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In This Guide

Every director and teacher has two kinds of conversations with families: the everyday ones that build trust,
and the hard ones that test it. Both go better with the right words ready in advance, rather than
improvised in the moment.

This guide gives you scripts for both — a director-facing tool for each half, plus a standalone teacher one-
pager for each half collected in the Appendix. Like the Family Transitions Guide, the one-pagers double as
ready-made staff PD material.

e Part 1 — Everyday Communication
e Part 2 — Difficult Conversations
¢ Closing — Building a Culture of Confident Communication

e Appendix — All Four Tools, Ready to Print
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Why the Right Words Matter

Families judge your program by how it communicates, not just what it teaches. A warm, consistent tone at
drop-off does as much for retention as your curriculum does. And when something harder comes up — a
behavior incident, a payment issue, a complaint — the words you choose in that moment shape whether
the relationship survives it.

Here's the piece directors often miss: difficult conversations don't start when the difficult moment
happens. They start with everything that came before it. A family who trusts you from months of warm,
honest, everyday communication will hear hard news very differently than a family who barely knows
where they stand with you. Part 1 of this guide isn't just pleasant — it's what makes Part 2 possible.

This guide gives your whole team ready-to-use language for both halves of that relationship, so no one is
improvising a hard conversation for the first time in the moment it matters most.
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Part 1 — Everyday Communication

The Foundation That Makes Everything Else Easier

Setting a Warm, Consistent Tone at Drop-Off and Pickup

These are the two moments every family experiences daily. They're brief, but they're also where trust is
built or eroded, one small interaction at a time.

¢ Greet the child and the parent by name — it takes a second and signals genuine attention
o Share one specific detail at pickup, not a general status update

o Keep the tone the same on hard days as easy ones — families notice when warmth is inconsistent

Sharing Routine Updates Without Alarming or Under-Informing

Most updates fall between "nothing to report” and "we need to talk." Give families enough detail to feel
informed, without over-explaining minor, normal moments.

¢ Lead with the observation, not your interpretation of it: "Jaden had a shorter nap today" rather than
"Jaden seemed off today"

¢ If something is genuinely routine, say so directly — it reassures without minimizing

¢ When in doubt about whether something is worth mentioning, mention it briefly rather than deciding
for the family

Handling Small Sensitive Topics with Confidence

Potty training, sleep habits, and eating are common territory — approach them factually and without
judgment.

o Stick to observable facts: what happened, when, and what you tried — not conclusions about the
child or the family's approach at home

o Invite the family's input rather than presenting your approach as the only one

¢ Normalize the topic in your tone — these are developmental, not disciplinary, conversations

TooL Everyday Communication Script Sheet

Ready-to-use language for the moments that happen every day. Adjust names and details as needed.

At Drop-Off
e "Good morning, [Child]! And good morning to you too — how's the family doing this week?"

e "Thanks for the heads-up about [detail] — we'll keep an eye on that today."
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At Pickup
o "[Child] had a great time at the sensory table today — really focused on it for almost twenty minutes."

¢ "Quieter day today, but a good one — he ate well and napped on schedule."

Routine Development Update

e "We're starting to see [child] use two-word phrases more often — wanted you to know since it's a fun
milestone."

¢ "Nothing to be concerned about, but | wanted to mention [child] has been a little more clingy at drop-
off this week — totally normal, just flagging it."
Small Sensitive Topics

e "We noticed [child] has been resistant to sitting on the potty this week. What's working (or not
working) at home right now?"

¢ "[Child]'s been having a harder time settling for naps lately. Has anything changed with the bedtime
routine at home?"

pD USE Running This as a Staff PD Moment

Teacher one-pager: "Everyday Phrases That Work" — printable version in the Appendix.

When: Introduce during a regular staff meeting or a dedicated PD session — no special scheduling
needed.

How long: About 10-15 minutes — read the page together, then discuss.

