
“Introduction to Human Service”.

In Section 1 of this course you will cover these topics:
What Are Human Services? What Do Human Service Workers Do?

The Changing Nature Of The Helping Process

Strategies Of Intervention

Topic : What Are Human Services? What Do Human Service Workers Do?

Topic Objective:

At the end of this topic student would be able to:

 Understand the concept of Human Services

 Understand contemporary professional development and qualifications

 Understand Professional associations

Definition/Overview:

In this topic we begin to sketch a picture of the surprisingly large variety of human service

agencies and workers, many of whom have different titles and varying responsibilities. The

student is introduced to Kathy Holbrook and her family via a term paper she wrote for a

human service class. She was asked to describe an episode in her life when she needed help.

 The problems of one member of a family inevitably affect all of the others, often in very

dramatic and life threatening ways. This is an expression of systems theory, which undergirds

the book.

 Human service problems are served by networks of interconnecting services, often

complementary, sometimes contradictory. Some deal with the individual directly, while

others provide a superstructure in which services can be delivered.

 The pathway that people who seek help follow depends on the particular nature and severity

of their problem(s), the resources in their immediate environment, their attitudes towards

receiving help and often luck and chance.

 There are many different professional roles in the human services and many different helping

acts are performed by a diverse array of people, both lay and trained.
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 By telling Kathy's story in three different ways, the student is helped to visualize the diverse

aspects of the problem of addiction and the many possible agencies and people that might

provide help.

Key Points:

1. Introduction to Human Services and Social Work

Social work is a discipline involving the application of social theory and research methods to

study and improve the lives of people, groups, and societies. It incorporates and uses other

social sciences as a means to improve the human condition and positively change society's

response to chronic problems. Social work is a profession committed to the pursuit of social

justice, to the enhancement of the quality of life, and to the development of the full potential

of each individual, group and community in the society. It seeks to simultaneously address

and resolve social issues at every level of society and economic status, but especially among

the poor and sick. Social workers are concerned with social problems, their causes, their

solutions and their human impacts. They work with individuals, families, groups,

organizations and communities.

Social work as a defined pursuit and profession began in the 19th century. This was in

response to societal problems that resulted from the Industrial Revolution and an increased

interest in applying scientific theory to various aspects of study. Eventually an increasing

number of educational institutions began to offer social work programs. The settlement

movement's emphasis on advocacy and case work became part of social work practice.

During the 20th century, the profession began to rely more on research and evidenced-based

practice as it attempted to improve its professionalism. Today social workers are employed in

a myriad of pursuits and settings. Professional social workers are generally considered those

who hold a professional degree in social work and often also have a license or are

professionally registered. Social workers have organized themselves into local, national, and

international professional bodies to further the aims of the profession.

2. History

Social work has its roots in the struggle of society to deal with poverty and the resultant

problems. Therefore, social work is intricately linked with the idea of charity work; but must

be understood in broader terms. The concept of charity goes back to ancient times, and the

practice of providing for the poor has roots in all major world religions.

The practice and profession of social work has a relatively scientific origin, originating in the

19th Century. The movement began primarily in the United States and England. After the end
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of feudalism, the poor were seen as a more direct threat to the social order, and so the state

formed an organized system to care for them. The development of the profession was linked

closely with public health and psychiatry, and over the 20th century expanded to include

radical and feminist philosophies.

3. Contemporary professional development

The International Federation of Social Workers states, of social work today,

"social work bases its methodology on a systematic body of evidence-based

knowledge derived from research and practice evaluation, including local and

indigenous knowledge specific to its context. It recognizes the complexity of

interactions between human beings and their environment, and the capacity of people

both to be affected by and to alter the multiple influences upon them including bio-

psychosocial factors. The social work profession draws on theories of human

development and behaviour and social systems to analyse complex situations and to

facilitate individual, organizational, social and cultural changes."

The current state of social work professional development is characterized by two realities.

There is a great deal of traditional social and psychological research (both qualitative and

quantitative) being carried out primarily by university-based researchers and by researchers

based in institutes, foundations, or social service agencies. Meanwhile, many social work

practitioners continue to look to their own experience for knowledge. This is a continuation

of the debate that has persisted since the outset of the profession in the first decade of the

twentieth century. One reason for the gap between information obtained through practice, as

opposed to through research, is that practitioners deal with situations that are unique and

idiosyncratic, while research concentrates on similarities. The combining of these two types

of knowledge is often imperfect. A hopeful development for bridging this gap is the

compilation, in many practice fields, of collections of "best practices" which attempt to distill

research findings and the experience of respected practitioners into effective practice

techniques. Although social work has roots in the informatics revolution, an important

contemporary development in the profession is overcoming suspicion of technology and

taking advantage of the potential of information technology to empower clients.

