 7956 3488), TINA WhatsApp (018 988 8058), Talian Kasih (15999 or WhatsApp 019 261 5999) or 
Befrienders KL (03 7956 8144 or 03 7956 8145) 

 

Timely & appropriate follow up of identified children/families 
Any partner identifying a child and/or family with heightened protection needs or at increased risk of separation 
will immediately contact the agreed-upon service provider for follow-up assessment and support. In the event 
the partner is not sure who to contact, they will refer to the social work professional 

The social work professional, in collaboration with the mental health professional and police, will respond to the 
case notification within 24 hours, initially by telephone and as needed through a visit while maintaining 
appropriate social distance, to assess the child and/or family’s situation and thereafter refer to a community-
based partner for continued support 

- see Tips for Assessing Children and Families at Risk (#2) 

Protecting children during COVID-19 
Tips for social workers and practitioners 
#1 - Identifying children and families at risk 
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families in need, even in these difficult times.  
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Process for assessing the child and family’s 
situation via phone call, WhatsApp or other 
online platform 

1. Assess the general physical and mental health of all 

household members 

2. Assess how household members and children are spending 

their time during COVID-19 confinement 

3. Share tips for staying healthy and managing stress  

▪ see TIPS #3 Providing PSS, and TIPS #4 Managing 

Stress and Mental Health 

4. Provide the Hotline number and, if available, explain the 

CODE number or word (see TIP #5 for more info) to say to 

the Hotline operator in case safety is a concern and there 

is danger 

▪ WAO Hotline: 03 7956 3488 

▪ TINA WhatsApp: 018 988 8058 

▪ Talian Kasih: 15999 or WhatsApp 019 261 5999 

▪ Befrienders KL: 03 7956 8144 or 03 7956 8145 

Protecting children during COVID-19 
Tips for social workers and social welfare practitioners 

#2 - Assessing children and families at risk 
 
 

In the context of 
COVID-19 
containment, it is 
challenging to assess 
the situation of 
children and families 
at risk as social 
distancing measures 
make home visits 
difficult to 
accomplish.  

These TIPS offer 
suggestions for how 
to gather information 
about the child and 
family’s situation 
while limiting 
physical contact. 
 

Next:  Questions to assess the status of the child and family 
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Assess the general physical and mental health of everyone in the family  

Is everyone ok? How are they feeling? How are they dealing with the confinement? 
▪ Probe for signs of mental wellbeing:  Supportive, Cool, Calm 

▪ Or stress:  Irritable, Focused on problems, Anxious, Uncontrolled crying, Negative thoughts, Mood swings, Hopelessness 

How are you eating? How are you sleeping?... 
▪ Probe for: ability to sleep (cannot sleep/insomnia or sleeps all the time/hypersomnia), increased or decreased appetite 

Assess how household members are spending their time  

What do you and the children do all day? 
▪ Probe for: interest in doing things, ability to concentrate 

Do you have any concerns or questions regarding your children during this time of COVID-19? 

Do you ever go out? What for? How do you protect yourself and others from COVID-19 infection? 

Assess COVID-19 preparedness 

What would you do if someone gets sick?  
▪ Have you made plans for someone to care for the children should something happen to you? 

Do you have any support? 
▪ Yes, from ……………………… Can you easily reach this person? 

▪ Do you need any support?  Is there anything we can help you with? 

▪ What do you do if you need some time off (‘Me time’/Respite time)? 

Provide Hotline number and own number (social worker/ social welfare practitioner to contact if need support) 

Questions to children 

How do you spend the day? What do you do? 

How do you feel about staying home all day? 

What are the things you like to do that make you feel happy? 

Who can you go to if you are feeling sad or worry? 

If you ever have ‘bad feelings’, what do you do to make those “bad feelings” go away? 

Is there anything you’d like to tell me about what it is like during this time of COVID-19? 

Do you have any questions for me? 

Protecting children during COVID-19 
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Provide ‘virtual’ psychosocial support by 
maintaining regular communication through 
phone, social media or other virtual contact such 
as skype or zoom 

▪ In general, keep children close to their parents and family 

▪ Talk about feelings and children’s concerns 

▪ Talk about feelings and encourage the caregiver 

▪ Encourage the caregiver to take care of the children and 
themselves 

▪ Maintain familiar routines 

▪ Get facts, don’t let rumours affect you 

▪ Recognise your strengths 

Protecting children during COVID-19 
Tips for social workers and social welfare practitioners 

#3 – Providing psychosocial support 
 

Uncertainty 
around COVID- 19 
and its impacts 
can be scary for us 
as professionals 
just as for the 
children and 
families we have 
responsibility for.  

Consider the 
following 
messages for 
‘virtual’ 
psychosocial 
support to both 
the children and 
the caregiver(s). 

