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Module 3: Communication Skills for Supervisors
Communication Tips for Supervisors[footnoteRef:1] [1:  Adapted from the Interagency CP Case Management Training Manual for Caseworkers, Supervisors and Managers (https://resourcecentre.savethechildren.net/library/inter-agency-guidelines-case-management-and-child-protection)
] 


Listen before asking questions.

Pay attention to your and the caseworker’s verbal and non-verbal communication. (For example, body posture, tone of voice, words and facial expressions.) 

Help caseworkers become comfortable with uncertainty. (For example, you can say “case work is one of the most rewarding – and one of the most complex – jobs one can do. It is ok not to know what to do; we are here now to try to figure that out together”.)  

Avoid beginning a question with “why” as this can be interpreted as a form of questioning and can trigger a sense of resistance. Instead of saying “Why did you do that?,” try to understand the rationale behind the caseworker’s decision or action by saying something like, “Tell me more about your strategy or decision when you did xxx.”

Summarize your understanding of what the caseworker has told you to limit miscommunication. For instance, say: “What I hear you saying is xxx” or “Let me make sure I get this right -  you were saying that xxx”.

Demonstrate empathy for the caseworker’s challenges and concerns. (For example, seek to see things from the caseworker’s point of view. Validate the caseworker’s experience, perceptions and feelings. Listen actively. Explore what solutions the caseworker may have before posing your own.) 

Work from a strengths-based perspective, being sure to highlight what you think the caseworker did well and ask her/him what s/he thinks could have been done differently before you share your feedback. 

Seek to empower the caseworker by asking her/him to problem-solve instead of immediately providing solutions.

Ask the caseworker if s/he would like to hear your thoughts/reflections before sharing them. 










Communication Strategies[footnoteRef:2] [2:  Adapted from Child Hub, “Practicing Supervision in Child Care and Child Protection Agencies’ (www.childhub.org )] 


	Helpful Strategies
	Unhelpful Strategies


	Listen to staff 

	Denial


	Identifying and clarifying stressful issues

	Avoid discussing the issue


	Encourage expression of emotions

	Minimizing 


	Helping staff to name and release emotions

	Insist that things will get better 


	Identifying positives; modifying inappropriate expectations; reframing the stressful event 

	Blaming the caseworker
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