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How to use this training manual 

This training manual has been developed following feedback from the successful Viva Child and Family 
Phone mentoring programme.  We have recognised the need to develop material that will equip mentors to 
explore deeper issues with the children and families they are supporting, and connect those families to 
longer term support.  

This training workshop consists of three sections, which can be delivered either in online or face-to-face 
settings. The training will support mentors to deliver Phase 2 of the Viva Child and Family Phone Mentoring 
Programme – Connecting.  

This training stands alongside three new phone conversation guides for mentors to use with parents and 
children, as in the original 6 theme programme. The Connecting sessions have been developed as stand-
alone sessions, designed to help mentors to address deeper issues with the families, and connect them with 
further support, through linking them with a project or activity run by your church, organisation or network, or 
by referring the family for external support. 

 

Using the new ‘Connecting In’ Sessions: 3 new mentoring phone call themes 

The three new conversation themes have been developed in response to feedback from mentors around 
the world, and in response to emerging issues as the pandemic continues. The themes are: 

You should also have access to the conversation guides, especially for the training sessions 3a, b, and c, 
which take you through each of these themes in more depth. These can be given to you via your supervisor, 
or downloaded from www.childreninemergencies.org/mentoring2    

You may choose to use all three themes with each of your families, or you may want to use them for a more 
targeted approach, going back to specific families who you feel will particularly benefit from this follow up, or 
who you know are struggling with one or two of these particular themes. This is flexible and up to you and 
your team to plan for. The sessions have been designed to be used either as stand-alone sessions, or in 
sequence, depending on what works best for your programme. 

Each theme encourages mentors to work with the family to identify ways they could be integrated into your 
organisation, church or network’s existing programmes, or connected with external support, so that the 
family can receive ongoing support beyond the mentoring programme. In light of this, a key aspect of the 
programme is being prepared before the call with several opportunities to connect which you can offer to 
parents and/or children.  

 

How this training manual will help mentors 

This training has been developed to enable mentors to use the new themes with confidence, and respond to 
learning from the first phase of the Phone Mentoring Programme. It is designed to help mentors to be better 

Finding Hope in Hard Times 

Supporting families to identify 
strategies that help them to 
cope and be resilient in the 
face of ongoing crisis 

Coping with Loss 

Helping to manage feelings of 
grief from bereavement or 
from other losses during the 
pandemic 

Staying Safe under Pressure 

Raising awareness and 
preventing the risks of child 
labour, early marriage and 
trafficking 

http://www.childreninemergencies.org/mentoring2
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equipped to face the challenges that come from talking with families who are going through difficult times, 
and support mentors to identify practical strategies and tools to build resilience in families and in 
themselves through the mentoring process.  

 

The training is divided into three sections, which can be delivered separately, or all together as needed. 

They are designed to be able to be used in an online training, and are supported by training videos available 
at www.childreninemergencies.org/mentoring2videos  

The timings are designed for an online training, but you may choose to extend these and allocate more time 
for group discussion and feedback, particularly if you are in a face-to-face setting and have more time.  

This training manual includes: 

It is important that mentors receive training in sessions 3a, b and c before carrying out these phone calls to 
families.  

 

Using the training materials 

The training materials are accompanied by a PowerPoint presentation available from your supervisor or Viva 
contact, or to download from www.childreninemergencies.org/mentoring2. The SLIDE symbol 
indicates where you can use a slide in the training sessions.  

Throughout the training you will see ideas for how to use the training in an online setting or face-to-face, 
depending on what is possible for you. Feel free to adapt activities to suit your timeline, methodology and 

context. The group symbol indicates an opportunity to use a group activity in a breakout room or in 
person. 

You may also want to use the videos produced by Viva which can be downloaded from 
www.childreninemergencies.org/mentoring2videos and cover this training content – you could ask 

mentors to watch the videos and follow this with some time for group discussion on the content of the 
videos. You will also see this symbol in the training notes where there is a video you could share.  

  

Reflecting on what we’ve 
learnt so far and what we can 
improve 

Understanding the new 
‘connecting’ approach 

How to build children’s 
resilience through mentoring 
and beyond 

Understanding the role of a 
mentor 

Addressing challenges, setting 
boundaries and dealing with 
people in distress 

Skills for building personal 
resilience as a mentor and peer 
support 

3c: Staying safe under 
pressure 

3b: Coping with loss 

3a: Finding hope in hard times 

Session 1: Phase 2: Connecting 
(2 hours) 

Session 2: Skills and support for 
mentors (2 hours) 

Session 3 a, b and c: Training 
on the new themes (3 x 1 hour) 

http://www.childreninemergencies.org/mentoring2videos/
http://www.childreninemergencies.org/mentoring2
http://www.childreninemergencies.org/mentoring2videos/
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SESSION 1: Viva Child and Family Phone Mentoring Programme 
Phase 2: Connecting In 

(2 hours) 

These training notes refer to the PowerPoint presentation ‘Phase 2: Connecting In’ which you can use as part 
of your training session. 

SLIDE 1: Viva Child and Family Phone Mentoring Programme Phase 2: Connecting In 

 

Introduction (5 mins) 

SLIDE 2: Welcome! 

Welcome participants to the training.  

Explain what the training will cover and show the overview of the training sessions available: 

 

SLIDE 3: Phase 2: Connecting In – Three new themes 

Explain: This training stands alongside three new phone conversation guides for mentors to use with 
parents and children, as in the original 6 theme programme. The Connecting In sessions have been 
developed as stand-alone sessions, designed to help mentors to address deeper issues with the families, 
and connect them with further support, through linking them with a project or activity run by your church, 
organisation or network, or by referring the family for external support. 

Each theme encourages you to work with the family to identify ways they could be integrated into your 
organisation, church or network’s existing programmes, or connected with external support, so that the 
family can receive ongoing support beyond the mentoring programme. In light of this, a key aspect of the 
programme is being prepared before the call with several opportunities to connect which you can offer to 
parents and/or children.  

 

Reflecting on what we’ve 
learnt so far and what we can 
improve 

Understanding the new 
‘connecting’ approach 

How to build children’s 
resilience through mentoring 
and beyond 

Understanding the role of a 
mentor 

Addressing challenges, setting 
boundaries and dealing with 
people in distress 

Skills for building personal 
resilience as a mentor and peer 
support 

3c: Staying safe under 
pressure 

3b: Coping with loss 

3a: Finding hope in hard times 

Session 1: Phase 2: Connecting 
(2 hours) 

Session 2: Skills and support for 
mentors (2 hours) 

Session 3 a, b and c: Training 
on the new themes (3 x 1 hour) 
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What are we learning? (15 mins) 

 

SLIDE 4: What are we learning? 

 

Introductory Activity: Where have we been? 

SLIDE 5: Reflection 

Ask participants to take some time to reflect individually and then share with a partner or in small groups on 
these questions: 

Ask: Thinking about the mentoring programme so far: 

• What went well? 
• What challenges did you face? 

For a face-to-face training, write these ideas on post-it notes and gather them together on a 
flipchart paper. 

For an online training, use an online whiteboard tool such as google jamboard 
https://jamboard.google.com/   

Take some feedback from people who would like to share more about particular stories of impact or 
challenges they have faced as mentors. 

Based on the introductory activity, summarise some key themes in what went well and the challenges faced.  

Take a few moments to celebrate and highlight some of the things that went well.  

SLIDE 6: Impact from Phase 1 

Share: the summary of the highlights from the first phase of the Viva Child and Family Phone Mentoring 
Programme (the original 6 theme mentoring programme): 

By the end of January 2021, the phone mentoring programme has been used in 18 countries across Asia, 
Africa, Latin America and the Middle East. Approximately 37,000 people, 8,000 families and 26,000 children 
have been reached. In the Closing Call 98% of families reported seeing positive changes in their family since 
starting the programme. This included feeling happier and less stressed, reduced violence and having better 
communication in their homes. Over 100,000 ‘actions’ have been completed by parents and children 
between calls. That’s an average of 13 actions per family across the 8 calls. Actions include doing schoolwork 
together, trying the game of the week, talking more and being creative together.  

Thank you for being part of this! 

It’s great to take time to celebrate these stories and the impact of your work with children and families 
already. 

But it’s also good to look at the challenges, and see what we can learn from them as we move forward.  

Learning Objective: To help mentors reflect on their experience of the mentoring programme so far, 
celebrating success and identifying opportunities for change and improvement 

https://jamboard.google.com/
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Explain that feedback from around the world has revealed some common themes around the challenges, 
and this new phase has been developed to try to respond to the needs and challenges identified, as well as 
building on the strengths of the programme so far.  

