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Engagement Skills for Virtual Engagement 

• Develop a Helping Relationship  

o Empathy 

▪ The ability to perceive and communicate with sensitivity the feelings 

and experiences of another person by being an active responder 

rather than a passive listener. 

▪ Empathy goes beyond the facts, circumstances, and events of the 

children's and family's life and conveys an understanding of how 

those circumstances uniquely affect them. 

▪ Empathy builds trust and openness and helps to establish rapport 

between you, the children, and their family. 

(DePanfilis & Salus, 2003) 

o Respect 

▪ Respect refers to your communication of acceptance, caring, and 

concern for the children and family. It involves valuing the individual 

family members as people, separate from any evaluation of their 

behavior or thoughts, although this does not mean that you 

sanction or approve thought or behaviors that are against the law. 

▪ The helping relationship cannot be established unless you 

communicate respect for each person's potential. It is important for 

you to believe that all people have the strength, internal resiliency, 

and capacity to become more competent. 

(DePanfilis & Salus, 2003; Fong, 2001) 

o Genuineness 

▪ Genuineness refers to you being yourself. This means simply that 

you are consistent in what you say and do and are authentic. You 

must have clear knowledge and an acceptance of your agency's 

authority, procedures, and policies, and of their professional role - 

both in its meaning to you and the meaning to children, youth, and 

families. Genuineness means integrating who we are and our role 

in the agency with acceptance of children and families and a 

commitment to their welfare. 

(DePanfilis & Salus, 2003; Rogers, 2007; Truax & Carkhuff, 1967) 

• Tone of Voice and Body Language 

o Tone of Voice 

▪ Tone of voice refers to how you say something. It is one of the 

most important aspects of interpersonal communication. Delivery of 

your message might be more important than your message. You 

can choose the words and ideas you use to engage a family, but 
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your message can be completely negated by a cold or critical tone 

of voice. Tone has an emotional impact on others. It can motivate 

and encourage or stifle and discourage. 

(Jablon, 2015) 

o Body Language 

▪ Non-verbal communication is highly significant. Studies have 

shown that what is said constitutes only one third of social 

meaning, while the other two thirds is comprised of vocal attributes, 

visual channels which include facial expression, body language, 

posture, and use of gestures, and the combination of both vocal 

and visual attributes. 

▪ Consider how engaging body language looks when engaged 

virtually. Remember to: 

• Make eye contact using the camera and by posturing your 

materials close to the camera so you are not looking away 

the entire visit 

• Be present by looking at the screen, posturing yourself 

upright and providing nonverbal responses of 

acknowledgement  

 

Tips for Zoom Etiquette 

• Mute your microphone. To help keep background noise to a minimum, 

make sure you mute your microphone when you are not speaking. 

• Be mindful of background noise. When your microphone is not muted, 

avoid activities that could create additional noise, such as shuffling papers. 

• Position your camera properly. If you choose to use a web camera, be sure 

it is in a stable position and focused at eye level, if possible. Doing so helps 

create a more direct sense of engagement with other participants.  

• Limit distractions. You can make it easier to focus on the meeting by turning 

off notifications, closing or minimizing running apps, and muting your 

smartphone.   

• Avoid multi-tasking. You will retain the discussion better if you refrain from 

replying to emails or text messages during the meeting and wait to work on 

that PowerPoint presentation until after the meeting ends.  

• Prepare materials in advance. If you will be sharing content during the 

meeting, make sure you have the files and/or links ready to go before the 

meeting begins. 

• Ensure Privacy. Be sure to take your call in an area of you home which 

reduces the risk of others hearing private information about the family. 


