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Learning Objectives 

✓ Demonstrate engagement skills during virtual visits to build relationships with 

children, youth, and families.  

 

Child Welfare Competencies 

Engagement: The child welfare professional initiates, interacts, and maintains 
relationships with children, youth, families, colleagues, and other team members to ensure 
participation in shaping decisions about needs, goals, supports, and services.  
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Session Structure  

Pre-Brief

Recieve case 
information and 

process

Simulations

Simulate with SC, 
receive feedback, 

incorporate 
feedback

Debrief

Reflect on 
simulation, 

emphasize learning 
points, conclude
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Purpose of 
Simulation  

During the simulation, participants will engage in a follow up visit with a caregiver using an online 
video conferencing software  

Simulation 
Flow Chart  
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Standardized Client Feedback Template  
1. Participant’s body language and voice tone were open and inviting. 

• Standardized Client (SC) identifies moments during interaction where body 
language and/or vocal tone affected them.  

• SC frames feedback based on how the participant's body language and/or vocal 
tone affected them, highlighting specific, observable moments or statements. 

• Examples 

o When you moved closer to me while I was speaking about the 
challenges I am having with my children, I felt heard. 

o When you crossed your arms and said "Really?" in response to me 
stating that I do not use alcohol, I felt judged.  

2. Participant used respectful, everyday language appropriate to the client. 

• SC identifies moments during interaction where the language used by the 
learner affected their response. This could be a moment where they used 
language that was respectful, used jargon, or made the SC feel uncomfortable. 

• SC frames feedback based on how the participant's language choices affected 
them, highlighting specific, observable moments or statements. 

• Examples 

o When you said that it seems like I’m in a hard situation right now and 
wanted to talk more with me about my concerns and some concerns in 
the information your agency received, I felt comfortable sitting down to 
talk with you, and I felt that you wanted to hear what I had to say.  

o When you said you had an allegation and needed to investigate what 
was going on in my home, I felt intimidated. I didn’t know what that meant 
or what was going to happen next.   

3. Participant was responsive to the cultural values and experiences of the client. 

• SC identifies moments during interaction where learner responded to specific 
values or experiences of the SC.  

• SC frames feedback based on how the learner’s responses to experiences or 
values affected them, highlighting specific, observable moments or statements. 

• Examples 

o When you said you understood why I am not used to caring for children 
based on my experiences growing up, I felt respected and understood.  

o When you said that just because I was raised a certain way, it had 
nothing to do with how I parent, I felt judged and disrespected.  

4. Willingness to share pertinent information with the participant.  
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• SC identifies moments during interaction where learner said or did things to 
increase or decrease the amount of information they were willing to share. 

• SC frames feedback based on how the learner’s statements or actions affected 
their willingness to provide information, highlighting specific, observable 
moments or statements. 

• Examples 

o When you said you understood how challenging it was to be a single 
parent and stated you wanted to help me, I felt cared for and respected, 
which made me want to give you more information about my experience. 

o When you sighed when I talked about leaving Charlotte home alone, I felt 
angry and disrespected, which made me not want to give you 
information. 

o When you said you respected me, I felt comfortable sharing more about 
my mental health with you.  
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Case Information 

During the simulation, child welfare professionals will be engaging you using video 

conferencing software. The meeting is a scheduled follow-up visit with a caseworker about 

the services you are receiving to address grief, family stress, and building of community 

resources. They will also address a concern of lack of supervision after your six-year-old 

daughter, Charlotte, returned home from school and no one was there to let her into the 

home. 

The following information applies to your role for the entire simulation-based training 
session. 

Special Note: Do not make a statement asking the child welfare professional to end the 
meeting or implying that you will leave the meeting. In visits with clients in the field, when 
child welfare professionals are told to leave, they are directed to leave. For this simulation, 
we want them to continue engaging with you. 

Referral Information 

From the initial referral made to the County Children and Youth Agency (CCYA) three days 
ago: 

Client: Charlotte Roth, Age 6 

Parent: Addison Roth  

 

Parent: Bailey Ellington (limited custody)  

Address: 726 Meadow Drive, Louisetown, PA 17648 

Case Status: Intake  

Case History: Louisetown police notified CYS that a six-year-old child returned from school 

and discovered their caregiver was not in the residence. After waiting 15 minutes, the child 

went to a known neighbor who attempted to contact both parents and was unsuccessful. They 

then notified the police who contacted CYS. When CYS arrived at the residence, the neighbor 

had reached one biological parent who was coming to the house for the child.  
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Background Information 

You are a 28-40-year-old living with your child Charlotte (age 6) in a three-bedroom, 3rd-

story apartment. 

General Functioning  

Education: You graduated from high school and earned your Associates Degree in 
Business Administration. You took some credits to get your bachelor’s degree in 
marketing and design but had to put that aside to focus on parenting.  

Employment: You are the manager for a small boutique clothing store, Impact 
Boutique, where they focus on sustainable, eco-friendly designs created by local 
independent artists. Your goal is to open your own store or contribute your own 
designs to the store.  