SLIDE 7: What we are learning 

Show the challenges, and explain what we are learning from them: 

Some challenges What we are learning 

• Feeling overwhelmed and stressed by 
the stories and situation of families  

• Not knowing how to help struggling 
families 

• Not feeling adequately equipped to deal 
with some of the protection issues facing 
children and knowing where to refer 
cases 

• Not knowing how to support families in 
the long term after the phone mentoring 
sessions have finished 

• Mentors need to know how to ensure their 
own wellbeing and build resilience 

• Mentors need to be equipped to help children 
and families through difficult issues 

• Mentors need to know how to deal with and 
refer on child protection issues which are 
emerging as a result of the pandemic 

• Mentors need to know how to connect 
families into long term support beyond the 
phone mentoring sessions  

 

Explain: This new phase of the mentoring programme has been designed to address these specific 
challenges.  

 

The ongoing impact of COVID-19 on children (25 mins) 

 

SLIDE 8: The ongoing impact of COVID-19 

As well as learning from feedback from mentors, we are also recognising that the COVID-19 pandemic is now 
a longer term crisis and this has specific impacts on children and families. The new phase (with three new 
phone calls) is also designed to pick up on these issues and is designed to look at longer-term and more in-
depth support in light of this.  

The ongoing impact of COVID-19 

This new phase is also designed to respond to the ongoing impact of COVID-19 on children and families 
where you are working.  

If possible, show a video relevant for your community to demonstrate the ongoing impact of COVID-
19 on children around the world. UNICEF has produced an excellent series of video diaries from 

children, for example:  

Learning Objective: To recognise the ongoing impact of COVID-19 on children and communities and 
consider how that affects our work with them 
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For English speakers: 
https://www.youtube.com/watch?v=qw3mZMDAz3E&feature=youtu.be&ab_channel=UNICEF (in French with 
English subtitles) 

For Spanish speakers: 
https://www.youtube.com/watch?v=Bu5kQr6NuZ0&feature=youtu.be&ab_channel=UNICEF 

 

SLIDE 9: The ongoing impact of COVID-19 

Ask participants to reflect on: 

• How have children been impacted by COVID-19 in our community? 
• How has this changed since the beginning of the pandemic? 

If you do not watch a video, you could choose to simply facilitate a group discussion on the questions.  

The videos have different emphases, but briefly take feedback and gather the key points together, such as: 

• Issues children have faced (such as emotional difficulties, missing friends, involvement in work) 
• Ways children have been supported (such as by teachers, parents and friends) 
• There have been both good and bad things for children as a result of COVID-19, and in our own 

classes there will be a wide variety of experiences amongst the children.  
 

SLIDE 10: The ongoing impact of COVID-19 (2) 
 

Highlight some of the facts about the impact of COVID-19 on children: 
 

• More than 1.6 billion children have faced school closures 
• Fewer than 1% of children from poor households said they have access to the internet for distance 

learning 
• 89% of respondents to the survey reported that COVID-19 has impacted their access to healthcare, 

medicine and medical supplies 
• Almost two thirds (62%) of respondents said that they are finding it difficult to provide their families 

with meat, dairy products, grains, fruits and vegetables 
• Violence in the household reported by children was double the rate when schools were closed (17%) 

compared with when schools were open and the child was attending in person (8%). 
• Almost two thirds of girls (63%) reported an increase in household chores 

 
Explain that through this training we want to think about how we as mentors can be part of helping children 
and parents cope with these difficulties and also build on children’s own strengths. 
 
Phases of Collective Trauma 

As we ourselves will have noticed, the impact of the pandemic has changed over time, and our response to 
the crisis also differs. We have probably noticed different responses in ourselves over time. 

SLIDE 11: Phases of Collective Trauma  

Explain: This is a diagram which describes how communities often respond to a one-off traumatic event 
(such as a flood, hurricane, or earthquake) and what is likely to happen in the journey through trauma and 

https://www.youtube.com/watch?v=qw3mZMDAz3E&feature=youtu.be&ab_channel=UNICEF
https://www.youtube.com/watch?v=Bu5kQr6NuZ0&feature=youtu.be&ab_channel=UNICEF
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recovery over a period of about 24-60 months. Not everyone in a community will be in the same place at the 
same time. People react differently to the same event depending on their circumstances. 

In the ‘heroic phase’, the stress hormones that have been activated by the shock bring out the best in people, 
and they are energised to help others. This is not sustainable, however, and soon disillusionment sets in. 
People may begin to feel tired, irritable, unable to concentrate, and angry at what has happened, especially 
with those in charge. There may be grief at what has been lost. Rebuilding starts when people in a 
community are able to acknowledge the bad things that have happened and yet recognise that goodness 
still exists in life.  

Ask:  

• Where do you think your community is on the diagram right now? 
• Do you think this timeline applies for a long-term crisis like a pandemic? 

Explain: We might see similar phases but it might be harder to notice a clear sense of progress through the 
phases.  

In light of this, the next phase of the mentoring programme is designed to respond to this longer-term reality 
and help families to deal with the impact of an ongoing crisis.  

 

Supporting children’s resilience through mentoring (45 mins) 

 

SLIDE 12: Supporting children’s resilience through mentoring 

Through the mentoring programme, a key idea in supporting children and families through this time is the 
concept of building resilience in children and families and helping them to increase their capacity to cope 
with difficulties.  

Identifying support that enables children to cope (20 mins)  

SLIDE 13: Identifying support that enables children to cope 

Group Activity: Divide participants into small groups in breakout rooms or in person for 10 minutes. 
In their groups, one or two people in each group should share about a child they can think of 

(without giving identifying details) who has been through a difficult situation or suffered extreme stress and 
has seemed to ‘bounce back’ or been able to recover.  

• Try to identify together what some of the factors were in this child’s life which have enabled them to 
recover. These might be characteristics of the child (their personality or abilities) or factors external 
to the child such as their family environment or their community. What are some of the things that 
helped the child to cope? 

Use this conversation to begin a list of ‘coping factors’ or things which can help a child to overcome difficult 
circumstances. Each process identified as contributing to coping and recovery will be written on a list by 
each group. Group members who do not know the children will ask questions, and will also volunteer specific 

Learning Objective: Understand the concept of resilience and identify practical ways in which the 
mentoring programme can build on protective factors in children’s lives 
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examples of their own, to illustrate some of the points made in the group. Use this conversation to begin a list 
of ‘coping factors’ or things which can help a child to overcome difficult circumstances.  

For a face-to-face training, ask groups to list their identified coping factors on a flipchart. 

For an online training, use an online whiteboard tool such as google jamboard.  

Congratulate participants for the ideas they generated in their group work. Many of the coping elements 
that participants identified in their group work relate to “resilience.” Resilience is a helpful concept because , 
while we recognise the impact of trauma and difficult events on children, we also see them as people with  
the capacity and internal ability to recover – with appropriate support.  

 

Building resilience in children and families (10 mins) 

Ask: Can anyone give a definition of resilience? What is it? 

SLIDE 14: What is Resilience 

Explain: While all children are vulnerable in emergency situations, children also have the ability to meet, bear 
and recover from exposure to violence and losses. This capacity to cope and “bounce back” after stressful 
experiences is called resilience. Resilience refers to the ability to react or adapt positively to a difficult and 
challenging event or experience. 

SLIDE 15: IASC Psychosocial Support Pyramid 

The ‘psychosocial support pyramid’ is a helpful tool to show us how our work with families during this time of 
COVID-19  can support their resilience and enable them to cope with this crisis. 

Although entire communities are affected by crisis events such as the pandemic, very few people usually 
need specialised services because of severe reactions. Most people can be helped through the provision of 
basic services and security, including psychosocial support. 

This model recognises that children and communities have strengths and resources of their own, and tries to 
build on and support these. Research has shown that there is a small percentage of children (3-5%) who 
need individual counselling and psychological support following a crisis (which should only be provided by 
trained professionals), but that most children can be helped through the support of their families and 
communities. Our response should therefore seek to strengthen the capacity of caregivers, and other adults 
in children’s lives, to provide everyday psychosocial care to children. In this way we can focus on restoring 
resilience in the face of challenging circumstances. 

The pyramid illustrates a layered system of complementary supports. The layers represent the different kinds 
of support people may need. 

Explain: Each layer of the pyramid and identify that as networks and community projects we are often 
working in the first two layers, and sometimes level 3 – and in that way we can support the majority of 
children and adults to get through a crisis.  

