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CYPS COMMUNICATION CHANGES 
DURING COVID-19 
SUPPORTING ABORIGINAL AND TORRES STRAIT ISLANDER 
CHILDREN, FAMILIES AND CARERS 

 
In this document: Information about how Child and Youth Protection Services (CYPS) will communicate during 
the COVID-19 pandemic to continue to work with and support Aboriginal and Torres Strait Islander children, 
families and carers. 

 

The COVID-19 pandemic is having a big impact on all our lives and how services are 
delivered. At CYPS, we want to make sure the children, families and carers we work with, 
and our staff, stay healthy and safe during this time. We are following ACT Health advice 
and have made changes to some of the ways we work with you so together we can stop 
the spread of COVID-19. But be assured, your family’s wellbeing is important to us and 
we are here to help you. 

HOW WILL CYPS CONTACT ME?  
For the moment, we will mainly call you on the phone or talk with you about using video calls. Some meetings 
may still happen face-to face but we are doing our best to follow social distancing rules and reduce risks to 
everyone of spreading COVID-19. We will speak with you to work out what is best for you, and we can also help 
set-up what you may need to make sure you can stay in touch with us.  

WHAT IF I DON’T HAVE ANY CREDIT ON MY PHONE?  
We do not want you to have any extra costs or worries about phone calls to CYPS. Case managers can call and 
text you to arrange a time to talk. Your case manager will then call you at that time, so you won’t have to pay for 
the call. 

WHY ARE VIDEO CALLS BEING USED BY CYPS?  
Video calls allow us to still see each other and be like we are meeting in person face-to-face. This can be really 
helpful, especially when we are talking about important information or when seeing a child in care.  

We are using video calls for meetings when a few people or a group need to attend and who may be in different 
places. This lets us all connect and see each other at the same time.   

Video calls are not used to judge you or your family. We know some people do not like or want to be part of 
video calls, so if this is you please speak with your case manager about this so they can work out what is best for 
you.   
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DO I HAVE TO DO VIDEO CALLS?  
No. If you choose not to do a video call, it is important for you to tell your case manager how you would prefer 
to talk with them, such as talk on the phone or have a home visit.   

If your case manager wants to video call a child in your care, talk to the child about this and make sure they are 
comfortable with it. If the child wants to instead speak on the phone or in person, they can let their case 
manager know themselves or you can do this for them. 

ARE VIDEO CALLS RECORDED?  
No. CYPS case managers will not record video calls. This is prevented by legislation as well as CYPS policy. You do 
not need to worry about this.  

If you have a concern this has happened, please ask to speak with your case manager’s team leader or 
operational manager. You can also ask for the Aboriginal and Torres Strait Islander Cultural Services team to 
support you if you have any concerns.   

HOW CAN I PREPARE FOR A VIDEO CALL TO MAKE SURE IT GOES WELL?  
Doing video calls may be something you haven’t done before and perhaps you are a little unsure. We want you 
to feel comfortable on these calls so we have put together some tips to help you prepare for them. To get ready 
for a video call with your case manager: 

> make sure your phone is well charged and you have a charger near you just in case 
> position yourself and your camera so you can be seen clearly 
> put your phone in a place where it will be stable and won’t jump around too much 
> try and find a quiet place where it is private, and no one will be able to hear or interrupt you 
> go outside to your back or front yard if that is more comfortable for you 
> think about the video call as if you are going to a normal meeting.  

HOW CAN I PROTECT MY PRIVACY DURING A VIDEO CALL?  
To protect your privacy, most types of video call technology allow you to do a few extra things. Some ideas and 
tips are: 

> you can make the background blurry so people cannot see anything other than you 
> you can turn the camera off so people will only hear your voice and not see you, but you can still see them 

and join in   
> when you are not talking, it is a good tip to press the mute button to turn your microphone off so the 

other people on the call won’t hear you or your background noise – just remember to press the mute 
button again when you want to say something 

> if you are in a long meeting and there is a short break, it is also a good tip to turn your camera and 
microphone off so others on the call won’t hear you during the break. 

 

For up-to-date information about how CYPS is working, visit the ‘Children and Families’ tab at 
www.communityservices.act.gov.au/connect-in-canberra/Community-Services-and-Support  

Note: The terms ‘child’ and ‘children’ also refer to ‘young person’ and ‘young people’. 

http://www.communityservices.act.gov.au/connect-in-canberra/Community-Services-and-Support
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