4. Qualifications

Professional social workers are generally considered those who hold a professional degree in

Social Work. Often these practitioners must also obtain a license or be professionally

registered. In many areas of the Western world, social workers start with a Bachelor of Social

Work (BA, BSc or BSW) degree. Some countries, such as the United States, also offer post-
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graduate degrees like the master's degree (MA, MSc or MSW) or the doctoral degree (Ph.D

or DSW).

In the United Kingdom, often referred to as social services assistants or care workers, are

persons who are not professionally registered and often do not hold any formal social work

qualification. In England, to use the term 'social worker', one must register with the General

Social Care Council (GSCC). This followed the Care Standards Act 2000 which has

protected the title since April 2005 in England. Within the mental health sector in the UK,

since November 2008, an additional qualification can be gained: that of an "Approved Mental

Health Professional" (AMHP). This replaced the former qualification of "Approved Social

Worker" (ASW), and was part of the reform created under the Mental Health Act 2007. This

enables the practitioner to assess and make an application to hospital for admission under the

Mental Health Act 1983. Whereas previously only qualified social workers could become an

ASW, individuals from other qualified professions such as nursing or occupational therapy

can also undertake the additional training necessary to be an AMHP. The world of social

work looks bright with many promising students at degree level.

In a number of countries and jurisdictions, registration or licensure of people working as

social workers is required and there are mandated qualifications. In other places, a

professional association sets academic and experiential requirements for admission to

membership. The success of these professional bodies' efforts are demonstrated in the fact

that these same requirements are recognized by employers as necessary for employment.

5. Professional associations

There are a number of professional associations for social workers. The purpose of these

associations is to provide advocacy, ethical guidance, and other forms of support for their

members and social workers in general. Two of these are the International Federation of

Social Workers (IFSW) and the International Association of Schools of Social Work

(IASSW). In the United States, the National Association of Social Workers (NASW) is the

largest. The School Social Work Association of America (SSWAA) is made up of social

workers employed by education agencies and local school districts throughout the U.S. On a

national level there are organizations regulating the profession, as well. Some of these are the

British Association of Social Workers (United Kingdom), the Australian Association of

Social Workers (Australia), the Professional Social Workers' Association (India), the

Hellenic Association of Social Workers (Greece) and so forth.
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Topic : The Changing Nature Of The Helping Process

Topic Objective:

At the end of this topic student would be able to:

 Understand the concept of Changing Nature of the Helping Process

 Understand the Client-System Interaction

 Understand the Integration of Personal and Professional Selves

 Understand the Oppression Psychology

Definition/Overview:

In this topic, we give students a social context for understanding helping behavior and the

human service professions. Factors that influence helping behavior include the values of a

society, the historical period, the economic situation, and the socio-political climate. As these

factors shift, the human services shift to reflect changing attitudes and situations. These shifts

tend to be cyclical. Earlier modes of service often reappear in a future century. For example,

the current conservative proposal for putting poor children in orphanages signals a return to a

19th century mode of child welfare. Many shelters for the homeless resemble 18th and 19th

century almshouses.

Key Points:

1. Helping Process

Everybody needs some help or other from fellow humans sometimes or other. It is very

common in any society. It may be simple or complex in nature. There is a lot of difference in

just extending the help to the needy. One type is voluntary - going all out to help a fellow

without even he asking. This is no good. It can only give temporary relief. On the other hand

had that person felt the need for external help and approached you, the situation is different.

When that person is helped to help himself rather than just help him, there is quality

difference. Because, there is involvement of the person with problem in the solution process.

He/she then learns the intricacies of the problem and the solution so as to manage in future on

his /her own.
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2. The Client-System Interaction

A critical factor in the helping process is the way one views the client. In early attempts to

conceptualize this process, the helping professions borrowed the medical model developed by

physicians. The term medical model has also been used in recent years to characterize a view

of the client that focuses on illness and pathology; however, I use it here in another sense.

The medical model is defined here as the four-step process of thinking about practice

commonly described as study, diagnosis, treatment, and evaluation. In this framework, the

knowing professional studies the client, attempts to make an accurate diagnosis, develops a

treatment plan, and then evaluates the outcome.

It is entirely possible that practitioners who are preoccupied with illness or pathology and

those who use other models of viewing clients (such as systems or ecological approaches or a

strengths perspective) may still be employing a medical model in the way they conceptualize

their practice. Even practitioners who reject what they call "Band-Aid" help, and who

advocate social action and advocacy, often employ the medical model in their thinking. The

only difference, in their case, is that it is the "system" that is studied, diagnosed, and treated.