Ask: Where do you think the mentoring programme fits in this pyramid? (level 2)  

Explain that families can also be connected to access to basic needs or focused support through the 
mentoring programme. 
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SLIDE 16: Risk factors and protective factors 

Explain: Although children are very different from one another, there are certain factors and capabilities in 
children’s lives that have been shown to influence their level of resilience. These are called ‘protective factors’ 
which give people psychological ‘cover’ and help to reduce the likelihood of negative psychological effects 
when faced with hardship or suffering. Some of these factors are innate but many can be developed and 
strengthened through psychosocial support.   

This is good news for us as we work with children, as we can proactively think about ways in which we can 
support and encourage children’s resilience. One simple way to do that is to look at risk and protective 
factors - resilience happens when protective factors that support wellbeing are stronger than the risk 
factors that cause harm.  

Ask: What could be some examples of risk factors and protective factors? 

Suggested answers: 

• Risk factors: disrupted education, unsafe environment 
• Protective factors: a loving and supportive family, good friendships 

SLIDE 17: Risk factors 

Talk through the risk factors on the slide, and ask people to comment on which of these they think are the 
most significant risk factors currently affecting children and families in their community. 

SLIDE 18: What are the most significant risk factors affecting children in your community? 

Which are the most significant risk factors: 

• Difficult or frightening experiences 
• Lack of understanding of what has happened 
• Loss of family home, friends, or caregivers 
• Loss of self-respect and self-confidence 
• Poor living conditions or lack of access to basic services like healthcare 
• Poor diet and nutrition 
• Lack of opportunities for education and play 
• Excessive burden of paid or unpaid work 
• Uncertainty about the future 
• Disability 

Ask participants to vote – using an online poll such as within Zoom, or using an online tool such as 
Mentimeter.com; alternatively, you may simply ask for comments in a group discussion.  

As we look ahead to the new phase of the mentoring programme, we can consider how we can use the 
mentoring programme, and the other programmes we provide, to reduce these risk factors for children. 

SLIDE 19: Protective factors 

Share the list of protective factors:  

• Self-esteem, self-confidence, and communication skills 
• Can think through and process events and look to the future 
• Can express themselves through play, arts, games, community rituals 
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• Positive parenting and carers who respond to the child’s emotional needs 
• Positive family environment that provides love, support and discipline 
• Can express feelings and anxieties to adults who listen to them 
• Friends who are good role models and a source of fun and acceptance 
• Able to maintain normal family life, religious practices, language 
• A positive school experience where teachers are supportive 
• Part of a strong community where children are active members 

Ask: Can you identify any ways that the first phase of the mentoring programme helped to strengthen some 
of these protective factors for children? 

Share: It’s great to notice all of these ways that the first phase of the programme has supported children to 
cope with the crisis and develop their resilience.  

Phase 2 will build further on this framework to address some protective and risk factors specifically and in 
more depth, and also through widening the reach of the programme to connect families into longer term 
programmes to enable them to receive ongoing support to continue to build their resilience.  

Explain that we will explore this idea further, looking at the idea of protective factors for parents, in the ‘3a: 
Finding Hope in Hard Times’ training session. 

 

Connecting In (20 mins) 

SLIDE 20: Connecting 

Connecting with existing programmes and activities  

SLIDE 21: Connecting with existing programmes and activities  

Group activity: Create a list of all the projects, programmes and activities your network, church or 
organisation currently runs, or is planning to run.  

Divide into groups and ask each group to look at a specific programme, identifying which protective factors 
it strengthens.  

Come back together and discuss: which programmes could we be connecting families and children to that 
would build on protective factors? 

You may also want to consider other external support services available to families in your community.  

Take feedback, and explain that this is a good start for the key purpose of these new sessions, connecting 
families and children into more long-term support. 

 

Wrap up (5 mins) 

SLIDE 22: Wrap up 

Close the session by reminding participants of the idea behind the three new themes and the ‘Connecting’ 
approach, and recapping on how what we have looked at in this session is all part of the focus of the next 
phase. 
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SLIDE 23: Phase 2: Connecting In – Three new themes 

The new themes identified are responding to key risk factors identified in Phase 1 of the mentoring 
programme, and are addressing emerging risks and issues faced by children and families. The additional 
‘connecting’ support, where families are linked to ongoing support through the network, church, organisation, 
or through external support, enable a deeper and longer-lasting support to be offered to these families.  

SLIDE 24: What’s next? 

We have also identified areas where mentors have said that they require more support. The next training 
session will look at developing key skills for mentoring, and strategies and skills for building personal 
resilience as mentors.  

 

NB: Instead of the call log system we used for the first 8 calls, for the 3 new calls, please ask mentors to keep 
a record of who they call and the services they refer families to. We will then be asking each network to 
complete a programme report where you can summarise the details. Here is a suggested format they can 
use. Mentors will need to know that you will ask for this information when they have completed the calls. You 
can ask them to send to you weekly, monthly or all at the end. 

Family ID (provided by project 
supervisor) 

Call theme Who I referred them to 

e.g. Barker e.g. Finding Hope in Hard Times e.g. Counselling services 
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SESSION 2: Skills and support for mentors  

(2 hours) 

This session is designed to equip mentors for dealing with difficult situations and coping with the pressures of 
mentoring, as well as identifying the support available to them to enable them to thrive as a mentor.  

The session will look at: 

• Being a mentor 
• Coping with challenging situations – setting boundaries and dealing with people in distress 
• Identifying support structures and wellbeing for mentors 
• Peer support and learning together 

This session can act as a stand-alone training session to provide more in-depth skills for mentors who are 
beginning the first phase of the Viva Child and Family Phone Mentoring Programme, or it can be used as the 
second part of the Phase 2 training for mentors who are beginning the second phase of the programme.  
 
These training notes refer to the PowerPoint presentation ‘Skills and Support for Mentors’ which you can use 
as part of your training session. 

 

Welcome/icebreaker (5 mins) 
 

SLIDE 1: Viva Child and Family Phone Mentoring Programme: Skills and Support for Mentors 

Ask: participants to describe (in one sentence) one thing that they enjoy doing and which helps them to 
relax. 
 

Introduction: Building Personal Resilience (10 mins) 
 

SLIDE 2: Introduction 

Explain: Start by thanking the mentors for their commitment and dedication and affirm that with their 
support children and families’ lives have been changed. Mentoring children and families can be very 
rewarding, as you come alongside people in a meaningful way, giving them a chance to share their feelings 
and experiences with someone who walks alongside them. However, talking to people who may be 
struggling and going through hard times can be hard for the mentor, and it is important that you build 
personal resilience and understand what you need in order to do your role well. This can help to mitigate 
stress and prevent burn out. 

 
SLIDE 3: Skills and Support for Mentors 

In this session we will look at strategies for building personal resilience as a mentor, taking into account some 
of the key challenges you might face in the mentoring programme.  
 
We will look at: 

• Being a mentor 
• Coping with challenging situations – setting boundaries and dealing with people in distress 
• Identifying support structures and wellbeing for mentors 
• Peer support and learning together 
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SLIDE 4: Building personal resilience 
 

We can think of our personal resilience in terms of three kinds of needs: I am, I can and I have.1 
 
Explain the three areas of need: 
 

• ‘I am’ needs are about identity. These are to do with having positive self-esteem and inner strength 
and confidence. They are tied to knowing that we are loved and valued for who we are.  People with 
Christian faith, who know that they are unconditionally loved by God for who they are, not what they 
do,, can build this identity by setting aside space and time to build relationship with God through 
reading the Bible and prayer. Other ways of building self-esteem and inner strength and confidence 
include spending time with others who affirm and value you and making sure you focus on the 
positive rather than the negative thoughts about yourself. 

• ‘I can’ needs are the factors that enable us to cope with situations that present themselves and 
manage ourselves more effectively within those situations. Things that are important here are 
knowing what our role is, being prepared for the task, knowing how to establish good boundaries, 
having learning input and having opportunities to debrief or ask for help.  

• ‘I have’ needs are about ways in which friends, family, church, community and others can support 
us.  

 
Explain: In this session we will be looking at these 3 categories of need and how we can support mentors to 
help build their resilience for the work they are doing in supporting children and families during this very 
difficult time. 
 

I am – my identity as a mentor (20-30 mins) 

 
SLIDE 5: ‘I am: My identity as a mentor’ 

 
Optional activity: My Identity in God (for participants with a Christian background) 
(10 mins) 
 
This activity helps participants to take time to connect with God and remember what he says about them – 
helping them to be secure in their identity in Christ. If you are training participants from a Christian 
background, this activity helps to communicate the foundation of identity and also gives a tool in a method 
of Bible reading which allows God to speak to them individually. 
 
Ask participants to look at Psalm 139.  
 
Explain: We will use the lectio divina method to explore scripture to look at the ‘I am’ part of Grotberg’s 
model of resilience. 