 

Next: messages for each of the above areas of psychosocial support 
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In general, keep children close to their parents and family 
Consider appropriate family-based care if a child needs to be separated from his or her primary carer for safety 
reasons, either because the single caregiver is ill with COVID-19 and temporary alternative care must be sought 
for the child(ren), or because the child(ren) should be removed because of risks to their protection or safety. 
Institutional care should always be a last resort. A social worker or community partner must continue to regularly 
follow up on the child. 

If the child is separated from their parents, explain – to the extent possible - the reason for the separation and 
the time frame of what will happen next, and ensure regular contact with parents and carers is maintained, such 
as twice-daily scheduled telephone or video calls or other age-appropriate communication (e.g. social media). 

 

Talk about feelings and children’s concerns 
Allow children to freely express their feelings without interruption. For children struggling to express themselves, 
help them find positive ways to express feelings such as fear and sadness. Sometimes engaging in a creative 
activity, such as storytelling, can facilitate this process. Children feel relieved if they can express and 
communicate their feelings in a safe and supportive environment. 

Reassure children that it is normal to feel sad, stressed, confused, scared or angry during a crisis, and that many 
other children and adults feel the same – we’re in this together. 

Encourage the child to talk to people they trust, their friends and family. 

Note that we all go through times where we feel anxious, and point out that the situations that cause our anxiety 
are usually temporary, and we get through it. This situation will be the same. 

Remember that children often take their emotional cues from the important adults in their lives, so how adults 
respond to the crisis is very important. It’s important that adults manage their own emotions well and remain 
calm, listen to children’s’ concerns and speak kindly to them and reassure them. If appropriate and depending on 
the age, encourage parents/caregivers to hug their children and repeat that they love them and are proud of 
them. This will make them feel better and safer. 
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Talk about feelings and encourage the caregiver 
Recognise that it is normal to feel overwhelmed and panic at times because of not having the know-how to deal 
with additional roles that they would have to play 

Emphasise the importance of maintaining social connections and encourage the caregiver to talk to other adults 
whom they trust 

Encourage the care giver to share their feelings with the children so that they too can understand that she/he 
does not have all the answers 

Encourage the caregiver to see the children as being able to "help" and therefore treat them as active 
participants in whatever issue is being discussed 

Encourage the caregiver to talk to a social worker if they feel overwhelmed. Help create a plan for where to go to 
and how to seek help for physical and mental health needs if required 

 

Encourage the caregiver to take care of the children AND 
themselves 
Maintain a healthy lifestyle: 

▪ eat sufficient and nutritious food 

▪ keep regular sleep routines and sleep at least eight hours every night 

▪ exercise at home or outside while maintaining social distancing 

▪ stay in contact with family and friends at home and by email and phone 

Avoid using unhelpful coping strategies such as smoking, alcohol or other drugs to deal with your emotions 

If the caregiver has an underlying health condition, encourage them to make sure to have access to any 
medications that they are currently using and to activate their social contacts to provide them with assistance, if 
needed 
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Maintain familiar routines 
Maintain regular routines and schedules as much as possible, including meal times, time to wake up, bedtimes, 
exercise, start of the school/work day 

Get dressed even when everyone stays within the home 

Encourage children to continue to play and socialize with others, even if only within the family at times of 
confinement 

 

Get facts, don’t let rumours affect you 
Get the facts. Gather information that will help you accurately determine your risk so that you can take 
reasonable precautions. Find a credible source you can trust such as the UNICEF, Malaysian Ministry of Health or 
WHO websites 

▪ https://www.unicef.org/malaysia/coronavirus-covid-19 

▪ UNICEF's global Covid information hub 

▪ Malaysian Ministry of Health 

▪ World Health Organisation's Covid 19 page 

Limit worry and agitation by reducing the time you and your family spend watching or listening to media 
coverage that is upsetting to you or your family members 

 

Recognise your strengths 
Draw on skills you have used in the past that have helped you to manage previous life’s adversities and use those 
skills to help you manage your emotions during the challenging time of this outbreak 
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Consider the following tips for helping children 
and families manage stress and mental health 

▪ Show empathy and understanding and plan how to seek 
help if needed 

▪ Establish a routine 

▪ Connect with others 

▪ Take care of your body and mind 

▪ Move your body 

▪ Try to relax, be positive 

▪ Keep your mind occupied 

▪ Limit information intake 

Protecting children during COVID-19 
Tips for social workers and social welfare practitioners 

#4 – Managing Stress and Mental Health 
 

In situations where 
in-person visits are 
not possible, as in 
times of COVID-19 
containment, it is 
critical that social 
workers and social 
welfare practitioners 
maintain regular 
phone or virtual 
contact with the 
children, families 
and adults they 
support, to help 
them manage stress 
and mental health. 