One of several problems with this model has been the heavy emphasis on the study phase, in

which the social worker attempted to obtain a great deal of information about the client (such

as family history, work history, medical history), in order to develop what was called the

psychosocial study on which the diagnosis and resulting treatment plan were developed.

Obtaining such information in the early stage was important and, in some settings, essential

for reimbursement of the service, yet the question-and-answer format could lead workers to

ignore the equally important processes required to engage the client and to begin to develop

the working relationship.

3. The Integration of Personal and Professional Selves

In the history of social work, another carryover from the medical model was the importance

placed on maintaining one's professional self. Most helping professions stressed the

professional role and the need to suppress personal feelings and reactions. For example, in

order to work with stressful patients, one might have to keep one's real reactions in check so

as to avoid appearing judgmental. A professional worker was described as one who

maintained control of emotions and would not become angry or too emotionally involved,
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would not cry in the presence of a client, and so forth. The injunction to the worker appeared

to be "Take your professional self to work and leave your personal self at home." This image

of professionalism was (and still is) widely held, with many of my social work students

starting their careers wondering if they would have problems becoming a social worker

because they "felt too much."

4. Oppression Psychology

Social workers need to draw on the social sciences and the large theory and knowledge base

about human development, behavior, and the impact of the social environment. This theory

base can help the practitioner understand the client in new ways and to hear underlying client

communication that might otherwise be missed.

As one example of a theory that can guide social work practice, I have selected the

oppression psychology of Frantz Fanon. A brief introduction to the life, views, and

psychology of Fanon will help to set the stage for the use of his central ideas and those of

others who have built on his work. Fanon, an early exponent of the psychology of oppression,

was a black, West Indian revolutionary psychiatrist who was born on the French-colonized

island of Martinique in 1925 and who died at age 36. His short life was chronicled by Bulhan

(1985). At age 17, Fanon enlisted in the French army to fight against the Nazis in World War

II. He later became interested in and studied psychiatry. While working as a chief of service

at a psychiatric hospital in Algeria, he secretly provided support and medical services to the

national liberation front (FLN) fighting against the French colonial government. When he

resigned his position, he became a spokesperson for the FLN and was based in Tunisia. These

experiences and others shaped his views of psychology, which challenged many of the

constructs of the widely held, European American, white, male-dominated psychology of the

day. Bulhan states,

Fanon analyzed the psycho-existential aspects of life in a racist society. He emphasized the

experiential features and hidden psycho-affective injuries of blacks and the various defensive

maneuvers they adopted. Another unstated objective was quite personal: He himself had

experienced these injuries, and writing about them was a way of coming to terms with

himself.
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While Fanon's psychology emerged from his analysis of race oppression, particularly

oppression associated with white, European colonial repression of people of color, many of

the key concepts apply to any oppressed population. In such an application, workers need to

recognize the significant differences in degree and types of oppression experienced by

clients. The results of the oppression of African Americans, for example, rooted in the unique

experience of slavery, must be seen as one of the most critical, major social problems still

facing urban areas in the United States.

In addition, we must be cautious in how we think about the impact of oppression, because we

might inadvertently ignore the significant strengths and resiliency demonstrated by oppressed

clients and communities. Such a one-sided view can lead to a practice that does not recognize

or work with existing sources of support (such as the extended family, the church, community

leadership).

If social workers think about issues of oppression, vulnerability, and resiliency broadly, then

they can use such a model in understanding many of their clients. People with mental illness,

female survivors of sexual abuse, people with AIDS, people with significant physical or

mental disabilities, long-term unemployed people, people of color, the homeless, aged

nursing home residents, neglected and abused children, clients addicted to substances or in

recovery-all of these clients and others can be understood using a framework that takes

oppression, vulnerability, and resiliency into account.

These concepts will be illustrated in the examples of practice explored in this book. Strategies

for social worker intervention, based on understanding emerging from this psychology, will

be directed toward helping clients deal with both the oppressor within and the oppressor

without. In fact, it will be argued that unless they broaden their understanding of many of

their clients' problems by seeing them as dynamic and systematic in nature and related to

oppression, then the social agencies, social work departments, and helping professionals who

are trying to help these clients can themselves inadvertently become part of the system of

oppression.

Topic : Strategies Of Intervention

Topic Objective:

At the end of this topic student would be able to:
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 Understand the concept of Strategies of Intervention

 Understand responses to crisis

 Understand coping and problem solving

Definition/Overview:

The topic presents examples of some of these simplistic analyses and argues that an

inadequate understanding of causality leads to the designing of ineffective strategies of

intervention. The concept of multicausality asserts that there is never one simple reason for a

complex social problem. It also asserts that the uniqueness of people's personalities and life

experiences dictate the need for diverse approaches to solving their problems.

