
 

Contact with families during COVID-19  

During the COVID-19 outbreak it is imperative that we continue to record contact made 

with children and their families.  We should be aware that our families are going to be under 

increasing stress which may increase the risk of harm.      

Here are some top tips to keep us all safe: 

Top Tips when recording 

 Make sure you record the time and date of contact made not the date you record the 

contact 

 The record should include the name of the person who made contact should we 

need to discuss this with them at a later date 

 Details should be factual, accurate and do not include opinion  

 Remember to include your actions, what you said or advised 

 Information is clear and understandable to others 

 Include full names not in the record to avoid any confusion  

 For vulnerable pupils ask to speak to the child.  Tell the parent you are carrying out 

‘pupil motivational calls’ and record you have spoken to them. 

 If a parent indicates they are sick and unable to come to the phone / get out of bed 

then we need to consider whether the children are safe?  Who is looking after them? 

Is there another adult available? What is their age / maturity? Inform the DSL 

immediately.   

 

Hand-written records 

 Written records are legible (readable and makes sense) 

 Entries are written in black permanent ink 

 Errors are scored through with a single line, are dated and signed, and remain legible 

 

If working from home 

 If working on a computer ensure the screen is positioned not to be in view of others 

within the home (CPOMS) 

 If using an online teaching package, consider the location of your computer and any 

recorded lessons do not compromise your position  

 Staff should only use online systems agreed by the school. 

 There are a number of serious concerns about using Whatsapp for school 

communications. First, Whatsapp says it should not be used for business; it is against 

their terms and conditions. Second, it is not compliant with GDPR. Third, there is no 



 
way that a school can access the content should it need to; there is no audit trail 

whatsoever. 

 

Phone calls to parents / pupils 
 

 Record the call on CPOMS or tracker (schools current recording system) 

 If calling from home protect your number by dialing 141 first 

 If leaving a message ensure there is no personal information in the voicemail  

 If any concerns arise during the conversation ensure you follow your safeguarding 

procedures  

 

Emails to parents / pupils 

 Never use personal emails to contact parents or pupils  

 Remember you are representing the school and the emails may be used in legal 

cases. 

 Do not mention personal details on emails 

 Include a signature strip on your emails, including school, address, contact details 

and job title so they can be traced at a later stage 

 Check who you are sending it to before you click send 

 If you send an email by error containing student information. Inform your line 

manager as soon as possible 

 If you receive an inappropriate email inform your line manager of the time, date, 

content and sender details 

 

Considerations for DSLs 
 

 Risk levels of each child and whether COVID-19 will increase risk to that child 

 How often staff should make contact with home (For example: Red – daily, Amber – 

twice a week, Green – weekly) 

 

How to make contact: 
 

 Text systems are good for short whole school messages 

 Websites are good for longer whole school messages 

 Home visits are good to check the welfare, appearance, whether a family is coping.  

Reasons to visit: Food parcel, work pack delivery (Ensure lone working procedures 

are followed and the outreach worker adheres to a 2 metre distance, through 

window)  

 



 

Which member of staff should make contact with home? 
 

 Preferably someone who knows the child and therefore would recognise any 

changes in behaviour or risk factors 

 Additional needs: Would the SENCO / teaching assistant be best placed to make 

contact as they can advise the parent on coping strategies and would recognise any 

difficulties they may be facing  

 Where possible the same member of staff has the regular contact with the family 

 As staff may be absent due to illness has a main key contact been identified or a 

cover contact person appointed? 

 If there are siblings make a call to the whole family and record on the sibling’s record 

also. (Linked students on CPOMS / click monitor) 

 Share contact details for further support (compete the CES poster ‘If you’re 

concerned about a child’) 

 
 


