
 

  

COMMUNICATING EFFECTIVELY  

WITH CHILDREN AND FAMILIES 



 
 
 

  

The biggest problem with 

communication is that 

we do not listen to 

understand,  

we listen to reply 

 

 

 
 

 

 

What does it mean to communicate effectively? 
Effective communication is a process of exchanging ideas, thoughts, knowledge, and information 

where the receiver best understands the presentation of views by the sender.  

Effective communication is clear, concise, compelling, curious, and compassionate. Being clear 

means understanding the goal of the communication. Being concise means speaking directly, 

simply, and without extra or complicated wording. Compelling communication is communication in 

which both parties are interested and understand the importance. Being curious means seeking to 

understand, and compassionate communication means putting our assumptions aside to build 

trust.  

CASA Volunteers communicate with the children we serve and with the children's biological families, 

service providers, and the courts. Because the families and children are experiencing a crisis, it is 

even more essential to ensure that our message is clear, respectful, and centered around the best 

interest of the children involved in the case.  



WELCOME 
 

Communicating effectively with children and families:  

This curriculum is designed to help you understand what effective communication looks like and 

provide practical ways to incorporate effective communication techniques into your work as a CASA 

Volunteer.  

You'll complete the curriculum material within a cohort over six weeks. Each week, you'll have a 

series of materials to read or watch on your own and a homework assignment. This work on your 

own should take about an hour to complete. After completing work on your own, you'll join a one-

hour session with your cohort where you'll be able to debrief about the materials as well as listen to 

facilitated materials by a member of the ProKids team. Completing the materials on your own before 

joining the session with your cohort is essential. The materials provide the foundational learning 

necessary to participate fully in the debrief session. For each week, follow the links provided to 

access materials. Please be sure to record any thoughts, notes, or questions in the space provided 

so that you may bring those to each week's debrief session. When you signed up for this cohort, you 

received all the debrief session dates and times through Eventbrite. Please make it a priority to 

attend each session. Learning from and contributing to your cohort is important in this curriculum. 

As a result of completing this class, we expect you'll: 

− have a basic understanding of communication theory,  

− be able to identify common reasons for miscommunication and avoid them, 

− understand the principles of Motivational Interviewing and their practical applications to the 

CASA Volunteer Role,  

− know how to navigate difficult communication while maintaining rapport  

− how to de-escalate challenging situations and promote non-violent communication 

 

If you ever have any questions or need assistance while completing this class, please contact the 

Professional Development team at profdev@prokids.org. We are excited that you'll be joining us on 

this journey. 

 

 

 

 

 

 

 

 

 

 

  



WEEK ONE 
Communication. What could go wrong? 

 

 
The way we view communication has evolved, and it is no longer viewed as merely an exchange of words 

between people but rather as a process that is constantly occurring. To begin this course, we will start by 

looking deeper into defining what communication is and looking "behind" our communication at biases that 

we may not even be aware of. These biases affect the attitude we bring to our everyday conversations.  

 

Please complete the following material before attending the Week One Debrief Session: 

 

Think – Build your knowledge. 

1. Watch this short Ted Ed video describing the transactional communication model and outlining 

difficulties we encounter when communicating effectively.  

2. Watch this video on ten barriers to effective communication.   

 

Feel – Connect with the concept. 

3. Watch this video on the twelve common cognitive biases.  

 

Do – Apply your knowledge.  

4. After watching the video on the ten barriers to effective communication, give specific examples of how 

these could apply to the work we do as CASA Volunteers?  These examples could be from your own 

work or hypothetical situations. 

5. After watching the video about biases, jot down some examples of these biases present in the child 

protection system or cases that you have worked on as a CASA Volunteer. What are some personal 

perceptual filters that you had coming into the CASA Volunteer role? How did they affect your 

relationship with the parties involved in the case? Come ready to share some examples.  

a. Anchoring Bias  

b. Availability Heuristic Bias  

c. Bandwagon Effect  

d. Choice Supportive Bias  

e. Confirmation Bias  

f. Ostrich Bias  

g. Outcome Bias  

h. Overconfidence  

i. Placebo Bias  

j. Survivorship Bias  

k. Selective Perception  

l. Blind Spot Bias   

https://www.youtube.com/watch?v=gCfzeONu3Mo
https://www.youtube.com/watch?v=slq1nAhZuqE
https://www.youtube.com/watch?v=wEwGBIr_RIw