The human service network of programs that has grown up around a problem area such as

alcohol/drug abuse or homelessness is likely to include agencies that specialize in using just a

few of the strategies. Rarely will any agency use all of the strategies on a regular basis. Thus

one agency is likely to spend most of its energy on legislative advocacy, while another sees

its primary mission as providing counseling services. Occasionally an agency, especially

when working in a fairly new area of human service delivery, will have an overarching

mission, which includes all of the strategies. That agency will need a large number of

personnel or a cadre of exceptionally versatile workers.

Key Points:

1. Definition

Intervention strategy refers to the methods used to offer immediate, short-term help to

individuals who experience an event that produces emotional, mental, physical, and

behavioral distress or problems. A crisis can refer to any situation in which the individual

perceives a sudden loss of his or her ability to use effective problem-solving and coping

skills. A number of events or circumstances can be considered a crisis: life-threatening

situations, such as natural disasters (such as an earthquake or tornado), sexual assault or other

criminal victimization; medical illness; mental illness; thoughts of suicideor homicide; and

loss or drastic changes in relationships (death of a loved one or divorce, for example).

2. Purpose

Intervention strategy has several purposes. It aims to reduce the intensity of an individual's

emotional, mental, physical and behavioral reactions to a crisis. Another purpose is to help

individuals return to their level of functioning before the crisis. Functioning may be improved

above and beyond this by developing new coping skills and eliminating ineffective ways of

coping, such as withdrawal, isolation, and substance abuse. In this way, the individual is
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better equipped to cope with future difficulties. Through talking about what happened, and

the feelings about what happened, while developing ways to cope and solve problems,

intervention strategy aims to assist the individual in recovering from the crisis and to prevent

serious long-term problems from developing. Research documents positive outcomes for

intervention strategy, such as decreased distress and improved problem solving.

3. Description

Individuals are more open to receiving help during crises. A person may have experienced

the crisis within the last 24 hours or within a few weeks before seeking help. Intervention

strategy is conducted in a supportive manner. The length of time for intervention strategy

may range from one session to several weeks, with the average being four weeks.

Intervention strategy is not sufficient for individuals with long-standing problems. Session

length may range from 20 minutes to two or more hours. Intervention strategy is appropriate

for children, adolescents, and younger and older adults. It can take place in a range of

settings, such as hospital emergency rooms, crisis centers, counseling centers, mental health

clinics, schools, correctional facilities, and other social service agencies. Local and national

telephone hotlines are available to address crises related to suicide, domestic violence, sexual

assault, and other concerns. They are usually available 24 hours a day, seven days a week.

4. Responses to crisis

A typical intervention strategy progresses through several phases. It begins with an

assessment of what happened during the crisis and the individual's responses to it. There are

certain common patterns of response to most crises. An individual's reaction to a crisis can

include emotional reactions (fear, anger, guilt, grief), mental reactions (difficulty

concentrating, confusion, nightmares), physical reactions (headaches, dizziness, fatigue,

stomach problems), and behavioral reactions (sleep and appetite problems, isolation,

restlessness). Assessment of the individual's potential for suicide and/or homicide is also

conducted. Also, information about the individual's strengths, coping skills, and social

support networks is obtained.

5. Education

There is an educational component to intervention strategy. It is critical for the individual to

be informed about various responses to crisis and informed that he or she is having normal

reactions to an abnormal situation. The individual will also be told that the responses are

temporary. Although there is not a specific time that a person can expect to recover from a

crisis, an individual can help recovery by engaging in the coping and problem-solving skills

described below.
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6. Coping and problem solving

Other elements of intervention strategy include helping the individual understand the crisis

and their response to it as well as becoming aware of and expressing feelings, such as anger

and guilt. A major focus of intervention strategy is exploring coping strategies. Strategies that

the individual previously used but that have not been used to deal with the current crisis may

be enhanced or bolstered. Also, new coping skills may be developed. Coping skills may

include relaxation techniques and exercise to reduce body tension and stress as well as

putting thoughts and feelings on paper through journal writing instead of keeping them

inside. In addition, options for social support or spending time with people who provide a

feeling of comfort and caring are addressed. Another central focus of intervention strategy is

problem solving. This process involves thoroughly understanding the problem and the desired

changes, considering alternatives for solving the problem, discussing the pros and cons of

alternative solutions, selecting a solution and developing a plan to try it out, and evaluating

the outcome. Cognitive therapy, which is based on the notion that thoughts can influence

feelings and behavior, can be used in intervention strategy.