 

Next: messages for each of the above tips for managing stress 
and mental health 
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Show empathy and understanding and plan how to seek 
help if needed 
It’s okay to feel emotions like anxiety, fear, frustration, restlessness, confusion and sometimes panic 

We can get through this with self-compassion 

Care for body and mind, this includes making sure we continue taking those medicines for which we are 
receiving treatment 

Have a plan for who to contact and how to seek help when feeling overwhelmed or for physical and mental 
health support 

 

Establish a routine 
Practice social distancing. Not being able to attend school or work is the new normal. We must ensure that 
families and children find a way to continue with their daily lives as best as they can under these abnormal 
conditions 

Establish a daily routine. This can help create predictability, a sense of control, and improve our mental health.  

▪ Try to plan the day, including educational /play activities, a menu to prepare for lunch/dinner, etc. 

▪ Start every day with the same activity: making your bed, daily hygiene routine (bathing), eating 

breakfast, doing dishes, then learning or play activities, with frequent breaks (if children are doing home 

schooling).  

▪ Eat meals together around the same time every day.  

▪ Have a “bed time”.  

▪ Plan regular times to go grocery shopping and/or check your email, use pre-planned menus to assist with 

grocery shopping.  

▪ Develop a schedule for chores, dividing tasks amongst everyone in the house, and ensure that this 

schedule is adhered to. 
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Connect with others 
Talk to friends or family every day. As humans, connection with others is essential to our well- being. We all need 
to connect.  

▪ Use technology, like Facetime, Zoom, or Skype! This can give you face-to- face time and can help 

maintain or strengthen relationships. 

▪ Ensure that children get a chance to connect to their best friends, cousins, grandparents and significant 

others. Schedule times to have phone or video calls with the people in your lives. You can even have 

virtual meals or parties together! 

▪ Apps like Houseparty or GamePigeon can be used to play games and hang out with friends or connect 

with colleagues. 

 

Take care of your body and mind 
Staying healthy doesn’t mean just practicing good hygiene. Think about some routines you can adopt to help 
yourself feel rejuvenated, fresh, and calm. 

▪ Eat foods that are high in nutrients and vitamins. 

▪ Track your water intake. Reduce caffeine and/or alcohol consumption. 

▪ Take a relaxing bath or try a new soothing scent in your home.  

▪ Learn or do a “hands-on” skill or craft. Sometimes keeping your hands busy helps realign your thoughts 

and your body. 

▪ Play "brain games" like Sudoku, crosswords, or word-searches. 

 

Move your body 
Staying active helps to refocus your body and mind. Using and teaching your body new things can help reduce 
stress and anxiety, as well as boost energy and improve brain function. 

▪ Watch online workout or dance videos and learn a new move! 

▪ Take a walk or ride your bike. 

▪ Practice Yoga, Tai-Chi or Stretching. Remember this is also a good time for mindfulness and deep 

breathing. 
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Try to relax, be positive 
During times of stress and anxiety, our bodies feel it. Our breathing often becomes shallow, our muscles become 
tense, and our heart rate increases. To return our bodies to a state of relaxation, try deep breathing. 

▪ Put your hand on your stomach. Inhale for 4 seconds, hold for 4 seconds, and try to exhale for 6 seconds. 

As you inhale, your stomach should expand. As you exhale, your stomach should fall. Take it slow and be 

kind to yourself if you aren’t able to exhale for 6 seconds. It takes time. 

 

Keep your mind occupied 
Keeping busy and helping others can distract from uncertainty and help you regain a sense of control.  

▪ Organize your cabinets and drawers.  

▪ Do a puzzle. 

▪ Help someone with their homework remotely. 

▪ Make something from waste material, e.g. face masks for all household members and even for others. 

 

Limit information intake 
Having access to constant streams of information can sometimes feel overwhelming. Consider blocking off time 
in the day to intentionally disconnect from the media. 

▪ Put your phone on do not disturb. 

▪ Do a social media cleanse or turn off your news alerts. 

▪ Reduce time looking for information (1-2 times per day, rather than every hour). Set a timer for 

designated hours that you want to watch, read, or listen to news outlets.  

▪ Get the facts. Find a credible source you can trust such as the UNICEF, Malaysian Ministry of Health or 

WHO websites 

o https://www.unicef.org/malaysia/coronavirus-covid-19 

o UNICEF's global Covid information hub 

o Malaysian Ministry of Health 

o World Health Organisation's Covid 19 page 

▪ Limit worry and agitation by lessening the time spent watching or listening to media coverage that you 

perceive as upsetting 
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Survivors of domestic violence say that what 
matters most is having someone in their life who 
is there for them, without judgment, to bounce 
ideas off, get support, and lean on when things 
are tough. 
 

As a social worker or social welfare practitioner, 
you can be that person for the children and adults 
you are responsible for, even in times of COVID-
19 containment. 
 