• Reading: One person reads the passage out loud slowly to the whole group. Individuals in the group 
should speak out words or phrases that stand out for them.  One person should read the passage 

 
1 Grotberg E, 1997. The International Resilience Project 

Learning Objective: Gain a clear understanding of the qualities needed for mentoring, and what the 
mentoring role entails   
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out loud a second time. The group should listen for any words or phrases that strike them and speak 
them out. They may well be different to the first time.  

• Reflecting: Invite individuals to read the passage again slowly to themselves. Explain that “As you 
pause on the word or phrase that strikes you, take time to consider what the phrase or word means 
particularly in your life.” 

• Responding: Invite individuals to read the passage again slowly to themselves. “Consider now how 
God has spoken to you in this passage and respond back to him.” 

• Remaining: Encourage individuals to take some time to remain in the presence of God. 
 
 
Who I am as a mentor (20 mins) 
 
SLIDE 6: I am – Being a Mentor 
Ask participants to draw a picture of a mentor. They should then label the picture with what they believe to 
be the key skills and characteristics of a mentor. 
 

You might also choose to do this as a group activity, either on flipchart paper or using an online 
whiteboard. Participants could label the characteristics of the mentor together.  

 
Share drawings and identify key qualities. 
 
SLIDE 7: Mentor Role Description 
 
Share the Mentor Role Description (included in Guidelines for Mentors – Part 2) 
 

SLIDE 8: Mentor Role Description (2) 

Ask: Does this reflect your understanding of who you are as a mentor?  
 
Ask: Do you think that children and families have the same expectations as to what we are able to give as 
mentors? Could this lead to challenges? 
 
Explain: It’s helpful for us to know clearly what our role is, and what it isn’t. It’s great to have a heart for 
supporting children and families, but this can lead to us feeling overstretched and frustrated, getting burnt 
out or angry. It’s really important to be clear about your role and be able to stick to it. We will be looking at 
practical ways to do that in the rest of this session.  
 
 

I can – Coping with Challenging Situations (30 mins) 
 

Facing challenges (10) 
 

SLIDE 9: “I can”- Coping with challenging situations 

Learning Objective: Be aware of key challenges that may occur during mentoring and be equipped with 
strategies to manage these effectively 
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Explain: During the mentoring process, you will probably face issues and challenges where you might not 
always know exactly what to do. As mentors you should have seen and signed Viva’s Safeguarding Code of 
Conduct when making phone calls to families and children as well as seeing a list of ‘dos and don’ts’ in the 
Guidelines for Mentors – Part 1. These guidelines can help lessen the possibilities of difficult situations arising. 
However, unexpected things can still happen, and it is good to think ahead to what we might do in some of 
these situations, or how we can get help.  
 

SLIDE 10: Challenges  

Here are some of the challenges mentors who have been part of the Viva Child and Family Phone Mentoring 
Programme have faced during the programme so far. If you already have experience of mentoring, have 
you faced any of these challenges? Or have you faced others? 

SLIDE 11: Challenges and Solutions   

Show this table, especially focusing on the challenges which participants highlight as important ones.   

 

Explain: As you can see, a lot of challenges can be minimised by taking time to be prepared and thinking 
through these issues before you start,  and so it is important to take time as a team to consider what you will 
need to put in place.  

Challenges What could have prevented this from happening? 

Mentors don’t always know what their roles are Provide Mentor Role description before mentors 
volunteer, and orientation to the role   

Mentors felt uncomfortable calling someone from 
the opposite gender as in some cases it led to 
misunderstandings 

Provide guidelines so that mentors only talk with 
adults of the same gender 

Families becoming too dependent on mentors and 
contacting them in the evening 

Put boundaries in place and agree boundaries with 
families before mentoring begins 

Families need more support than the mentor is able 
to offer 

Make sure Mentors know where to refer families for 
concrete support 

Mentors feeling stressed and overwhelmed by 
some of the issues they are facing in families  

Give Mentors the opportunity to debrief with 
supervisors and support Mentors to develop 
strategies for self-care 

Sometimes families stopped answering calls or 
dropped out 

Make sure that Mentors call at a convenient time. 
Agree in advance with family what to do if it’s not 
working, and remember that families should be free 
to say no or end their participation at any time 

Mentors didn’t always know how to deal with people 
in distress 

Provide training on dealing with people in distress 

Sometimes protection issues arise in the family and 
mentors do not know how to deal with them 

Knowing how and where to refer protection cases.  
Develop Partnerships with social and welfare 
departments 

Issues facing individual families are openly 
discussed with others and not kept confidential 

Have strict confidentiality guidelines in place 
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But - another characteristic we could add to our list of key qualities of a mentor is ‘being willing to ask for 
help when you need it’! It’s really important that you don’t feel that you need to deal with challenging 
situations on your own, but feel able to refer to your supervisor with any challenges.  

 

Setting Boundaries  (10) 

SLIDE 12: Setting boundaries 

One of the key tools to help you prepare for challenging situations is setting boundaries. 

Explain: Boundaries are like fences in your life. They give you the ability to say no and they protect you 
against manipulation, irresponsibility and burnout.  Personal boundaries are the limits and rules we set for 
ourselves within relationships. A person with healthy boundaries can say “no” to others when they want to, 
but they are also comfortable with close relationships when these are appropriate with family or friends. In 
the mentoring relationship, your role is to support the family within the parameters of the phone calls, but 
you are not required to have a friendship with the family beyond the mentoring relationship, or to be 
available to them at any time.  

 
SLIDE 13: Setting boundaries (2) 

Before entering the mentoring relationship, it is important that you know what your boundaries are. This will 
make it easier to say ‘no’ and to make sure you will not be forced into doing something you are not 
comfortable with, or giving beyond your capacity.  

 
In the first conversation with the family you should agree:  

• When and how often you will phone/meet and for how long 
• What you will do if you feel that you or the family feel that it is not working 
• That you will not contact one another outside the scheduled phone calls 

As well as the mentor role description, Viva has developed some additional guidelines for mentors in 
response to these challenges, which you can find in the Guidelines for Mentors – Part 2. This can be adapted 
for your context. Take some time now or following the training to look at these guidelines and decide how 
they might apply to your context, or if there are variations or additions you would want to make.  

 

Supporting people who are distressed (10 mins) 

Another key skill for mentors is thinking about what to do if the person you call is very distressed or upset, 
either because of the call content or simply because of where they are at when you begin the phone call. 
This can be very difficult to deal with because their emotions may be overwhelming, and we might feel like 
we need to solve the situation, or feel frustrated and powerless.  

SLIDE 14: Supporting people who are distressed 

Ask: Take a moment to think back to a time you remember where you were going through difficulties 
yourself. 

• Who was it that really helped you through this time? 
• What was it about this person that helped?  

 
Take time to share with a partner in person or in breakout rooms, if there is time.  
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SLIDE 15: Empathy 

Take feedback, and draw out the point that the person we find most helpful is not necessarily the one who 
can give us a quick solution to our problem, but the one who simply comes alongside us, listening and 
understanding. 
 

Optional:  Share this helpful video from Brené Brown, which explains what empathy is. 
https://www.youtube.com/watch?v=1Evwgu369Jw 

 
Explain: How people experience the current situation will be different in each individual. The family or child 
that you are mentoring may display emotions including anger, upset, anxiety, despondency about the 
current situation or their future, a sense of isolation or they may have difficulty dealing with the lack of 
control.  Often you will not be able to do anything about their situation, but you can listen and show empathy 
and understanding, and this can make a big difference for the people you’re talking to.  
 
 

I have:  My Support Structures  (45 mins) 

 
My Support Structures (10 mins) 
 

SLIDE 16: ‘I have’ – My Support Structures 
 

Explain: We all have ways in which friends, family, church, community and others can support us. It can 
sometimes be hard to stay connected to others during COVID-19 or any time of difficulty, and our usual 
connections may have been disrupted.  

 
SLIDE 17: My support structures 

Ask participants to draw a diagram of an umbrella, adding a section for each person, community or group 
who provides support to you. You could include people, or activities which you used to do in the past, that 
you could think about connecting with again now.  
 
Take some time to reflect:  

• Who gives you support? 
• How do they support you?  

 
Ask a few people to share their diagrams, or give people a chance to share in small groups or breakout 
rooms.  
 
Supporting ourselves – my mental health and wellbeing (20 mins) 

 
SLIDE 18: My mental health and wellbeing 
 

Ask:  

Learning Objective: Recognise support already in place for mentors, in terms of external and 
community support, as well as identifying ways they can support their own mental health and wellbeing 

https://www.youtube.com/watch?v=1Evwgu369Jw
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• Do you think our own wellbeing as mentors is important? What happens when we don’t pay attention 
to it?  