In the final phase of intervention strategy, the professional will review changes the individual

made in order to point out that it is possible to cope with difficult life events. Continued use

of the effective coping strategies that reduced distress will be encouraged. Also, assistance

will be provided in making realistic plans for the future, particularly in terms of dealing with

potential future crises. Signs that the individual's condition is getting worse or "red flags" will

be discussed. Information will be provided about resources for additional help should the

need arise. A telephone follow-up may be arranged at some agreed-upon time in the future.

In Section 2 of this course you will cover these topics:
Attitudes/Values, Skills And Knowledge

Values And Ethical Dilemmas

The Social Welfare System

Topic : Attitudes/Values, Skills And Knowledge

Topic Objective:

At the end of this topic student would be able to:

 Understand the concept of Attitudes/Values, Skills and Knowledge

 Understand the Roots of the Profession
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 Understand the Function of the Social Work Profession

 Understand social work skill and the working relationship

Definition/Overview:

We begin this topic by going on a quick tour of the human services agencies in a typical

urban center. We have seen in the last three chapters that there is much diversity of title, role,

agency setting and strategies of intervention. The people covering the phones at a hotline

have very different levels of training from those conducting a neighborhood meeting or

working at a community residence. Some are volunteers, some are students in training, and

others are social workers with graduate degrees. What do all of these people have in common

that permits them to do this kind of work and call themselves human service workers? In this

topic we answer that question, looking at what it is that binds all of these workers, despite

their apparent differences, into a profession called human services.

Key Points:

1. The Roots of the Profession

The profession, as we know it now, was created through the merger over the years of two

basic streams of thought about the helping process. One was rooted in the work of those

interested in issues of social change. An example was the early settlement house movement,

most often associated with the work of Jane Addams at Hull House, founded in 1889

(Addams, 1961). This movement, which began in England, was one of the many established

at the tum of the century to cope with the stresses created by urbanization, industrialization,

and the large-scale influx of immigrants to North America. The mission of these early,

community-oriented social agencies included attempting to help immigrant and other poor

families integrate into U.S. society more effectively. At the same time, the leadership of these

movements, mostly middle and upper-class liberals of the day, waged a fight against the

social conditions facing these populations. Poor housing and health services, child labor,

sweat-shop conditions in urban factories-all became targets for social change.

While Jane Addams was known for her relatively radical approach to working with and

involving actively oppressed people, many in the settlement house movement incorporated a"

doing for" approach to the populations with which they worked. Little effort was directed at
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actually organizing the poor, through an empowerment process, to fight effectively against

the forces of oppression related to class, gender, race, ethnicity, and the like. An

empowerment process involves engaging the client (individual, family, group, or community)

in developing strengths to personally and politically cope more effectively with those systems

that are important to them. It is likely that if the leaders of these early social movements had

attempted to mobilize client grou ps in this way, they would have been viewed as too radical

and would have themselves faced political repression.

In addition, this early movement saw as one of its major roles the acculturation of the poor to

the values and beliefs of their own upper-middle-class society. Developing an appreciation of

the arts, such as classical music and literature, and participating in other "refined" activities

were seen as paths for self-improvement and "building character." Workers often lived with

clients in the settlement houses; helping was seen as practical in nature. For example, if cities

were overcrowded and unhealthy, then children needed to be removed to camps in the

country during the summer. Not until the 1930s did this social-change orientation join the

mainstream of the emerging social work profession. This early driving concern for social

justice for vulnerable populations gave the social work profession an important element of its

current identity. The early roots of the group work and community organization methods can

be traced to these professional pioneers.

2. The Function of the Social Work Profession

In developing his view of the social work profession's function in society, Schwartz (1961)

did not accept the broadly held idea that the profession was defined solely by a base of shared

knowledge, values, and skills. He also rejected the notion that one could describe the

profession's function solely in terms of aspirations for positive general outcomes, such as

"enhancing social functioning" or "facilitating individual growth and development." He

understood that a profession required a general and yet unique functional statement that

would direct the actions of all social workers regardless of the setting in which they practiced.

While many variant elements of practice would be introduced by the particular problems

facing the client, the mission of the agency or host setting, the modality of service (such as

individual, group, or family counseling), the age and stage of life of the client, and so forth,

Schwartz viewed professional function as a core element of any social work practice theory.
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Function is defined here as the specific part the profession that each social work professional

plays in the helping process. To understand the term better, consider how an automobile

engine might work if all the parts were like people. If we defined the function of the

carburetor as "helping to make the car move," we would be defining function in terms of

outcome. This would not provide specific direction to the carburetor, which would be left on

its own to figure out how to play its part in the process. On the other hand, if we specifically

defined the carburetor's function as mixing air and gasoline to create a vapor that could then

be ignited by a spark plug, our anthropomorphic carburetor would have a clear idea of how to

do its part. If all parts of the engine understood clearly their functional roles, and if all parts

implemented that role effectively, the car would start to move.