WEEK TWO 

Principals of Interaction  

 

 

 
 

When working with families and children, we must be approaching our work in a way that mitigates our own 

biases and centers the most impacted individuals. In this week's session, we will begin learning about 

Motivational Interviewing. Motivational Interviewing is a framework used by therapists to strengthen clients' 

motivation for and commitment to change. Motivational Interviews, also referred to as MI, can be beneficial 

when working with those involved in the case who are asked to make changes to have their children returned 

to their care. While taking this course will not prepare you to practice motivational interviewing, utilizing tools 

and principles from MI can be a valuable framework for our conversations with parties involved in the case 

and how we approach the work we do.  

 

Please complete the following material before attending the Week Two Debrief Session: 

 

Think – Build your knowledge. 

1. Watch this introduction and brief explanation on Motivational Interviewing by the founders of 

Motivational Interviewing.  

2. Watch this video describing what motivational interviewing is and what it is not.   

 

Feel – Connect with the concept. 

3. Watch this video about the parable of the monkey and the fish. 

4. Read here about the Four Principals of Motivational Interviewing.  

5. Watch this video on The Transtheoretical Model of Change.  

 

Do – Apply your knowledge.  

6. How does the parable relate to meeting people where they are? What were your takeaways from 

this story? 

7. Before learning about these principles, did you use any of them in your work? Which are new to 

you? Make a list of one way to incorporate each of these principles into each visit.  

8. How have you witnessed the stages of change in your work as a CASA Volunteer? In your own life? 

What are hurdles to meeting people where they are? What is the importance?  

 

 

 

 

 

 

 

 

WEEK TWO 

https://www.youtube.com/watch?v=reTb-x6UOmY
https://www.youtube.com/watch?v=SsNgZ47o2I4
https://www.youtube.com/watch?v=tw2xxSaDeKI
http://www.denmotiverendesamtale.dk/General_Principles_Behind_MI.pdf
file:///C:/Users/kratterman/AppData/Local/Microsoft/Windows/INetCache/Content.Outlook/7WVZWPDE/WEEK%20FIVE%20WO


WEEK THREE 

Tools for Working with Families and Children 

 

 

 
 

If the principles with which we approach our interactions with families and children are important, the tools 

that we use to engage are critical. During week three, we will learn about tools developed for Motivational 

Interviewing and how they are used to connect with and build rapport with families and children. One of the 

advantages of using these tools is that it removes pressure from the interviewer and instead allows the 

interviewer to understand the point of view of the other party.  

 

Please complete the following material before attending the Week Three Debrief Session: 

 

Think – Build your knowledge. 

1. Watch this video introduction on the basic engaging skills used in Motivation Interviewing.  

2. Read this article on practicing O.A.R.S. 

 

Feel – Connect with the concept. 

3. Watch this example of someone using O.A.R.S. to facilitate a conversation with a client about 

drinking.  

 

Do – Apply your knowledge.  

4. What are open-ended questions important to ask on your first visit with a family? Are there open-

ended questions that would be useful to ask each time?  

5. Come prepared to engage in discussions using open-ended questions, affirmations, reflections, and 

summaries.  

6. How can you apply these principles to children during your visits?  

  

https://www.youtube.com/watch?v=8JI0IL9wRjo
https://iod.unh.edu/sites/default/files/motivational_interviewing_tips_for_working_with_youth-oars.pdf
https://www.youtube.com/watch?v=A9FaAND4Hbc


WEEK FOUR 

Connecting with Kids 

 

 

 
 

Many of the same tools useful in working with adults can also be useful when working with children. Utilizing 

Open-ended questions is essential to understanding what a child is thinking or feeling without coloring their 

world based on assumptions. Affirmations, reflections, and summaries allow us to check-in, ensuring that we 

correctly interpret what a child is sharing. However, no doubt connecting with children and feeling safe 

sharing information requires additional tools and a more flexible perspective. During week four, we will learn 

about and discuss our approach to connecting with and interviewing children as a CASA Volunteer. While you 

may not think of the conversations you have with the young people involved in your case as interviews, an 

interview is simply an exchange of information. To advocate effectively for children, we must ensure we are 

gathering information from them and connecting.  