• What strategies do you already have for taking care of your own wellbeing?  
 
Explain it is important to remember that COVID-19 and the lockdown will have had an additional impact on 
our mental health and wellbeing, and if we don’t take care of ourselves we don’t have anything to give to 
others, and are likely to get exhausted, frustrated and burnt out. To help and support others, we need to start 
with ourselves. 

 
SLIDE 19: Tips for looking after your own mental health and wellbeing  

Share some of the key themes and ideas from the Tips for looking after your own mental health and 
wellbeing (included in Guidelines for Mentors – Part 2).  
 

• Thinking and perspective 
• Physical wellbeing 
• Social connections 
• Self-care 

 
SLIDE 20: Tips for looking after your own mental health and wellbeing  
 

Ask participants to read through the Tips for looking after your own mental health and wellbeing 
(included in the Guidelines for Mentors – Part 2) and reflect on: 
 

• Share something that you are already good at 
• Share something that you find challenging 

 
Ask: Is there something you want to work on or try for the first time? 

 
SLIDE 21: A Wellbeing Action Plan  
 

Show participants the wellbeing plan template in the Guidelines for Mentors – Part 2 and encourage them 
to complete this in their own time.  
 
Explain that it is a good idea to complete a wellbeing plan ahead of time, so that when you feel you are 
struggling, you already have a plan in place. A wellbeing plan is a living document, so you can keep adding 
to it and reviewing it as you find more things that help you.  
 
If you have additional time, you may choose to work on these plans together during the training session.  
 
 
Supporting one another: debriefing sessions (15 mins) 

SLIDE 22: Supporting one another: Debriefing sessions  
 

Explain: It is a good idea to schedule debriefing sessions with your supervisor as a group of mentors, to 
enable you to celebrate what is going well, to share challenges that you may be facing and to learn how you 
could do things differently. 

Action Planning - Develop a system for debriefing mentors if you do not already have this in place. Use the 
time to plan how you will put a debriefing system in place. Questions you might ask in a debriefing session 
could be: 
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1. What is going well? 
2. What are the common issues arising out of the mentoring? Listen out for the common threads if any. 
3. What did you find most helpful and what would you like to continue doing? 
4. What would you like to do differently (what mistakes did you make, and have learnt from?)  
5. Talk about the next series of calls and the key emphases of the discussions. 

Agree on your ideas for your briefing session and decide on times and dates when you will have these 
sessions. 

 

Wrap Up (5 mins) 

SLIDE 23: Wrap Up  
 

Thank the mentors once again for their time and commitment. Affirm that you want to support them in what 
they are doing.  

SLIDE 24: Summary 
  

Summarise the key points from the session:  I am (mentor’s role), I can (coping with challenging situations, 
putting boundaries in place and dealing with people in distress) and I have (support structures). 

SLIDE 25: Wrap Up (2) 
 

Ask participants to write down 3 things they have learnt from today, and one thing that they will put into 
practice straight away. 

Remind mentors to look through the Guidelines for Mentors – Part 2 document which includes the Mentor’s 
guidelines, mentor role description, and wellbeing tips and wellbeing plan template.  
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Connecting Theme 1: Finding Hope in Hard Times  

(1 hour) 

These training notes refer to the PowerPoint presentation ‘Finding Hope in Hard Times’ which you can use as 
part of your training session. 

SLIDE 1: Viva Child and Family Phone Mentoring Programme Phase 2: Connecting In 

Explain that this training session focuses on the Mentoring Call on the theme: Finding Hope in Hard Times. 

SLIDE 2: Connecting Theme 1: Finding Hope in Hard times  

 

Reminder: The ‘Connecting’ themes (5 mins) 

SLIDE 3: Phase 2: Connecting In – Three new themes 

Remember: Viva has developed three ‘Connecting In’ mentoring sessions to help mentors to go deeper with 
the families they are mentoring. These ‘Connecting In’ sessions build on the original Viva Child and Family 
Phone Mentoring Programme, with its six phone mentoring sessions.  

Connecting In sessions are stand-alone sessions, designed to help you as a mentor to address deeper issues 
with the family and connect them with further support, through linking them with a project or activity run by 
your church, organisation or network, or by referring the family for external support.   

The topics are: 

• Finding hope in hard times 
• Coping with loss 
• Staying safe under pressure 

 
This session focuses on ‘Finding hope in hard times’. After this training you should be confident to deliver this 
session to families and children, and know where to go to get extra information, and how to connect families 
into the wider work you are doing as a church, organisation or network. 

 

Introduction/icebreaker (5 mins) 

SLIDE 4: Introduction 

Use the introduction activity for the child’s conversation on this theme to open up this topic: 

Ask: Can you think of a time where you were really hoping for something – and it happened? How did you 
feel? (It could be something like a birthday gift, or hoping to go to school. Be prepared to share your own 
example.) 

 It feels great when something happens that we have really hoped for! But sometimes, we hope for 
something and it doesn’t happen. Can you think of any times this has happened to you, maybe during the 
last few months?  

Take feedback from a few participants, or ask them to share with a partner.  
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Explain: For all of us – children and adults – there have been a lot of things that have happened in the last 
few months that might have meant things we were hoping for didn’t happen, whether big or small. Today 
we’ll be looking at how we can support children and parents to stay hopeful as a family, even when things 
are really hard – helping children and parents to identify support that enables them to cope, and ways they 
can support one another as a family.  

This topic – key issues (15 mins) 

Building Resilience in families 

SLIDE 5: Building Resilience - Protective factors for parents 

A key resource used to develop this session is this guidance produced by the Center for the Study of Social 
Policy, Building Resilience in Troubled Times: A Guide for Parents which gives us a useful framework for 
thinking through how parents and families can remain hopeful even in a long-term crisis such as COVID-19. 
This resource has been adapted and included in Guidelines for Mentors – Part 2 so you can refer to this for 
more detailed information on this theme.  

Due to the Coronavirus Pandemic, families are under a kind of stress that many may not have ever 
experienced before. Even when times are tough, all parents have strengths they can build on with the right 
support. When parents thrive, they can give their children what they need to grow up healthy and safe. 
Strengthening Families is an approach that identifies five “protective factors,” or strengths, that all families 
need. Each of these 5 protective factors are being tested by the challenges we all face now. They can all be 
built on to strengthen family resilience. 

This builds on what we learnt about protective factors and resilience in Training SESSION 1: Viva Child and 
Family Phone Mentoring Programme Phase 2: Connecting In , where we introduced the concept of 
resilience and protective factors, focusing on children. Do take part in this training session if you haven’t 
already! 

The five protective factors are: 

Parental resilience: Resilience is the ability to manage our reactions to stress and to function well even 
when bad things happen. Resilience is a skill we build throughout our lives—especially when we find ways to 
get through a challenge. 

Social Connections: Families will find handling parenting challenges easier when they stay connected to the 
family, friends, and neighbours that they have positive relationships with. Although maintaining social 
distance is needed to keep everyone safe, there are ways in which connections can be maintained. 

Concrete Support: Families will be facing challenges during this pandemic and may require extra support. 
Make sure that you are informed about where families can get that support locally. 

Knowledge of Parenting and Child Development: Understanding what a child needs, and knowing what to 
expect as a child grows up, makes the job of being a parent a lot easier.  

Building a child’s emotional and relational health:  As children grow, they have to learn how to manage 
their emotions; communicate what they are feeling and experiencing; and build healthy relationships with 
their peers and adults. Helping children understand and express their feelings positively reduces tension now 
and builds communication skills that they will need throughout life.  

Ask: Which of these factors do you think could be important now for families you are working with?  

https://cssp.org/wp-content/uploads/2020/05/Strengthening-Famillies-Building-Resilience-in-Troubled-Times-1-2col.pdf
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The phone mentoring session (15 mins) 

Encourage participants to have the conversation guide to look through, or share this on your screen if you 
are doing an online training session. 

SLIDE 6: The Call   

Explain that the call with the parent and the child are both framed around encouraging these protective 
factors in the family, to help them to identify sources of hope and practices that could help them in this 
ongoing pandemic. 

The parent’s conversation 

The parent’s conversation explores the theme with two topics:  

• Where can I find hope? 
• Sharing hope together as a family 

 
Where can I find hope? Encourages the parent to identify strengths they already have and opportunities to 
try something new within the protective factors framework:  

SLIDE 7: Where can I find hope 

Share the slide and highlight a few of these examples: 

• Faith - If faith is a part of your life, stay connected to your faith community. Many congregations 
have made opportunities for worship and study available online. Faith can be a powerful reminder to 
be grateful for the good things in your life, and to have hope for the future.  