This kind of functional preciseness is what Schwartz felt every social worker needed in order

to understand his or her role in the many complex situations faced in everyday practice. This

professional role would travel with the social worker to any agency or host setting and would,

in part, define the social worker's interventions at any given moment. We would be able to

recognize a social worker in action, and distinguish him or her from other professionals with

similar knowledge, values, and skills, because we would see the functional role in action.

Schwartz's definition of the function of the social work profession was based on the earlier

described underlying assumptions about the essentially symbiotic nature of the individual-

social relationship. He examined the history of the profession and tried to identify the

essential functional assignment that might define a unique role for social work.

3. Social Work Skill and the Working Relationship

At the core of the interactional theory of social work practice is a model of the helping

process in which the skill of the worker helps to create a positive working relationship. In

turn, this relationship is the medium through which the worker influences the outcomes of

practice. This simple model can be visualized as in Figure 1.

While the model suggests that applied skill leads to relationship, which then influences

outcomes, the double-pointed arrows imply that the model is dynamic. For example, a change

in the working relationship will affect the worker's use of skill. A worker may be influenced

in her or his interaction with a client by the changing nature of the relationship (for example,

a positive relationship leading to more empathy on the worker's part). Similarly, positive or

negative outcomes for the client may influence his or her sense of the relationship.
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Another model incorporated into this theory has to do with the relationship between clients'

ability to manage their feelings and their ability to manage their problems. These ideas were

developed as part of the theory-building effort I have described in other publications. The

construct is based on the assumption that how we feel powerfully affects how we act. The

relationship between feelings and action is reciprocal: How we act also influences how we

feel.

To this feeling-behavioral connection we can add a third element: cognition. Cognition refers

to the way clients think about themselves and their environment. The contributions of

cognitive-behavioral theory have helped us to broaden our understanding of how a client's

perception of reality can have a powerful impact on self-image, identification of the nature of

a problem, and self-assessment of the ability to cope. I argue throughout this book that how

clients think affects how they feel, which affects how they act, in a circular and reciprocal

manner. The model presented could be termed a cognitive-affective-behavioral framework

without confusing it with other models that incorporate cognitive-behavioral approaches.

For example, some female survivors of childhood sexual abuse describe themselves as

"damaged goods" as they enter their teenage years. These clients may respond to the

oppression they have experienced by internalizing a negative selfimage and assuming some

form of responsibility for what was done to them. They may express feelings of guilt and

concern that they may have been seductive toward the offending adult, thus shifting

responsibility for the problem to themselves-a form of self-blaming the victim. This is an

example of the internalized oppressor at work. Symptoms of depression and personal apathy

often cover an underlying rage that the child learned to suppress in order to survive. The use

of alcohol and drugs provides an escape, a flight from the pain associated with the abuse, and

is an example of the self-destructive behavior, described earlier, in which oppressed clients

become autopressors.

The association between these perceptions of low self-image and the feelings (such as shame)

that they can generate may lead these teenage survivors to enter into relationships and life

patterns that perpetuate their exploitation. For example, a low sense of self-esteem may lead

to relationships with exploitive men who use physical, emotional, and sexual violence to

maintain control over the lives of women. The use of drugs and involvement in the street

culture may lead to prostitution. These actions on the client's part, related to the client's

feelings, may in turn deepen the sense of being "damaged." Thus, negative reciprocal
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relationships among how the client feels, thinks, and acts result in a deepening of the

problems in living. Of course for many survivors, protective factors, described later in this

topic, may mitigate the impact of the abuse on their lives.

An intervention is needed to disrupt this vicious cycle. In the example of the survivor, as the

worker helps the client to examine the underlying pain and rage, and to face the oppressor

within, the client can begin to take control of the emotions and more effectively manage them

rather than being managed by them. Effective practice can help the client reframe the source

of the problem and begin to perceive herself as a survivor rather than a victim. Techniques

associated with solution-focused practice, also described later in this topic, can also help the

client see his or her strengths and begin the healing process. The principle of dealing with

feelings in pursuit of purpose, discussed further in later chapters, will cause the worker to

help the client connect her feelings and perceptions with her actions. Being aware of the

connections between how we think, feel, and act is an early step in taking control over these

thoughts and feelings and over our resultant behaviors. As the client better manages these

feelings and develops a more accurate assessment of herself and her situation, she can begin

to manage her life problems more effectively. Success with her life's problems, in turn, will

influence her thoughts and feelings.