Family: Your parents live about 45 minutes away and you are very close with them, 
often visiting at least once a week. You have no siblings.  

You had Charlotte with your former partner Bailey Ellington. You and Bailey 
maintained the relationship for the first year of Charlotte’s life. When you broke up 
due to chronic verbal fighting and stress over finances, you took primary custody of 
Charlotte. The plan was for Bailey to take Charlotte every other weekend and every 
other holiday. Bailey since moved away for a new job opportunity which diminished 
their availability to see Charlotte.  Bailey now sees Charlotte about one weekend a 
month. There is no court mandated custody agreement and you generally work 
cooperatively with each other’s schedules. They live about 1 hour away opposite of 
your parents and your relationship is slightly strained. 

Community and Friendships: You have some close friends from college and from 
meeting people at the boutique. You have been thinking about getting Charlotte into 
Girl Scouts, but otherwise have no community activities. You live in a relatively small, 
safe community and your apartment building has many other younger individuals 
with children.  

Three months ago, one of your best friends, Marnie, died after a short battle with 
cancer. They were close in age to you and were like an aunt to Charlotte. It was your 
first time losing someone close to you and it has made your focus challenged and 
has increased your anxiety.  

Recreation: Your primary focus is on parenting Charlotte. In the free time you have, 
you enjoy hiking, design, and spending time with families and friends.  

Charlotte 

Charlotte is 6 and will turn 7 in about 2 months. Charlotte finished her time in first 
grade virtually but was attending school in person when the presenting problem 
occurred. Charlotte loves going to school and rides the bus to and from school each 
day. Charlotte’s favorite subject at school is science. She loves exploring in the dirt 
and looking at plants and bugs.  

Charlotte enjoys riding bike, playing with friends, and playing games on her tablet. 
You are her primary parent and you have a strong relationship with her. 
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Presenting Problem 

A child welfare professional (CWP) is having a scheduled virtual visit with you to follow up 
on the services you have in place to support you.  You are understanding of the need to 
have follow up visits with the agency and look forward to hearing how you can have 
Charlotte come home full time with you again.  

Present Family Functioning 

Tuesday, March 10 

You saw Charlotte off to school and went to work at Impact Boutique. While setting 

up the store to open at 10:00am you received a phone call from a hospital near 

where your parents live. You were informed that your parents had been in a car 

accident while traveling to the grocery store. There was dense fog and they did not 

see a car coming when they went to turn left. The nurse who called let you know that 

your dad was in surgery to address some internal bleeding and your mom was in 

stable condition with some broken ribs and a broken wrist.  

In a panic, you called your boss who was able to come in and watch the store while 

you went to the hospital to attend to your parents. When you arrived at the hospital, 

you typed a quick text message to Bailey asking them to go to your apartment at 

3:00 to be there when Charlotte got home from school. You turned off your phone 

and rushed inside to be by your mom’s side and awaited news about your dad who 

made it through surgery and was in critical, but stable condition.  

Around 4:15 you stepped outside to get some air and check your phone. You had 

intended to check in around 2:30, but the doctors and nurses were checking in with 

both your parents and you were arranging to have them in the same room.  

When you turned on your phone, you had 2 voicemails from unknown numbers, 2 

voicemails from your neighbor, 1 voicemail from Bailey and 15 text messages from 

Bailey. You listened to the voicemails and discovered that Bailey did not come to the 

house, so when Charlotte got off the bus, she could not get into the house. After 

waiting for 15 minutes, Charlotte went to a known neighbor’s house to see if they 

could help her call you. The neighbor left two messages and then indicated they 

were going to call the cops to ensure you were okay. The cops came and called 

CYS. In the interim, the neighbor helped Charlotte call Bailey.  

Bailey left a voicemail indicating they were leaving work now (3:25) to go to the 

house to get Charlotte. You could tell by their voice they were panicked and worried 

about you but also angry that Charlotte was left alone. You were confused because 

you had sent them a message asking them to go to the house.  

When you looked at your text messages, you realized that your message to Bailey 
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had not sent before you turned off your phone.  

You called Bailey immediately and they did not pick up. They called back and let you 

know they were at the house with Charlotte and that someone from CYS was there 

because the police called them since Charlotte was left alone. They said they would 

call you back soon to let you know next steps. While waiting for a call back, you went 

to the cafeteria got a snack and coffee and stared at your phone until it rang.  

You received a call from the caseworker at the CYS agency. You explained to the 

caseworker what had happened and apologized for the confusion. They were 

understanding but noted that they would need to establish a safety plan and have 

you work with their agency to ensure something like this would not happen again. 

They explained that they had talked to Bailey and were going to have Charlotte go 

stay with them for at least tonight while you managed the situation with your parents. 

You were devastated but understood their role was to make sure Charlotte was safe. 

The caseworker planned to meet with you Wednesday morning at 9am at your 

home.  

Wednesday, March 11 

You spent the night at the hospital and returned home early the next morning to meet 

with the caseworker.  