Discussion prompt: Which of these phrases feels most natural to you already — and which would
take practice?
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Part 2 — Difficult Conversations

Staying Direct, Respectful, and Solution-Focused

The Difficult Conversation Sandwich

Every script in this section follows the same three-part structure. It works because it opens with goodwill,
doesn't bury the actual issue, and ends by moving forward rather than leaving things unresolved.

e Open positive — a genuine, specific note about the child or the relationship, not a generic pleasantry
o State the challenge — clearly and factually, without hedging so much that the message gets lost

¢ Close positive and forward-looking — a next step, a plan, or a reaffirmation that you're on the same
side

This structure isn't about softening bad news until it disappears. It's about delivering it in a way the family
can actually hear and act on.

Behavior Incidents

Report facts, not judgments, and always pair the incident with next steps.

o Describe what happened, when, and what staff did in response — avoid labeling the child
("aggressive," "difficult")

« Share what you're already doing to support the child, not just what went wrong

Tuition /| Payment Issues
Direct and unambiguous, without becoming cold.

o State the specific amount and date clearly — vague language creates confusion, not kindness

o Offer to talk through options if there's a genuine hardship, but don't let the ask disappear into the
offer

Complaints & Policy Pushback
Stay firm on the policy while validating the family's frustration.

« Acknowledge the frustration is real before explaining the reasoning behind the policy

¢ Hold the line on policies that exist for safety or licensing reasons — don't negotiate those in the
moment

When a Teacher Should Loop In the Director

¢ Any conversation involving money, a formal complaint, or a threat to disenroll

¢ Any conversation where the family becomes upset, raises their voice, or the teacher feels unsure how
to respond

¢ Repeated behavior incidents with the same child, even if each one alone seems minor
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TooL Difficult Conversation Scripts

Each script follows the sandwich method: open positive, state the challenge, close positive with next
steps.

Behavior Incident
e Open: "[Child] has had such a great week connecting with the other kids in circle time."

e Challenge: "Today during outdoor play, [child] pushed another student when they disagreed over a
toy. We separated them right away and both children are okay."

o Close: "We're working with [child] on using words when frustrated, and we'll keep you posted on how

it goes. Let us know if this comes up at home too, so we can stay consistent."

Tuition / Payment Issue
e Open: "We really value having [child] here, and | wanted to reach out directly about something."

e Challenge: "Your account shows a balance of $[amount] that was due on [date]. | wanted to flag it
before it affects [child]'s enrollment."

e Close: "If now's a hard time, let's talk through options together. Can you give me a call this week so
we can figure out a plan?"
Complaint | Policy Pushback

o Open: "l appreciate you bringing this to me directly — that's exactly what I'd want you to do."

¢ Challenge: "I hear that the late pickup fee feels frustrating, especially with traffic being unpredictable.

That policy is in place because of our staff-to-child ratio requirements after closing, so it's not one I'm
able to waive."

¢ Close: "What | can do is help you build in more buffer time, or talk through pickup options that might
work better for your schedule. Want to figure that out together?"

pD USE Running This as a Staff PD Moment

Teacher one-pager: "Handling Hard Conversations" — printable version in the Appendix.

When: Introduce during a regular staff meeting or a dedicated PD session — no special scheduling
needed.

How long: About 15-20 minutes — read the page together, then discuss.
Discussion prompt: Which of these three scenarios feels hardest for our team right now, and why?
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Closing — Building a Culture of Confident Communication

The everyday conversations in Part 1 and the hard conversations in Part 2 aren't separate skills — they're
the same relationship at two different moments. A family who has experienced months of warm, honest,

everyday communication will extend you the benefit of the doubt when something harder comes up. A
family who hasn't will not.

Use the sandwich method as your team's shared structure for hard conversations, and use the everyday
scripts as the daily practice that makes the hard ones rare and manageable when they do happen.

Run the two teacher one-pagers as a short PD series, or introduce them separately as each type of

conversation comes up. Either way, the goal is a team that never has to improvise the words that matter
most.
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Appendix — All Four Tools, Ready to Print

All four tools are reproduced here as standalone, ready-to-print documents — the two director script
sheets first, followed by the two teacher one-pagers.
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Director Tool — Everyday Communication Script Sheet

Ready-to-use language for the moments that happen every day. Adjust names and details as needed.

At Drop-Off
e "Good morning, [Child]! And good morning to you too — how's the family doing this week?"
e "Thanks for the heads-up about [detail] — we'll keep an eye on that today."

