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Reasons why we connect with parents and students 

 

All of us, to some degree, have been affected by the pandemic, some more, some less.  For some 
the impact may be in terms of health or physical wellness, for others it may be for financial 
reasons and others for social or emotional reasons. 

Certainly, this pandemic is a completely new and huge situation that all of us need to figure out 
how we are going to deal with. We have never before faced a situation where schools are forced 
to close, children are required to stay at home and so many parents are either working from 
home or now not working.  

We at school recognize that beside the obvious worries about COVID and the disruption of 
parents’ and children’s lives, many children may be suffering because of the loss or absence of 
the relationship between them and their school community, teachers, friends, and other caring 
people. As well, schools offer students a sense of safety, routine, structures and predictability, 
and with them being closed, it can become very unsettling for them. 

We know that school staff, in particular teachers play a significant positive role in the lives of 
their students, and maintaining this relationship through a form of connection will have a 
significant impact on their overall well-being, coping, and engagement in their learning upon 
returning to school. Additionally, connecting with parents at this time sends the message that 
school staff are thinking of them. Further, reaching out to students and their parents will also 
have a positive impact on your own mental well-being, as caring for others during this time helps 
to build resilience.  

This reference document kindly prepared by Dr. Gerry Weintraub and Dr. Elana Bloom, 
coordinators of the Center of Excellence for Mental Health, contains suggested ‘talking points’ 
when reaching out to parents and students in these challenging times. It is difficult to prepare for 
every conversation, and possible questions or worries parents may bring up. Included below are 
Do’s and Don’ts, and strategies to diffuse anxiety provoking or complex conversations. Here are 
some suggested ways to engage, provide support and assess the needs of parents and students, 
as well as services and support they may need. 
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FOUNDATIONS FOR CONNECTING WITH FAMILIES 

 

CONNECT    ASK    LISTEN    VALIDATE   

REASSURE     COPE    KNOW 

 
Talking points with parents: 
We recognize that when calling a parent(s), your previous relationship with them as well as your 
comfort level and way of speaking will impact the conversation, so we have provided this 
framework to assist you when talking with parents and students. Here are some examples of 
questions to assist but are not intended as an absolute script that you must follow. You are free 
to use your usual ways of talking with parents and/or pick and choose questions that can be 
helpful.  

Try to keep this initial telephone conversation relatively short and focused on making a 
connection.  

 

CONNECT: 

Explain the purpose of the call is to connect and see 
how they are doing and feeling 

“I am really pleased that I can speak 
with you and really appreciate that you 
are taking the time to speak to me 
today” 

“I am so glad to have a chance to talk 
to you today to check in with you to 
see how you and the kids are doing” 

“This has been a challenging 2 weeks 
for all of us and I was wondering how 
you are? And the Kids?” 

 “I have been thinking of you and 
calling to see how you are doing 
during this time.” 
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ASK: 

You are asking them to share because you are 
willing to hear what they feel and experience and are 
not there to fix or change anything. 

You are also calling to inquire if they are in need of 
assistance be it food, clothing or other personal 
products, financial support (rent, mortgage) mental 
health or parenting support 

“I would really like to know how you 
are managing” 

“What do you miss most? ” 

“Are there any specific items that you 
need ? ” 

“What have been the biggest 
challenges?” 

“Is there something you are struggling 
with that I might be able to help you 
with?” 

“Are you in need of assistance, such 
as food, clothing or personal 
products? ” 

“Are there areas that you are finding 
particularly difficult or stressful? ”  

“What kind of support do you currently 
have available to you?” 

“What kind of support could be most 
helpful to you?”  

 

LISTEN: 

Active listening 

Reflecting 

Summarizing 

“I understand that this uncertainty is 
hard to deal with” 

“I am hearing that you are feeling 
stressed/ worried/sad.” 

“You are worried about the kids and 
their education” 

“You are worried that you are running 
out of patience with the kids.” 
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VALIDATE: 

Understanding that what they feel or experience 
makes sense given their situation in the current 
context 

 

 

 

“It makes sense that you would 
think/feel that.” 

“I can see where you are coming 
from.” 

REASSURE: 

Model optimism and hope that things can be figured 
out and that things will get better. 

The situation is only temporary. 

 

 

 

“You may feel alone but I am sure 
there are people who can help figure 
this out” 

“I hope to check in with you again 
soon? What would be the best time to 
contact you?” 