For example, the teenage survivor in this illustration may begin to change her self-destructive

behavior by taking some first step on her own behalf. Obtaining help with her addiction,

leaving the streets for a shelter, or attempting to break off from an abusive and exploitive

relationship may be the first step in breaking out of her trap. Each step that she takes in her

own self-interest, however small, can contribute to a more positive feeling about her self and

strengthen her to take the next step. Thus, managing her feelings helps her to manage her

problems, and managing her problems helps her to manage her feelings.

As this model is explored, we shall see that if the worker is to help clients manage their

feelings, the worker must be able to manage his or her own emotions. For example, feeling

the client's pain, a worker who is helping a survivor of sexual abuse may prematurely attempt

to reassure her that she is not damaged. Or the worker may take on the woman's anger against

the men who have exploited her, which may preempt the client's essential work in facing her

own anger. Both of these understandable emotional reactions by the worker may block the

client's ability to manage her own feelings.
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Topic : Values And Ethical Dilemmas

Topic Objective:

At the end of this topic student would be able to:

 Understand the concept of Values and Ethical Dilemmas

 Differentiate between the interests of individual clients and other individuals.

 Differentiate between the interests of groups of clients

 Differentiate between other institutions and groups of clients

 Differentiate between different groups of social workers

Definition/Overview:

The quality of service we are expected or allowed to give to our clients may also be

determined by the theories about human nature and the service delivery model that our

agency director or board subscribe to. The values of self-determination and confidentiality,

keys to building trust in the professional relationship, are often impossible to adhere to when

the client does not seek help voluntarily but has been forced to do so because he or she has

committed a serious crime or have a severe disability. The worker needs to be aware of, and

sensitive to, the ethical and legal limits that are inherent in even the most admirable concepts.

Human service workers also must be honest with themselves and their clients, lest they subtly

manipulate them into making decisions, which they will later regret.

Key Points:

1. Between the social workers and the clients interests

A basic principle in social work is that it has to be done without compulsion. According to

the Berufsethischen Prinzipien des DBSH and the document Ethics in Social Work,

Statement of Principles, however, social workers have the obligation to face any kind of

discrimination. This can be interpreted as an imminent order for the social worker to do

anything in his or her power to change the inhumane and discriminatory attitudes of right-

wing adolescents. As it has already been made clear in section of this article, this is not a

colonization of the adolescents beliefs but a necessary step to act in correspondence with the
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basic principles of social work ethics. Yet, from the point of view of the youth groups, a

social worker who tries to change their political beliefs can hardly be what they are looking

for. Their main goal is to take advantage of the available resources. In this scenario, the social

worker faces a dilemma between his or her duty and the clients interests.

2. Between the interests of individual clients and other individuals.

Social workers in this field usually work very closely with the youth groups. Therefore it is

very likely that the social worker will witness discriminatory or violent actions by the

adolescents. In such a situation, social workers are obliged to help the victims, but are they

also obliged to report the culprits to the police? This would certainly be to the clients

disadvantage even though it would help to protect the rights of the assaulted.

3. Between the interests of groups of clients

In regions where there is a lack of resources for professional youth work, one social worker is

often responsible for many different, sometimes rival, youth groups. Distributing the

resources (money and attention) unevenly can have a negative impact on groups of a rival

youth culture.

4. Between other institutions and groups of clients

There is a very high probability for a conflict of interest between an institution such as the

police and social work. Working closely with right-wing youth groups provides social

workers inevitably with inside information the authorities must take an interest in. The social

worker has to decide at which point he or she has to differ from the principles of privacy and

confidentiality to avoid an accusation of complicity (Morgan and Banks, 1999).

5. Between different groups of social workers

The example given in 2) illustrates how this conflict might arise. A social worker working

with the victims of right-wing adolescents would certainly have an intense interest in

reporting the culprits to the police. A social worker working with the right-wing youth groups

themselves faces a conflict of interest not only on the grounds of his or her ethical beliefs but

also due to the demands on the social worker of both victims and clients.
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Topic : The Social Welfare System

Topic Objective:

At the end of this topic student would be able to:

 Understand the concept of the Social Welfare System

 Know about its history

 Learn current Debate

Definition/Overview:

This topic describes and analyzes the main components of the social welfare system,

including both the major governmental income maintenance programs and selected programs

of the personal social services. Programs of the personal social services that we have selected

to discuss in some detail include: services for the aged; services for pregnant and parenting

teens, mental health services; medical social work; and developmental disabilities.

Key Points:

1. Introduction

Social welfare refers to all the means that societies have historically used to provide an

adequate or improved quality of life for all people by helping needy individuals.

Programming includes social, economic, medical, mental, and physical components.

Recipients are generally unable to control or influence their own circumstances; they include

poor adults and children, the mentally ill, criminals, and the sick or handicapped.