• Look forward - When you are in the middle of a particularly hard day, think about what you are 
looking forward to when you and your children can do things you enjoy outside of the house, with 
people you love. 

•  Look for moments of joy and encouragement, no matter how small. Notice what people in your 
community are doing to help one another. Look for signs of the changing seasons, or ways you see 
your children growing. 

• Social Connections - Connect with the people you care about and who care about you at least 
once every day, even if it’s just a brief phone call, message, or video chat.  

• Know where to find help - Getting what our children need, even when it means asking for help, is one 
of the most important things parents can do. At this point let parents know about local support 
available and how they might be connected into support the network is offering. 

Parents are encouraged to identify something they want to try to put into practice this week. 

Sharing hope together as a family encourages the parent to consider ways that they have experienced 
hope through their children during the pandemic. They are then given a few suggestions of ways they could 
experience the protective factors together as a family with their children: 

SLIDE 8: Sharing hope together as a family 

Share the slide and highlight a few key ideas: 

• Spiritual practices together – Is there something new you could try together as a family? A family 
devotions time or prayer time, or talking together about what you are learning?   
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• Setting goals together – To help children cope with life changes due to the pandemic, it can be 
helpful to set short-term goals so they can experience success and feel a sense of accomplishment. 
Together you can set a daily or weekly goal. After the goals have been set, if possible, write them 
down where the child can see them. This will help the child remember that they are working towards 
something, which can influence their decisions. Encourage, celebrate successes, and remind them 
that you are proud of them. 

• Be grateful together – Can you take time each day or each week, to share something that made 
you laugh, or something you’re thankful for? Or could you write down these things throughout the 
week and put them in a ‘Thank you box’ which you open and read together at the end of the week?   

• Helping others as a family – During times of stress it can be very rewarding to know that you’re 
helping others. Is there a neighbour you could help with shopping? Could you write encouraging 
messages to people you know are having a hard time?   

• Have fun together! It may be hard to find time to just enjoy activities together as a family. Is there 
anything you used to do that you could do again now, like reading together, or playing games as a 
family?  
 

They then think about what they might put into practice together as a family.  

The child’s conversation: 

The child’s conversation follows a similar pattern to the parent’s call – with the aim that the family may 
choose some shared activities to do together after the phone call. 

SLIDE 9: Using the call guide 

Share your screen to show an overview of the conversation, or look through the call guide together, to see 
that the child’s conversation follows the same pattern as the parent’s, but with a more child-friendly 
approach. 

 

Feedback and possible challenges (5 mins) 

SLIDE 10 : Feedback and challenges 

Give time for mentors to ask questions and discuss together any issues they see that could come up when 
delivering this phone call.  

 

Making connections (15 mins) 

SLIDE 11: Making Connections 

As you know, the difference with these new ‘Connecting In’ sessions is that they explore key topics in more 
depth, and are aiming to connect the families into further support beyond the mentoring process. 

The last section of the call is called ‘an opportunity to connect’ and this is where you should suggest some 
clear ideas or opportunities to the parent or child.  

Before the call, you need to know what you can suggest to help the family connect to further support 
provided by your church, project, organisation or network, or provided by external agencies to whom you 
can refer the family. 
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For this theme, ask participants to think about the programmes or activities, or external support, which could 
be offered to parents and children on this theme. Using this table may help to clarify your ideas, and could 
be done with post-it notes or writing on a large flipchart paper for an in-person training, or using an online 
whiteboard tool for an online training: 

Factors of Family Resilience Our Programmes/ Activities 

Parental Resilience  

Social connections  

Concrete Support  

Knowledge of parenting and child development  

Building children’s emotional and relational health  

 

Decide which programmes or activities the mentors will recommend at the end of the phone calls, and what 
the process will be for connecting families into these activities following the phone call.  

Remember to record the call in the format agreed with your supervisor, for example recording your calls in a 
simple table like this: 

Family ID (provided by project 
supervisor) 

Call theme Who I referred them to 

e.g. Barker e.g. Finding Hope in Hard Times e.g. Counselling services 
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Connecting Theme 2: Coping with Loss  

(1 hour) 

These training notes refer to the PowerPoint presentation ‘Finding Hope in Hard Times’ which you can use as 
part of your training session. 

SLIDE 1: Viva Child and Family Phone Mentoring Programme Phase 2: Connecting In 

Explain that this training session focuses on the Mentoring Call on the theme: Finding Hope in Hard Times. 

SLIDE 2: Connecting Theme 2: Coping with Loss  

 

Reminder: The ‘Connecting’ themes (5 mins)  

SLIDE 3: Phase 2: Connecting In – Three new themes 

Remember: Viva has developed three ‘Connecting In’ mentoring sessions to help mentors to go deeper with 
the families they are mentoring. These ‘Connecting In’ sessions build on the original Viva Child and Family 
Phone Mentoring Programme, with its six phone mentoring sessions.  

Connecting In sessions are stand-alone sessions, designed to help you as a mentor to address deeper issues 
with the family and connect them with further support, through linking them with a project or activity run by 
your church, organisation or network, or by referring the family for external support.   

The topics are: 

• Finding hope in hard times 
• Coping with loss 
• Staying safe under pressure 

 
This session focuses on ‘Coping with Loss’. After this training you should be confident to deliver this session to 
families and children, and know where to go to get extra information, and how to connect families into the 
wider work you are doing as a church, organisation or network. 

 

Introduction/icebreaker (10 mins) 

Use this adapted version of the children’s call introduction game ‘More or less?’ with your participants. 

SLIDE 4: More or Less? 

Game: More or less? 

Explain: You will say several things to the participants, and they should respond with either ‘More!’ or ‘Less!’ to 
let you know whether they think there has been more or less of each thing during the last few months. For an 
online training, participants could give a thumbs up or thumbs down, or use the reactions tools available to 
share their responses.  

E.g.   You: ‘Spending time with your family?’  Participants: ‘More’ or ‘Less’ 
 You: ‘Having time alone?’   Participants: ‘More’ or ‘Less’ 
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Use a selection of the following statements which will be relevant for your participants: Do adapt the slide if 
you would like to add other examples which are more relevant to your context. 

• Spending time with family 
• Spending time with friends 
• Having time alone 
• Being indoors 
• Gathering with others for worship 
• Going shopping 
• Attending social occasions 

SLIDE 5: Coping with Loss 

Explain: When you do this activity at the start of the call with children, it can help to open up the topic of ‘loss’ 
as we can recognise that there are some things we have done more of, and others less, during this time.   
 
This Mentoring Session is about helping families to cope with grief and loss. During COVID -19, we have all 
been touched by loss in different ways and some of the families you have been mentoring may have lost 
loved ones. This phone mentoring session is not designed to offer bereavement counselling but is designed 
primarily to help parents to communicate with children about grief and loss. 

The ‘Coping with Loss’ session is designed to create space for children and families to share about their 
experience of losing a loved one if they would like to, but it is structured to also enable a lighter discussion on 
other things we may have lost during this time, such as missed opportunities to be at school or spend time 
with family and friends. We do not want to put pressure on children or parents to talk about something that 
may be difficult for them, and so the session is framed to enable children and parents to take the lead on 
how much they want to share. 

Be aware that this of course could be a challenging and emotional topic – and remember that your role as a 
mentor is not to provide counselling or psychological support, but to give a chance to be a listening ear and 
to have options of referrals for the family if they do need further support.  

 

This topic – key issues (20 mins) 

What is grief and how can children react? (10 mins) 

SLIDE 6: What is grief? 

The key focus of this session is helping both children and parents think about how children respond to loss 
and how they experience grief (their emotional reaction to loss), and what can help them through this 
process. 

Explain: Grief is the name for the painful emotions we feel when we lose someone or something. As humans, 
connection to other people is very important to us, and that is why we feel bad when separated from those 
we love, and why losing a loved one creates the greatest pain.  

Grief is a natural reaction to loss. Many people experience grief and a sense of loss after the death of a loved 
one but the ways in which they experience and express these feelings may differ across cultures, and the 
duration and intensity of grief are unique for each individual. We can also grieve for other losses: being 
separated from friends and family, or our home; losing access to a familiar place like school, the workplace, 
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or our place of worship. And we can also grieve for things that are not so easy to see: such as losing our 
sense of security, or our hopes for the future.  

Material for this session draws on guidance produced by the Global Protection Cluster and the MHPSS 
Collaborative for children and families in adversity, Communicating with children about death, and helping 
children cope with grief. This resource has been adapted into Guidelines for Mentors – Part 2 so mentors 
can refer to this for more detailed information on this theme. 

SLIDE 7: Children’s grief reactions 

Reactions by age group 

Ask participants what we might notice for each age-group. 