To help children or adults experiencing domestic 
violence, consider: 

▪ If there is immediate danger, call the Hotline 

o WAO Hotline: 03 7956 3488 

o TINA WhatsApp: 018 988 8058 
o Talian Kasih: 15999 or WhatsApp 019 261 5999 

o Befrienders KL: 03 7956 8144 or 03 7956 8145 

▪ If such response procedures exist - communicate the code 
word to ask for emergency assistance such as police coming 
immediately or Grab to bring them to a safe shelter 

▪ Communicating with the survivor of domestic violence  

       (Listen up, Link, Plan and Stay Connected) 

▪ Communicating with the person at risk of abusing others 

Protecting children during COVID-19 
Tips for social workers and social welfare practitioners 

#5 – Staying Safe when there is a Risk of Violence 
 
 

Are you worried 
about the safety 
of a child or adult 
you have been 
supporting?  

 

 

Next: Tips for communicating with survivors of domestic violence 
and persons at risk of abusing others 
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Communicating with the survivor of domestic violence 

First ask the survivor if they agree to talk and verify that that confidentiality, safety and security conditions are 
in place. 

▪ Asking the person experiencing abuse “How’s it going?” and really caring about the answer is powerful. 

Some other possible questions to ask include: 

o What is your biggest concern? 

o What are you most worried about? 

o What do you need or want? 

o How can I help? 

o How are the kids doing? 

▪ If you are making a phone call at a critical time, always assume that the abuser could be listening in. The 

same goes for instant messaging services. 

▪ First monitor if the survivor sounds uncomfortable or if there is any background sound. If this is the case, do 

not continue and ask the survivor to contact you when she/he is available through a missed-call, text 

message, or any other appropriate mean/s of communication that she/he feels comfortable with. 

▪ If the survivor indicates she/he is able to talk, ask the following questions to confirm the safety and security 

conditions: 

o Are you comfortable talking right now? Do you agree to continue this talk now over the phone? Or do 

you prefer we schedule at a different time? Do you prefer a missed-call or text me when you are ready? 

o Is this the right number to call on? Do you prefer me to call any other alternative number/s? 

o Are you taking the call from a room that can ensure privacy and confidentiality of the conversation? 

o Do you think someone might walk in during our conversation? What do you advise as the best action to 

do if this happens? For example, you can identify a readily thought out line to end the call if the survivor 

thinks she/he is being overheard, such as "I'm sorry there is no one called Jane here, you must have the 

wrong number." Or arrange a codeword or phrase that the survivor can use if interrupted, such as “no, 

sorry I’m not interested in taking part in the survey”. Additionally, you could suggest a codeword/phrase 

that the survivor might use indicating that you need to alert local police or the Hotline (WAO Hotline: 03 

7956 3488, TINA WhatsApp: 018 988 8058, Talian Kasih: 15999/ WhatsApp 019 261 5999 or Befrienders 

KL: 03 7956 8144 or 03 7956 8145) 

o Ask again: Do you feel safe and have enough privacy for our conversation? 

o Are you fine talking now? (Ask for consent repeatedly) 
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Communicating with the survivor of domestic violence… 

Listen Up 
Really listen, listen more than you talk. Listen without having your own agenda. Being heard helps. Simply 
acknowledging another person’s pain can help them more than just telling them to cheer up. Things you can 
say to people who have experienced harm include: 

▪ I believe you. 

▪ I am so sorry this happened. 

▪ Thank you for sharing this. 

▪ It’s not your fault. 

▪ You are not alone. 

▪ You get to choose what to do next. 

Link 
Ask the adolescent/adult you are concerned about if there is a person they trust whom they can go to for 
support. Provide the number of the WAO Hotline (03 7956 3488), TINA WhatsApp (018 988 8058),  Talian Kasih 
(15999 or WhatsApp 019 261 5999) or Befrienders KL (03 7956 8144 or 03 7956 8145) which they can call when 
they need urgent help, and, if such response procedures exist, provide the code word to ask for emergency 
assistance such as police coming immediately or a Grab to bring them to a safe shelter 

Plan 
Encourage the adolescent/adult you are concerned about to make a safety plan in case the situation 
deteriorates  

(see TIP # 6. Safety Planning) 

Stay connected 
Staying connected is one of the most helpful things you can do. When someone is isolated, the abuser has far 
more power and control over their lives. Consistently make contact by the phone and, if possible, go to the 
home and meet the child/adolescent/adult you are concerned about on their porch while maintaining social 
distancing. If there is a risk to life or serious harm always call for emergency assistance. 
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Communicating with the person at risk of abusing others 
Acknowledge the abuse 

Taking the time to acknowledge that what you’re seeing in someone’s relationship is not ok or is abusive can be 
an incredibly powerful action. Simply saying: “Hey that’s not cool” can be the first step in helping them care 
better for each other. 

Stop the stress and/or anger when it starts: 

▪ The same things usually make us get stressed and angry every time.  

▪ What causes the anger? When does it happen? How do you normally react? 

▪ Prevent it from starting. If it happens when you are tired, get some sleep or rest. If it's hunger, try to 

eat. If it's feeling alone, ask someone for support. 

▪ Look after yourself. Try taking a 10 second pause, breath in and out slowly five times, then try to 

respond in a calmer way. Also give yourself a break from time to time. When your children are asleep, 

do something fun or relaxing for yourself. Make a list of healthy activities that YOU like to do. You 

deserve it! 