At Pickup

e "[Child] had a great time at the sensory table today — really focused on it for almost twenty minutes.'

o "Quieter day today, but a good one — he ate well and napped on schedule."

Routine Development Update

e "We're starting to see [child] use two-word phrases more often — wanted you to know since it's a fun
milestone."

¢ "Nothing to be concerned about, but | wanted to mention [child] has been a little more clingy at drop-
off this week — totally normal, just flagging it."
Small Sensitive Topics

« "We noticed [child] has been resistant to sitting on the potty this week. What's working (or not
working) at home right now?"

« "[Child]'s been having a harder time settling for naps lately. Has anything changed with the bedtime
routine at home?"
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Director Tool — Difficult Conversation Scripts

Each script follows the sandwich method: open positive, state the challenge, close positive with next steps.

Behavior Incident
e Open: "[Child] has had such a great week connecting with the other kids in circle time."

e Challenge: "Today during outdoor play, [child] pushed another student when they disagreed over a
toy. We separated them right away and both children are okay."

¢ Close: "We're working with [child] on using words when frustrated, and we'll keep you posted on how
it goes. Let us know if this comes up at home too, so we can stay consistent."

Tuition /| Payment Issue

e Open: "We really value having [child] here, and | wanted to reach out directly about something."

e Challenge: "Your account shows a balance of $[amount] that was due on [date]. | wanted to flag it
before it affects [child]'s enrollment."

o Close: "If now's a hard time, let's talk through options together. Can you give me a call this week so
we can figure out a plan?"

Complaint | Policy Pushback
¢ Open: "l appreciate you bringing this to me directly — that's exactly what I'd want you to do."

e Challenge: "I hear that the late pickup fee feels frustrating, especially with traffic being unpredictable.
That policy is in place because of our staff-to-child ratio requirements after closing, so it's not one I'm
able to waive."

e Close: "What | can do is help you build in more buffer time, or talk through pickup options that might
work better for your schedule. Want to figure that out together?"
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Teacher One-Pager — Everyday Phrases That Work

Quick-Reference Language for Daily Moments

Small, consistent language builds the trust that makes everything else easier — including the hard
conversations you'll sometimes need to have.

Drop-Off & Pickup
¢ "Good morning, [Child]! Excited to see what today brings."
o "[Child] had a great time with [specific activity] today — really proud of how focused they were."

Daily Notes

¢ Lead with the observation, not your interpretation: "Napped for 45 minutes" rather than "Seemed
tired"

o Ifit's routine, say so — it reassures without minimizing: "Totally normal day, nothing to flag"

Small Sensitive Topics

o Stick to facts, not conclusions about the child or family: "Resisted the potty three times today" rather
than "Isn't ready"

¢ Invite the family's input: "What's working at home right now?"

Watch For

o A family who seems consistently unsure how their child's day went — a sign your updates may need
more specifics

¢ Your own tone shifting on hard days — families notice inconsistency more than they notice hard days
themselves
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Teacher One-Pager — Handling Hard Conversations

The Sandwich Method

Open positive, state the challenge clearly, close positive with a next step. Use this structure for any hard
conversation you're equipped to have yourself.

Behavior Incident (Minor, First Occurrence)
e Open: "[Child] has been doing really well connecting with friends this week."

¢ Challenge: "Today they had a hard moment during outdoor play and pushed another student. We
stepped in right away."

¢ Close: "We're working on using words instead — I'll keep you posted on how it goes."

A Family Seems Upset or Frustrated
e "l can hear this is frustrating — | want to make sure | understand what's going on."

e "Let me loop in [director] so we can make sure you get a full answer on this."

When to Loop In Your Director
¢ Anything involving money, a formal complaint, or a family mentioning disenrollment
o Afamily who is upset, raises their voice, or a conversation you feel unsure handling alone
o A behavior pattern with the same child that's happened more than once, even if each time seemed
minor
Watch For
¢ A conversation that starts small but escalates — it's always okay to pause and bring in your director

¢ Your own discomfort as a signal, not a weakness — it usually means the conversation needs more
support, not less
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