 For a longer session you could ask groups to do this in breakout rooms or in small groups for each 
age-group and then gather feedback together.  

Or, talk through the information on the slide: 

0-2 Years Any prolonged separation from a loved one is painful for an infant and they are likely to cry, 
become withdrawn or angry. They cannot understand that death is final, and the longer the separation the 
greater the distress. They are likely to be more demanding, and clingy with other caregivers.   

3-5 years Small children still do not understand that death is forever and may ask repeatedly if the loved 
person is coming back. They begin to understand simple explanations, but may also believe that something 
they did has caused the loss. They may behave like a younger child. Some may continue as if nothing had 
happened. 

6-11 years Children begin to understand the concept of death, and ask questions. They want to understand 
what happened, and can show concern for others. Physical aches and pains are very common, as is anger, 
which may be expressed as challenging behaviour. In some cultures, boys may already be learning to hide 
their feelings.  

12-18 years Teenagers understand that death is irreversible, and happens to everyone, including themselves. 
They are interested in understanding why things happen, have a growing interest in abstract ideas like 
justice and injustice, and are sensitive to inconsistencies in any information given. Friendships with peers are 
very important to them. They experience a wide range of emotional reactions. Some teenagers will feel very 
responsible and wish to take on the adult role in the family, following the death of a parent. 

You can refer to this information in Guidelines for Mentors – Part 2  

 

Grief in our culture (10 mins) 

SLIDE 8: Grief in our culture 

In the conversation guide, you will find suggested activities to help families deal with loss and grief – but it is 
important to make sure we are making suggestions that are relevant for the families we’re working with.  

Have a discussion together, either in breakout rooms/discussion groups, or as a whole group, about: 

• How do we deal with grief and loss in our culture? What are the key practices and processes? 
• Has the COVID-19 pandemic affected normal ways of mourning? What could help with that? 

 

https://www.mhinnovation.net/sites/default/files/downloads/resource/20200424%20COVID-19%20grief%20and%20loss%20guidance%20for%20parents%20.pdf
https://www.mhinnovation.net/sites/default/files/downloads/resource/20200424%20COVID-19%20grief%20and%20loss%20guidance%20for%20parents%20.pdf
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The phone mentoring session (10 mins) 

SLIDE 9: The Call 

Encourage participants to have the conversation guide to look through, or share this on your screen if you 
are doing an online training session. 

After highlighting the key material on the slides, go through the conversation guide briefly to show the format 
and content. 

Explain that the call with the parent and child builds on these issues and, in both conversations, focuses on 
recognising loss and understanding children’s reactions to loss, and then helps families to think through 
activities and ideas that could help them to move forward. 

Throughout both conversations, remember that this may be a difficult topic to talk about and at any point, 
the parent or child can feel free not to answer or to end the conversation or change the subject. Explain to 
the parent that your role as a mentor is to create a safe space to begin to talk about this topic and think 
about some practical ideas, but that if there is a need for additional help, you may need to connect them 
with further support, such as counselling.  
 

The parents’ call 

The call with parents covers:  

• How we have experienced loss as a family 
• How we can support our children to deal with loss and grief 

Children’s Grief Reactions 

SLIDE 10: Children’s grief reactions  

After talking about grief, you help the parent to recognise children’s reactions to grief:  

• Feelings: they may feel sad, angry, frightened, lonely, guilty, or confused. They may experience more 
than one feeling at the same time, or feel and show nothing at all for long periods, and then suddenly 
feel overwhelmed by different emotions. 

• Thinking: they may find themselves thinking constantly about what happened, or find 
uncomfortable or frightening thoughts or images suddenly appear in their head without warning. 
They may worry about the future, and find it hard to focus and concentrate.  

• Behaviour: children may withdraw and isolate themselves, or they may carry on with their normal 
activities as if nothing unusual had happened. They may misbehave, deliberately getting into fights, 
or they may revert to the behaviour of a much younger child, such as thumb sucking, bed wetting, or 
demanding that you stay close. They may engage in ‘repetitive play’, repeatedly acting out an 
upsetting experience. 

• Physical state: children might not want to eat, and may have difficulty sleeping. They may have 
nightmares. They may suffer from unexplained aches and pains.  

Help parents to notice what they have seen in their own children, whilst recognising that children’s reactions 
can vary and change over time or even within a day! Parents are also advised to seek further support for a 
child who has severe difficulties with coping. 
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The second topic explores practical suggestions to support children dealing with loss.  

SLIDE 11: Practical suggestions for coping with loss 

These include: talking to children openly and honestly, ensuring the child receives loving, consistent care, 
maintaining routines, giving children the right level of responsibility, and taking care of yourself as a parent. 

The ‘putting it into practice’ section give some extra practical ideas for grieving together as a family – make 
sure these are relevant in your culture and feel free to adapt and add other activities as needed.  

The child’s conversation 

SLIDE 12: The Call 

The child’s conversation follows the same pattern as the call with parents, giving the child the opportunity to 
identify what has been lost and notice how they have been reacting, and being reassured that these 
reactions are normal. They then have the chance to think about practical things that could help them to 
move forward, and activities they could do together with their family to remember a loved one they have 
lost.  

If the family do not want to focus on thinking about a lost loved one, or have not experienced this, the session 
is designed to enable a discussion around what has been lost in general (e.g. a child may have lost the 
opportunity to be with friends, or to go to school, and be grieving for this type of loss). So it is important to be 
led by the parent and child in this conversation, and talk about loss and grief on the level they are 
comfortable with. The ending section is specific to ideas for remembering a lost loved one, and so this part of 
the conversation can be excluded if this has not been part of the discussion. 

 

Feedback and possible challenges (5 mins) 

SLIDE 13: Feedback and challenges 

Give time for mentors to ask questions and discuss together any issues they see that could come up when 
delivering this phone call.  

 

Making connections (10 mins) 

SLIDE 14: Phase 2: Conecting – Three new themes  

As you know, the difference with these new ‘connecting’ sessions is that they explore key topics in more 
depth, and are aiming to connect the families into further support beyond the mentoring process. 

The last section of the call is called ‘an opportunity to connect’ and this is where you should suggest some 
clear ideas or opportunities to the parent or child.  

Before the call, you need to know what you can suggest to help the family connect to further support, 
provided by your church, project, organisation or network, or provided by external agencies to whom you 
can refer the family. 

SLIDE 15: Making connections 

Discuss together: 
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• What types of further support may a child or parent need following on from this call? 

For example: grief counselling, psychosocial support, more time to talk with peers 

• What programmes could you connect families into in your church, project, organisation or network? 
• What external support could you refer families to? 

For example: counselling services, community health workers, other psychosocial support provision in the 
community 

Decide which programmes or activities the mentors will recommend at the end of the phone calls, and what 
the process will be for connecting families into these activities following the phone call.  

Remember to record the call in the format agreed with your supervisor, for example recording your calls in a 
simple table like this: 

Family ID (provided by project 
supervisor) 

Call theme Who I referred them to 

e.g. Smith e.g. Coping with Loss e.g. After school club 
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Connecting Theme 3: Staying Safe under Pressure  

(1 hour) 

These training notes refer to the PowerPoint presentation ‘Finding Hope in Hard Times’ which you can use as 
part of your training session. 

SLIDE 1: Viva Child and Family Phone Mentoring Programme Phase 2: Connecting In 

Explain that this training session focuses on the Mentoring Call on the theme: Finding Hope in Hard Times. 

SLIDE 2: Connecting Theme 3: Staying Safe under Pressure  

 

Reminder: The ‘Connecting’ themes (5 mins)  

SLIDE 3: Phase 2: Connecting In – Three new themes 

Remember: Viva has developed three ‘Connecting In’ mentoring sessions to help mentors to go deeper with 
the families they are mentoring. These ‘Connecting In’ sessions build on the original Viva Child and Family 
Phone Mentoring Programme, with its six phone mentoring sessions.  

Connecting In sessions are stand-alone sessions, designed to help you as a mentor to address deeper issues 
with the family and connect them with further support, through linking them with a project or activity run by 
your church, organisation or network, or by referring the family for external support.   

The topics are: 

• Finding hope in hard times 
• Coping with loss 
• Staying safe under pressure 

 
This session focuses on ‘Staying Safe under Pressure’, looking at how families can minimise some of the key 
child protection risks emerging from the pressures of the pandemic. After this training you should be 
confident to deliver this session to families and children, and know where to go to get extra information, and 
how to connect families into the wider work you are doing as a church, organisation or network. 

 

Introduction/icebreaker (5) 

SLIDE 4: Phase 2: Children’s changing roles 

Use this adapted version of the introduction of the parent’s call to introduce this topic with your participants. 