The caseworker let you know they had gone to Bailey’s house and helped to get 

Charlotte settled last night. You were relieved to learn that Bailey was able to drop 

Charlotte off at school this morning.  

During your discussion you expressed regret for having not made plans for Charlotte 

and for the mistake that was made. The caseworker indicated that it was 

understandable that your mind was probably cloudy given what was happening with 

your parents. They praised you for having taught Charlotte what neighbor to go to if 

there was an emergency.  

You confessed to the caseworker that your mind had been very cloudy lately and you 

have found yourself to be very anxious since your friend died. You admitted that this 

is not the first time that you forgot to get home in time for Charlotte, but you were 

able to get in touch with your neighbor or Bailey to meet Charlotte. You have been 

concerned about what would happen if something like that happened to you and your 

parents being in an accident reinforced the fragility of life. The caseworker asked if 

you felt you needed support in managing everything, to which you said you felt you 

did.  

The caseworker explained the safety plan for Charlotte to live with Bailey while you 

access treatment services and manage your parent’s affairs. You were devastated at 
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the idea of Charlotte not being with you, but the caseworker assured you that you 

could visit and that this was a plan that would be reassessed continually. The 

caseworker planned to set up a referral for mental health services and stated they 

would follow up in about a week.  

Thursday, March 12 

Your mom was released from the hospital and you went to help her get home from 

the hospital and get settled. You find out your dad is going to be released on 

Saturday, assuming nothing changes about his status. 

You then went to Bailey’s house to see Charlotte and talk about the plan. Bailey was 

happy to be able to spend more time with Charlotte and was glad you were going to 

get some help. Bailey also proposed that you spend more time co-parenting so they 

could be a resource. You are unsure about that idea since Bailey prioritized their job 

over being close with Charlotte and seeing her more often.  

The caseworker reached out with information for the mental health therapist. You 

scheduled your first appointment for Friday.  

Friday, March 13 

You met with the mental health therapist at 10:00am and began to talk through some 

of the challenges you are having in life with your grief, tensions with Bailey and 

having a lack of community support. You agree with the therapist to work on your 

relationship with Bailey and continue to process the grief you are experiencing. 

You reached out to the caseworker to let them know that you had your first 

appointment and wanted to know if you could meet with them Monday to talk about 

everything and plan to bring Charlotte home. You scheduled an appointment for 

1:00pm on Monday.  

You received notification from Charlotte’s school that they were going to take an 

extended spring break, taking the entirety of next week off because of concerns over 

a virus that was spreading in the area. The caseworker then called you to let you 

know that your meeting with them would be virtual on Monday due to the same 

concerns.  

Monday, March 16 

You went to Bailey’s house in the morning to see Charlotte and try to explain to her 

why she wasn’t in school. Bailey said that the school was being dramatic, which 

caused a fight between the two of you. You returned home feeling stressed and 

overwhelmed going into your conversation with the caseworker.  
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It is now 1:00pm and you are signing into the virtual meeting with the caseworker. 

You are feeling the following emotional states.   

Emotional State 

• You are upset that Charlotte is staying with Bailey  

• You miss Charlotte and want her back immediately 

• You are worried about how Charlotte is doing and feeling 

• You are overwhelmed by everything that has happened over the last few days  

• You realize you need help to balance taking care of Charlotte and managing the 
emotions of the loss of your friend and the recent events with your parents 

• You are afraid of being judged  

• You feel you have failed Charlotte  

• You feel stressed by the issues in your relationship with Bailey  

 

Simulation Session Learning Points 

Learning Point  

Participant’s body language and voice tone are open and inviting. 

If/Then 

Desired Behavior: Participant demonstrates open and inviting body language and tone of 
voice.  

• If the participant demonstrates open and inviting body language and tone of voice, 
demonstrate more relaxed body language and a calmer tone of voice as the interview 
progresses. 

• If the participant does not demonstrate open and inviting body language and tone of 
voice, appear and sound more tense, defensive, angry, and impatient as the interview 
progresses.  

Learning Point:  

Participant uses respectful everyday language you could understand. 

If/Then 

Desired Behavior: Participant uses respectful, everyday language you can understand.  

• If the participant uses respectful language and communicates information to you in a 
way that is direct and easy for you to understand, react to the participant in a way that 
is consistent with your emotional state but cooperate with the interview. 

• If the participant does not use respectful language (i.e., sounds judgmental or critical, 
makes demands) and/or communicates information to you in a way that is confusing, 
react defensively and/or uncooperatively. 
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Learning Point 

Participant was responsive to your cultural values and experiences. 

If/Then 

Desired Behavior: Participant should be responsive to your cultural values and 
experiences, including your own personal history and perspective. 

• If the participant is responsive to your cultural values and experiences (i.e., makes you 
feel accepted as you are and that your experiences and perspective are important and 
valid), be more forthcoming about your past and current situation and struggles.  

• If the participant is not responsive to your cultural values and experiences, provide 
information about your past and current situation reluctantly and question whether the 
participant understands your life/where you’re coming from/your struggles/the situation 
you’re in. 

 

 