 

Please complete the following material before attending the Week Four Debrief Session: 

 

Think – Build your knowledge. 

1. Read this article on interviewing children.  

2. Read this article on interviewing teenagers.  

Feel – Connect with the concept. 

3. Watch this video on earning trust with vulnerable young people.  

Do – Apply your knowledge.  

4. Write down specific ways to incorporate the suggestions into your visits with children.  

5. What obstacles have you had connecting with young people? What are ways you have found to 

overcome these obstacles?  

6. What successes have you had connecting with young people? Be prepared to share any tips 

you have found helpful.  

  

https://medium.com/kidslisten/12-tips-for-interviewing-kids-eede964ca6dc
https://www.martybeyer.com/content/suggestions-interviewing-teenagers
https://www.youtube.com/watch?v=_4BsyZOdNXc


WEEK FIVE 

Difficult Conversations 

 

 

 
 

CASA Volunteers become involved in the lives of children and families during times of high stress and 

complex emotions. While doing this work, it is important to respect all parties involved by being honest and 

forthcoming about our recommendations and barriers that present themselves to desired outcomes. This 

means that uncomfortable conversations may need to take place. By expecting these conversations, we can 

prepare for them and ensure that we are holding space for others and being respectful to all parties involved.   

 

Please complete the following material prior to before the Week Five Debrief Session: 

 

Think – Build your knowledge. 

1. Watch this video by Mel Robbins about having difficult conversations.  

2. Watch this video by Adar Cohen on how to lead difficult conversations.   

 

Feel – Connect with the concept. 

3. Read this article in Psychology today about tips for having difficult conversations.  

 

Do – Apply your knowledge.  

4. Review the tool below. Come prepared to use these tools to "facilitate" difficult conversations 

through examples during class.  

 

P.E.A.C.E.   

 

Steps to have difficult conversations.  

 

P - Prioritize. What is the focus? What outcome and I looking to achieve?  

E - Explain Observations. Share the information you need to convey. Use I statements to discuss what you 

hear, see, and observe.  

A - Assume Goodwill. Share a goodwill imagination about why you think something could be happening.  

C- Clarify Expectations and plans for moving forward.  

E- Examine how the conversation went and what could have gone better. Did you achieve the desired 

outcome?   

  

https://www.youtube.com/watch?v=TQ48GVMfvMg
https://www.youtube.com/watch?v=LZu16ZaLgJM
https://www.psychologytoday.com/us/blog/some-assembly-required/201703/how-have-difficult-conversations


WEEK SIX 

De-escalation and Non-Violent Communication 

 

 

 
 
During the past five weeks, we have talked about the importance of mitigating our biases and avoiding 

common communication pitfalls. We have learned about tools that can help us connect with families and 

children and frameworks by which to approach these interactions. We have also discussed the importance of 

having difficult conversations and preparing for them. While all of these things help communicate with others, 

we also know that due to the work's emotional nature, we must possess the skills to de-escalate situations 

when things may be getting tense our final week together, we will learn about de-escalation and look at Crisis 

Prevention Intervention (C.P.I.) techniques.   

 

Please complete the following material before attending Six Debrief Session: 

 

Think – Build your knowledge. 

1. Watch this video explaining the nine de-escalation skills. While the video is geared to library 

workers, the skills apply to anyone attempting to de-escalate a situation. 
2. Watch this video about the importance of self-awareness when working to de-escalate 

situations.  

 

Feel – Connect with the concept. 

3. Watch this video that demonstrates how to use C.P.I.  

4. Keep and review this handout.  

 

Do – Apply your knowledge.  

5. How do you usually respond to conflict and escalation in another person? What is important 

for you to be aware of about these types of situations?  

6. What situations have you encountered in the CASA Volunteer where de-escalation has been or 

would have been useful?  

 

https://www.youtube.com/watch?v=MOeuoNP-fyQ
https://www.youtube.com/watch?v=Hs4WCK03QH8
https://www.youtube.com/watch?v=pBe4A32fpyI
file:///C:/Users/kratterman/Desktop/Special%20Projects/Communication%20CE/CPI%20Handout_Communication%20CE%20.pdf