Take care of yourself and reduce risks 

▪ We all need to connect. Talk to friends or family every day.  

▪ If you know that the amount you are drinking is unhealthy to you or leads to bad decisions, cut back on 

the drinking or don’t drink at all.  

▪ Do you have weapons or things that can be used to injure others? Lock them up, hide them or take 

them out of the home. 

▪ Call a truce when you can see arguments building up, and go into another room or outside if you can. 

▪ When you start feeling angry, take a 20-second cool down. Breathe in and out slowly 5 times before 

you speak or move. Go somewhere else for ten minutes to regain control of your emotions. If you have 

safe outdoor space, go outside.  

▪ If the trigger for getting angry is a baby that won't stop crying, it's OK to leave them safely on their back 

and walk away for a bit. Call someone you trust and talk to them to help calm you down. Check on the 

baby every 5-10 minutes. 
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Social workers and social welfare practitioners can 
help children at risk of violence and adolescent (or 
adult) survivors by working with them to create a 
safety plan describing how they can remain safe in 
the event they decide to leave, as they prepare to 
leave, when they leave and after they have left.  

Here are some key questions to consider when 
preparing such a safety plan. 

Is the child/adolescent survivor isolated at home with their 
perpetrator due to the lockdown? 

Are there any changes in the child/adolescent survivor’s risk and 
protective factors? How can these be integrated into the safety 
plan? 

Does the household have enough food and water and supplies in the 
house to last at least two weeks? 

If medical attention is required, how will the child/adolescent 
survivor and/or safe caregiver/trusted adult access health services? 

If the safe caregiver/trusted adult falls ill due to COVID-19, who else 
can the child/adolescent survivor turn to for help? 

Who can the child/adolescent survivor and/or safe caregiver/trusted 
adult call for help and how will this be done? 

If the child/adolescent survivor and the safe caregiver/trusted adult 
decide to leave, what documents and items will they need? 

Are there any other concerns held by the child/adolescent survivor 
and/or safe caregiver/trusted adult that have not been discussed? 
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home may not be 
the safest option. 
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Is the child/adolescent survivor isolated at home with their perpetrator due to the lockdown? 

If yes: 

▪ Can an alternative safe place be identified where the child/adolescent survivor can stay with their safe caregiver/trusted 
adult? E.g., other family members, neighbours, safe houses, etc. 

▪ If there is no alternative space, what harm reduction strategies can you equip the child/adolescent survivor and the safe 
caregiver/trusted adult with? E.g., sleeping next to the safe caregiver/trusted adult and other strategies to not be alone 
with the perpetrator, identifying the safest room to stay in, thinking through an escape plan, etc. 

Are there any changes in the child/adolescent survivor’s risk and protective factors? How can these be integrated into the 
safety plan? 

For example, if the perpetrator is someone in the home, the risk to the child/adolescent survivor may increase with lockdown 
measures; however, protective factors may also increase if other family members will also be at home more often. 

Does the household have enough food and water and supplies in the house to last at least two weeks? 

If yes, be sure to also discuss how access to these can be ensured to avoid further risk of gender-based violence (GBV). 

If medical attention is required, how will the child/adolescent survivor and/or safe caregiver/trusted adult access health 
services? 

Be sure to also discuss what documents and resources they might need to access these services.   

If the safe caregiver/trusted adult falls ill due to COVID-19, who else can the child/adolescent survivor turn to for help? 

Revisit social safety mapping with the child/adolescent survivor and safe caregiver/trusted adult; consider service providers or 
community volunteers who may providing routine services. 

Who can the child/adolescent survivor and/or safe caregiver/trusted adult call for help and how will this be done? 

If phone is an option, make sure to safely store important numbers using code if needed, and to make sure the phone is 
charged and has credit. If phone is not an option, discuss how to access help – e.g., running to a neighbour or a nearby shop, 
signalling for help to other service providers during routine activities (e.g., food distribution, etc.). 

If the child/adolescent survivor and the safe caregiver/trusted adult decide to leave, what documents and items will they 
need? 

Make sure these are stored in a safe place that is easily accessible and if possible hidden from the perpetrator. 

Are there any other concerns held by the child/adolescent survivor and/or safe caregiver/trusted adult that have not been 
discussed? 

Remember, child/adolescent survivors know their situations best, so give space to discuss any concerns they may have that 
have not been addressed. 
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Engaging children in developing a 
safety plan 
For children ages 0-5, safety planning done with the safe 
caregiver/trusted adult and then explained to the child in a 
way s/he understands 

For children/adolescents ages 6-14, engage the safe 
caregiver/trusted adult to help the child complete a drawing 
such as the “Safety House” shown to the right to identify who 
they live with, who visits, and who they don’t feel safe with 

For adolescents ages 15-17, discuss the questions directly 
together with the safe caregiver/trusted adult 

 

 

Once you have a safety plan, what’s next? 
Once questions have been discussed, come up with a simple safety plan with clear steps and review together 
with the child/adolescent survivor and safe caregiver/ trusted adult until it is memorized (in an age and 
disability appropriate way) 

Check-in on the plan during every monitoring contact. See the TIPS for virtual monitoring (#7) for further 
guidance on how to ensure monitoring during COVID-19 containment. 