Ask: Thinking about children in your community over this time, how are they spending their time? Have you 
noticed any changes in their role, or what they do every day? (For example, children may have been out of 
school,  doing more or less of something, seeing their friends more or less, helping more or less at home, etc.)  

Affirm: Yes – things have changed for many children around the world.  

Ask: Do you think the situation now has made children closer to or further away from what you think children 
‘should’ be doing as children? (For example, more time with family could be a good thing, but being out of 
school might not be.) 



 

Page | 34 

 

Share: Build on the group’s answers to affirm that there may have been both positive and negative changes 
to children’s roles – and that this may vary a lot between families and households.  

 
SLIDE 5: Children’s changing roles: Protection issues 

Explain: This discussion helps to introduce the call topic – which looks at protection issues including child 
labour, early marriage and trafficking. These issues are covered in general terms only in the call, and you 
should avoid asking for specific details from the family, as the goal is to raise awareness, rather than identify 
protection concerns. However, if any protection concerns are raised, you should be ready to report these to 
your supervisor and follow the reporting and referral procedure you will confirm during this training session. 

 

This topic – key issues (30) 

Defining protection issues 

Ensure that all participants have a good understanding of these protection issues which can affect children 
when families are under economic and social pressures: 

Child labour  

SLIDE 6: Child labour 

Child labour is any work that deprives children of their childhood, their potential and their dignity. Child 
labour is work that interferes with children’s education and negatively affects their emotional, 
developmental and physical well-being. Many child labourers are engaged in the worst forms of child labour 
(WFCL), including forced labour, recruitment into armed groups, trafficking for exploitation, sexual 
exploitation, illicit work or hazardous work. Humanitarian crises such as the COVID-19 pandemic can increase 
the prevalence and severity of existing forms of child labour or trigger new forms.2 

 

Trafficking  

SLIDE 7: Trafficking 

Trafficking of a child is the recruitment, transportation, transfer, harbouring or receipt of a child for the 
purpose of exploitation, and so it is often linked to child labour. Trafficking is often presented as an 

 
2 Minimum Standards for Child Protection in Humanitarian Action, 2019 
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opportunity for a child to travel to a different location (such as going to the city, or across a border) to 
support their family by earning extra income, or to work for and be taken care of by an employer.  

Early marriage 

SLIDE 8: Early Marriage 

Early marriage is any formal marriage or informal union where one or both people are under 18 years old. A 
forced marriage is where one or both people do not consent to the marriage and pressure or abuse is used. 

SLIDE 9: Phase 2: Reflect 

Ask:  

• What types of child labour occur in our community? Is it easy to see the boundary between work that 
is acceptable for children, and child labour or WFCL? 

• Have we come across family situations (without giving names or details) where we are concerned 
that a child may be facing child labour, early marriage, or trafficking? Are these serious issues in our 
community? 

Reviewing our reporting and referral procedure 

As you will remember from the first phase of the mentoring programme, a reporting and referral procedure 
is a key element of the mentoring programme.  

SLIDE 10: Reviewing our reporting and referral procedure 

Remind participants of these key points from the original Guidelines for Mentors, and suggest that they 
could review these guidelines in detail for more information:  

Do DO NOT 
Be aware of potential signs of tensions or abuse 
at home (e.g. relatives or partners in the 
background shouting or taking the phone from the 
respondent.) 
  

Do not ignore if the respondent over the phone 
seems to be in an unhealthy environment. There 
is a need to be reassuring with the person and 
cautious that the communication does not 
worsen the situation.  
Do not proactively try to identify abuse 
survivors but be available in case someone 
asks for support. 

If it seems that the child and/or adult might be in 
an abusive situation at home  
Make time to talk and listen and to acknowledge 
their feelings and follow the recommendations 
above. 
Provide them with information about COVID-19 
and child protection and referral pathways.  
Ask if s/he wants you to call back for follow up.    
If you think a child is at risk of serious abuses, report 
to the safeguarding focal point. 

If it seems that the child or an adult might be in 
an abusive situation at home  
Do not ask them about what happened, do not 
be intrusive. 
 
Do not bring up the topic of abuse and violence 
directly as someone might be listening to the 
conversation and you might not be able to do 
much if things get out of hand.  
 

 

As you will remember, the mentoring phone call is not seeking to uncover or detect cases of abuse, since this 
could put the mentee at risk and also puts the mentor in a difficult position. However, where a case of abuse 
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or a child protection issue is revealed in the course of the conversation, it is important that this is not ignored, 
and is reported to your supervisor or child protection officer or focal point, following your network or 
organisation’s child protection policy. 

While this session tries hard to avoid asking the mentee to talk directly about cases of abuse and is more 
focused on raising awareness and developing positive coping strategies, it is possible that in talking about 
these topics, a child or parent may share something that you will need to report. 

SLIDE 11: Scenarios 

As a group, look at the following scenarios. What would you do as a mentor in each of these cases? 

If you have additional time available, you could divide participants into groups to discuss one 
scenario each, and then present back to the whole group.  

 Scenario 1: During your phone conversation, the child tells you that he and his siblings have stopped 
attending school and are selling bottled water to people in cars at the traffic lights to earn money for the 
family. 

Scenario 2: During a conversation with a parent of a 13-year-old girl, the mother tells you that the family are 
planning to marry the child to an older man who has offered to do this, and they feel they need to accept so 
that the girl will be better taken care of since the family are struggling financially at the moment.  

Scenario 3: During a conversation with a child, the child tells you that she is aware of people coming into the 
community, offering families money to educate their children in another city. She thinks one of her friends 
might already have gone. 

Discuss the reporting and referral procedure together, and include: 

• What would you say to the child/parent in the phone call? (e.g. you could share the basic advice on 
these protection issues given in the phone call guide, but you shouldn’t push for further information) 

• Who should you report protection concerns to? (e.g. the child protection officer or focal point in your 
organisation, or your programme supervisor – it’s important to refer these concerns rather than 
trying to deal with them alone) 

• What will happen next? (e.g. does the CP officer refer the case, and where to? How is the case 
recorded?) 

SLIDE 12: Your reporting and referral procedure 

Take this opportunity to remind participants of your own child protection and safeguarding policy, and 
reporting procedure, and make sure everyone is clear on this. 

If you are unclear about where to refer or get further support on cases of child labour, trafficking, or early 
marriage, this is something to research in your local context before delivering these sessions.  

The phone mentoring session (5) 

Encourage participants to have the conversation guide to look through, or share this on your screen if you 
are doing an online training session. 

SLIDE 13: The Call 

Explain that the call with the parent and the child are both framed around recognising what has changed in 
children’s roles during the pandemic, and being aware of the risks of these child protection issues. 
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Parents have the chance to think about why these things happen, and to look for alternative coping 
strategies which are not harmful to children.  

Children think through positive action they could take if they notice these risks taking place or want to raise 
awareness about these issues. 

At the end of the conversation, parents and children are encouraged to take a positive action together to 
raise awareness of these issues or to work on preventing them in their own family.  

 
Feedback and possible challenges (5) 

SLIDE 14: Phase 2: Feedback and challenges 

Give time for mentors to ask questions and discuss together any issues they see that could come up when 
delivering this phone call.  

 
Making connections (10) 

SLIDE 15: Phase 2: Connecting – three new themes 

As you know, the difference with these new ‘connecting’ sessions is that they explore key topics in more 
depth, and are aiming to connect the families into further support beyond the mentoring process. 

The last section of the call is called ‘an opportunity to connect’ and this is where you should suggest some 
clear ideas or opportunities to the parent or child.  

Before the call, you need to know what you can suggest to help the family connect to further support, 
provided by your church, project, organisation or network, or provided by external agencies to whom you 
can refer the family. 

SLIDE 16: Making Connections 

Thinking about the causes of risks mentioned in the call, which programmes that are part of your 
network/church/organisation could help to support children and families to mitigate these risks? And/or are 
there external services or projects you could recommend to families?  

• Economic pressures on families 
• Extra caregiving responsibilities at home 
• School closures or lack of access to education 
• Lack of access to the usual support services 
• Lack of awareness of the risks posed by child labour, trafficking and early marriage 
• Education is not a priority for e.g. girls, or adolescents 

Decide which programmes or activities the mentors will recommend at the end of the phone calls, and what 
the process will be for connecting families into these activities following the phone call.  

Remember to record the call in the format agreed with your supervisor, for example recording your calls in a 
simple table like this: 

Family ID (provided by project 
supervisor) 

Call theme Who I referred them to 

e.g. Jones e.g. Staying Safe under Pressure e.g. Catch up education project 
 