COPING: 

Use strength based approaches in helping parents 
recognize and remember previous successes in 
dealing with problems, and challenges 

 

 

 

“You have faced tough situations 
before; I am sure you will deal with 
this too.” 
 

KNOW: 

Available supports and pathways at the school, 
board, and community level. 

“I hear that you need help with_____, 
here is a phone number or email to 
_________, who might be able to help 
you with that.” 

“Here is a website that might be able 
to help you with that” 
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Given the heightened state of anxiety and range of emotions parents are likely feeling during the 
pandemic, it is possible that some of the parents express anger, frustration, sadness, or 
helplessness during your conversation. Below are some Do’s and Don’ts, that are important to 
keep in mind. Of utmost importance to remember, whatever feelings are expressed by parents, 
validate them and try not to take them personally, as they are a function of the pandemic.  

 

 

Do Don't 

Validate their feelings  
 

Argue or become defensive    

Accept how they might be feeling and recognize their point 
of view  

Interrupt them or convince them that it 
will be fine 

Be empathic of their situation  
 

Minimize how they are feeling  

Allow them to talk for a bit about their stressors and 
challenges, but then redirect them to concrete ideas that 
might be helpful or supportive 

Allow them to ramble on about all of 
the negativity.  

Be supportive in how they are coping and offer alternatives 
should the opening present itself  

Judge how they are coping 

Stick to the facts   Add information that you are not 
aware of or make any interpretations, 
predictions of the future, or 
conjectures.  
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Talking points with children: 
Explain the purpose of the call is to connect, to see how they are doing and feeling, and what they have 
been doing. Below are examples of conversation starters, but it is important to keep in mind the 
developmental level of the student. 

CONNECT:  

Explain the purpose of the call is to connect and 
see how they are doing and feeling 

“I am really pleased that I can talk with 
you today!” 

“I am so glad to have a chance to check 
in with you to see how you are doing” 

“it seems like forever since we saw each 
other. I miss you” 

“I have been thinking of you and wanted 
to see how you are doing” 

 

ASK: 

You are asking them to share because you are 
willing to hear what they feel and experience and 
not there to fix or change anything. 

Feelings (bored, anger, frustration, resentment, 
fear, sadness) 

Physical/health (hungry, tired, not sleeping) 

  

 

“What activities have you been doing?” 

“What have been your favorite activities” 

“Have you been going outside?” 

“How are you managing?” 

“Who do you miss most? Friends? 
Activities? Clubs? 

“What do you look forward to the most for 
when we get back to school?” 

“Are there things that you need?’ 

“What have been the biggest 
challenges?” 

“Is there something you are struggling 
with that I might be able to help you 
with?”  
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LISTEN: 

Active listening 

Reflecting 

Summarizing 

“I hear that you are really feeling bored 
and miss your friends” 

“I understand that you are worried that 
your mom or dad might get sick and 
there would be no one to take care of 
you” 

“I am hearing that you are feeling 
stressed/ worried/sad.” 

“You are worried that it will always be like 
this and schools will stays closed forever” 

“You are worried that you will lose all 
your friends by the time this is all over” 

 

VALIDATE: 

Understanding that what they feel or experience 
makes sense given their situation in the current 
context. 

 

“It makes sense that you would think/feel 
this way.” 

“I can see where you are coming from.” 

REASSURE: 

Model optimism and hope that things can be 
figured out and that things will get better. 

The situation is only temporary. 

“You may feel alone but that’s why I am 
calling to say that I care and to see how 
we can make things better”. 

“I really liked talking to you and hope to 
call you again soon, would you like that”? 

COPING: 

Use strength based approaches in helping 
students recognize and remember previous 
successes in dealing with problems, and 
challenges 

 

“You have faced tough situations before; 
let's talk about how you did that.” 

“I remember when you had that (tough 
situation) last year and you really 
handled that well.” 
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Talking points with children: 
 
 

Do Don’t 

Validate their feelings Give the impression that what they are feeling 
doesn’t matter or is incorrect  

Accept how they might be feeling 
and recognize their point of view 

Interrupt them or promise them that it will be fine 

Be understanding to their 
situation 

Minimize how they are feeling  

Listen to how they are feeling 
and what they are doing 

Unintentionally send messages that the activities 
they are choosing are “wrong”  

Be empathetic to their situation Connect with them using sarcasm or jokes about 
their feelings or the situation  

Stick to the facts Add information that you are not aware of or make 
any interpretations, predictions of the future, or 
conjectures.  
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