 

 

For more information see: 

▪ https://gbvguidelines.org/en/pocketguide/  

▪ https://www.thehotline.org/2020/03/13/staying-safe-during-covid-19/  
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Vulnerable children and families need 
monitoring by social workers even more 
under such circumstances.   

There are things you can do to monitor their 
situation virtually, through phone contact or 
use of social media, and help ensure that 
they stay safe and healthy. 

Frequency of virtual monitoring: 

▪ Adults and children in their home: depending on the 
risk status of the child, call daily, twice weekly or 
weekly calls to monitor their status  

▪ Weekly calls to Residential Care Facilities 
(manager/social worker) 

▪ Calls or WhatsApp messages with partners and 
services when the need arises 
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Monitoring of 
children and/or 
adults at risk within 
their home or in 
residential care 
facilities is a 
particular challenge 
when it is not 
possible to visit the 
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example during 
COVID-19 
containment.   

However, it is not 
impossible! Next:  -What does virtual monitoring involve? 

-How to monitor virtually? 
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What does virtual monitoring involve? 

▪ Provide COVID-19 awareness raising via phone or internet by communicating basic messages on signs and 

symptoms, hygiene measures and social distancing, health referral pathways and hotline numbers 

▪ Encourage caregivers to promote children’s emotional wellbeing by talking to them about COVID-19, 

mitigating their stress, using positive parenting techniques, continuing school at home, home activities, and 

scenario planning for families in the event a caregiver falls ill 

▪ Provide children with clear, child-friendly, gender- and ability-sensitive messages about COVID-19, including 

proper handwashing, wearing face masks and social distancing. Use video clips for younger children to 

illustrate the right way to handwash and social distance 

▪ Deliver simple messages to reassure children and help caregivers appropriately respond to the 

informational and emotional needs of children 

▪ Provide psychosocial support to children, especially to those who are totally confined to one room 

▪ Ask the family to share whether they are receiving support or assistance from any other organisation or 

service 

▪ As part of the first contact with a caregiver, work with them to outline and plan alternative care solutions 

for children that may be needed if they fall ill, are quarantined, hospitalized or worse. For example, 

encourage them to think of a family member or friend who could come and stay with the children or take 

the children in. 

▪ Ensure that you maintain confidentiality when making a phone call, by making phone calls away from other 

adults as much as possible and not using speaker phone 

▪ Complete case file records for all phone or virtual meetings with children, adults and family members, and 

make a note of others giving any type of assistance to the family 
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Calling children and their caregivers 
Frequency will depend on the risk status of the child:  

▪ daily if the child is at immediate high risk 

▪ twice weekly calls if there are risks but they are not immediate 

▪ weekly for children at medium risk 

What to ask about and how to support: 

▪ Ask about the status of all family/household members  

▪ Use the case plan to ask whether and how agreed-upon case plan actions have been 

achieved 

▪ Provide simple guidance on COVID-19 infection prevention, signs and symptoms, and 

emergency numbers  

▪ Provide basic psychosocial support (see # 3 Tip for Psychosocial Support): listen, 

encourage 

▪ Provide guidance on managing stress and mental health (see # 4 Tips for Managing Stress 

and Mental Health) 

▪ Provide guidance on staying safe if there is a risk of violence (see # 5 Tips for Staying Safe 

When there is a Risk of Violence) 

▪ Ask if anything new has come up, either practical (struggling to pay the rent or buy food) 

or family dynamics (finding a partner’s behaviour stressful) and make needed referrals 

▪ Assess for and make needed referrals 
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Monitoring residential care facilities 

Weekly monitoring calls to the manager and/or social worker of the residential care facility 

Ask and assess: 

▪ Ask for an update on entry and exit of children, their names, how the transition was managed including 
preparation and follow up of the child and family, how social/child care workers and community 
leaders/local authorities in locality of family have been involved in transition and follow-up 

▪ Check in about regular supplies of the facility, especially water, sanitation and hygiene, educational and 
recreational supplies 

▪ Assess for child protection issues 

 

Calling or WhatsApp messaging with partners and services 

Who: local and national government partners (on a need basis), child protection and other relevant (health, 
water, sanitation and hygiene, education, protection, shelter) coordination mechanisms, civil society networks 
and local authorities/community leaders 

What about:  

▪ Updates on actions they are taking to protect families and children 
▪ Report / follow up any child protection issues 
▪ Review, update and synchronize key messages 
▪ Identify needs for additional support 
▪ Identify possible linkages, collaboration opportunities and coordinate efforts 
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To prevent the spread of coronavirus disease, 
treat someone who is sick and ensure that 
children who are in the care centre stay safe 
and healthy 

▪ Limit outside interactions 

▪ Practice social distancing within the residential care 
centre 

▪ Practice infection control 

▪ Listen to, reassure and encourage children and staff 

▪ Identify symptoms early and ensure care for the ill 
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Limit outside interactions 
Limit those leaving and returning to the residential care centre to as few and as infrequent as possible. The fewer 
people from outside the care centre that staff and children engage with, the less chance there is they will be 
exposed to people who may have the virus.  

▪ Only essential staff, i.e., those responsible for the physical, emotional and safety needs of children in 

care, should report to work.   

▪ Encourage essential staff to reside in the care centre to minimize exposure to the virus. 

▪ Discontinue visits and any events involving persons coming from outside the institution to join an activity 

within the care centre. 

▪ Do not take children out of the care centre: children should not attend school, religious service, go to the 

market or sporting events.  

▪ Receive all deliveries to the care centre at the gate and maintain a social distance of at least 1.5 meters 

with the delivery person. 

 

Practice social distancing within the residential care centre 
Practice physical distancing within the residential care centre in the dining rooms, dormitories, and other 
common spaces by:  

▪ spacing out beds 1.5 meters, dormitories may need to be rearranged to ensure social distancing. Each 

child and staff member should have their own bed, bedding may not be shared. Dormitories should be 

well ventilated. 

▪ serving meals in shifts, eating outside or using other spaces to facilitate social distancing; food may not 

be shared. 
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Practice infection control 

Any staff re-entering the residential care centre after having been outside should follow infection 
control procedures before entering, especially handwashing. 

Clean all surfaces and commonly touched areas (doorknobs, kitchen appliances, etc.) on a regular basis 
with bleach mixed with water (1 capful bleach in five cups of clean water). 

Disinfect all items brought into the care centre immediately before use. 

Insist on personal hygiene and provide appropriate supplies for all children and staff: 

▪ Wash hands with soap frequently and for at least 20 seconds or use alcohol-based sanitizers. 
▪ Stick signs up next to all basins, behind toilet doors and in other highly visible locations 

reminding children and staff of rigorous hand washing method. 
▪ Let children teach each other how to wash their hands. 
▪ Encourage the use of face masks by everyone, including children and staff, and remind 

everyone to avoid touching their face. 
▪ Sneeze into the flexed elbow, dispose of any tissue appropriately and wash hands with soap 

and running water immediately afterwards. 
▪ Avoid physical contact with everyone, such as handshaking, hugging and kissing. 
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Listen to, reassure and encourage children and staff 

Be supportive and actively listen to all children under your care during this time of uncertainty. If a child 
exhibits signs of worry or stress, take time to listen to them. Explore their concern and reassure and 
comfort them and explain, in a child friendly manner, about what is happening. 

Encourage children’s wellbeing, including by maintaining regular routines and exercise. 

Encourage children to keep contact with their family through phone calls and texts as this will help calm 
their worries and fears. 

In case staff or a child could benefit from some professional advice about a psychosocial issue, call the 
Hotline: 

▪ WAO Hotline: 03 7956 3488 

▪ TINA WhatsApp: 018 988 8058 

▪ Talian Kasih: 15999 or WhatsApp 019 261 5999  

▪ Befrienders KL: 03 7956 8144 or 03 7956 8145 

 

Identify symptoms early and ensure care for the ill 

Use an infrared thermometer to conduct daily checks of everyone in the residential care centre (staff and 
children) to detect any fever early, as this is a key symptom of coronavirus disease. 

Prepare an isolation room for children and staff who may exhibit symptoms of the coronavirus disease. It 
is important to isolate any person with symptoms quickly, and then immediately notify a health facility 
for guidance. 
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To keep children safe during transition 
and after reunification, give attention to: 

▪ Engaging the child and family throughout 
the process 

▪ Documenting all preparations as well as the 
transition 

▪ Infection control 
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When a care centre 
reunifies or sends 
children home to 
their families 
during and after 
this time of COVID-
19, there are 
several things that 
must be done to 
ensure that the 
child’s transition is 
safe and that the 
child will remain 
safe and healthy 
within the family. 
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Engage the child and family throughout the process 

Conduct a family assessment  

▪ Contact the parents/caregiver by phone or WhatsApp to ascertain the ability of parents/caregivers to 
o meet the child's immediate basic needs and  
o follow Ministry of Health guidance on COVID-19 preventative measures.  

▪ Also assess other essential needs: education, nutrition, psychosocial needs, etc. 

Talk to the child about what is going to happen and ensure that they understand  what is happening.  

If the child expresses safety/security related concerns, take notes and discuss with social workers or child care 
officers to seek for alternative options. 

Refer to TIPS for providing psychosocial support (#3) for additional guidance on how to address the child’s 
concerns. 

Notify parents or caregivers of the child before the child exits the institution.  

Involve the social worker and/or child care officer and local authority representative in all communications and 
preparations, both in the location of the residential care centre and in the location where the family resides.  

This can be done via phone, email, text or WhatsApp. 
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Document all preparations as well as the transition 
Prepare the child’s file and a full documentation of all preparations made and persons involved to facilitate the 
transition 

Document all communication with key actors involved in the transition, including key actors in the locality 
where the family resides and key actors in the locality of the residential care centre 

Before the child leaves the child care institution, ensure all necessary administrative forms have been complied 
with and include the following information about the child: 

▪ full name of child,  
▪ date of birth,  
▪ recent photo of the child,  
▪ address where the child is going,  
▪ names of parents/caregiver that the child will be staying with and relationship of each parent/caregiver 

to the child,  
▪ contact information for the child,  
▪ date of exit from the residential care centre,  
▪ contact information for the parents/caregiver,  
▪ name and contact number of the social worker and/or child care officer and local authority 

representative in the location where the child is being placed 

Keep a copy of the completed forms in the child’s file and share a copy with the social worker and/or child care 
officer and local authority representative, in the location of the residential care centre and in the location where 
the family resides. 

Provide the family with copies of the child’s file including names and contact information of all persons who 
were involved in the transition: representative of the residential care centre, the social worker and/or child care 
officer, and local authority representative 

Follow up with the child after they have returned to their family using phone, WhatsApp or other social media 
to ascertain if the child's health, safety and developmental needs are being met.   

▪ The first call should be two days after the reunification and then, if the child is not considered to be at 

risk, once a week.  

▪ If monitoring reveals that the child is at increased risk, the frequency of monitoring should be increased.  

Work with the social worker and/or child care officer and local authority representative in the location where the 
family resides to identify available support services or address any noted concerns. Refer to TIPS for virtual 
monitoring (#7) for additional guidance on how to conduct virtual monitoring. 
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Infection control 

Provide the child and their family/caregivers child-friendly messages about coronavirus as per 
the Ministry of Health guidelines such as the COVID-19 Parenting Tips. 

If children are required to isolate upon returning home – the social worker will need to ensure 
this is physically possible in the house they’re going to, as well as provide psycho-social support 
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To ensure that the transition of young people 
leaving residential centre is safe, and the young 
person is able to remain healthy, stable and safe 
in their home: 

▪ Ensure the safety of the transition 

▪ Engage the young person throughout the process 
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When a residential 
care centre is 
sending young 
people home or 
arranging 
independent living 
for them in the 
community, there 
are several things 
that must be done 
before and after they 
leave the care centre 
to ensure that the 
transition is safe, and 
the young person is 
able to remain 
healthy, stable and 
safe in their home. 
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Ensure the safety of the transition 

Ensure that the young person has a place to live before they leave the residential care centre 

Facilitate the young person's transition. Ensure basic needs are met such as clothing, personal hygiene 
supplies. If the institution provides a basic stipend to cover basic needs, the social workers should 
oversee and explain its purpose to the young person. 

If the young person has had any level of connection to the community while in care, they may already 
know some adults in this community. In such cases, it is preferable to seek secure housing for the 
young person close by to such adult(s) and to help ensure they have contacts of these adults in case 
they need safety and emotional support 

Link the young person to support services within the community where they will live. This includes 
social, financial, housing and legal support services as well as the social worker and/or child care officer 
and local authority representative. Providing a referral letter can help facilitate the young person’s 
access to support services. 

Follow up with the young person after the transition using phone, WhatsApp or other social media.  

Refer to TIPS for virtual monitoring (#7) for additional guidance on how to conduct virtual monitoring 
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Engage the young person throughout the process 

The young person leaving the residential care centre must be involved in selecting their accommodation 

Young persons might like to be in independent living together, especially in a stressful time like COVID-19. 
If they come from same care centre, living together will not add infection risk and will help ensure a good 
source of emotional support 

Before the young person leaves the residential care centre, discuss and prepare a virtual monitoring plan 
that includes talking via phone, email or WhatsApp on a weekly basis 

Inform the young person about the Hotlines which offer free counselling if needed: 

▪ WAO Hotline: 03 7956 3488 
▪ TINA WhatsApp: 018 988 8058 
▪ Talian Kasih: 15999 or WhatsApp 019 261 5999  
▪ Befrienders KL: 03 7956 8144 or 03 7956 8145 

Share information about other care leavers (persons who grew up or lived in a residential care centre and 
have since left the centre) and any existing virtual support group of care leavers with the young person 
should they want to connect with others living the same experience. 

Depending on the unique circumstances of the case and the desires of the young person, consider delaying 
the transition until it can be done in a manner that is safe for the young person 

Share TIPS for managing stress and mental health (see #4) and provide guidance for online safety as due to 
isolation the young person may be lonely and seek out online relationships, which makes them vulnerable 
to online exploitation etc. 
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