2. History

The history of institutional social welfare provision dates back to the medieval church, which

entrusted the administration of charity to church leaders. Many charitable acts were

administered through the church, which fostered the practice of the biblical principles of

giving and service. Great Britain was the first nation to enact laws concerning the poor, the

1601 Elizabethan Poor Laws. These laws categorized the poor as worthy, impotent poorthe

disabled and childrenand unworthy poor the able-bodied poor. It designated responsibility for

the care of the worthy poor to the state, parish, and family. The earliest modern welfare laws

were enacted in Germany in the 1880s, during which the government implemented a national

social welfare policy through voluntary agencies. Not until the 1920s and 1930s did most
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Western countries adopt similar programs. Before then, families, local communities, and both

religious and secular charities formed the backbone of the social welfare system.

In the United States, the Civil War spurred largescale relief projects such as the U.S. Sanitary

Commission, the American Red Cross, and the Freedmen's Bureau to assist needy

populations. During and after that period wealthy individuals and religious and secular

charitable organizations began to address the problems of the poor, immigrants, and destitute

as U.S. cities began to evolve. By the 19th century, private benevolent societies and self-help

organizations played a significant role in the provision of social services. Organizations such

as the Association for the Improvement of the Condition of the Poor and the Children's Aid

Society began investigating social conditions in areas such as tenement housing and child

welfare.

The beginning of the Progressive Era sparked the institutional work of charitable

organizations such as the American Charity Organization Society (COS), which was founded

in 1877 to help immigrants to assimilate and encourage poor persons to adopt a self-help aid

model. COS focused on child welfare, employment, and skills and employment training of

the poor. It predated the settlement house movement, which was another response to the

consequences of the industrial society and immigration. Settlement houses were geared

toward improving the living conditions of the poor and providing them with skills training.

Settlement house workers settled among those they intended to help, becoming involved in

the fabric of their neighborhoods and teaching by both modeling behavior and direct

instruction. Jane Addams and Ellen Gates Starr established the most famous settlement house

in 1889Hull-House in Chicago. By World War I, the work of the leaders of the Progressive

Era had declined and U.S. governmental agencies had become more devoted to social

welfare, replacing the informal network of service.

The Great Depression of the 1930s prompted a systematic governmental response to

increasing social welfare concerns. Thus, President Franklin D. Roosevelt's New Deal

established Social Security in 1935. Social Security and Aid to Dependent Children (ADC)

laid the foundations for the U.S. modern federal welfare state. ADC began as a small program

in which the federal government provided cash allowances to aid widows, orphans, divorces,

or deserted mothers and their children. The Roosevelt administration pioneered the

administration of U.S. social insurance and for the first time designated the government as a

primary actor in the provision of social services to the poor. This facilitated the gradual

expansion of social welfare beyond financial relief to the poor to include housing, rural

problems, recreation and cultural activities, child welfare programs, and diverse forms of
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social insurance to all Americans. These expansions were later materialized by the Johnson

administration's response to increased rates of national poverty in the 1960s that culminated

in the declaration of a War on Poverty. The push to create a Great Society led to the

establishment of Medicare, Medicaid, public housing, food and nutrition programs, urban

revitalization initiatives, education and employment initiatives, and more child welfare and

other programs. However, the liberalism of the U.S. welfare system was halted by the more

conservative administrations in the 1970s and 1980s, which curbed federal welfare spending

and began devolving social welfare responsibilities to the state level. Much of America's

welfare state remained largely unchanged until 1996, when the Clinton administration

enacted welfare reform. This legislation replaced AFDC with TANF (Temporary Assistance

for Needy Families), restricting entitlement to public welfare to individuals following strict

work and personal behavior change requirements and program time limits. With limited

smaller block grants to states to finance these programs, counties and cities are asked to do

more. This has left most of the responsibility for the provision of social services to local

communities and private and charitable organizations.

Social welfare at the beginning of the 21st century operates through both public and private

service provision. The federal government funds services that state governments and local

entities administer in a fragmented or decentralized fashion. The private sector providers

formally tied into this network include private industry, philanthropic organizations, and

voluntary charities. Informal participants include the local community, friends, neighbors,

and families. The degree to which the various formal and informal providers participate in

service provision has increased over time, with more state and local level organizations

directly involved. This decentralization of services to the local level has brought smaller

secular organizations and an influx of religious institutions in the formal side of service

provision. These groups are now a part of the expanding welfare statethe body that assumes

responsibility for the social and health needs of individuals with low incomedue in part to

passage of the Charitable Choice provision in the 1996 welfare reform legislation.

3. Current Debate

Three groups dominate the current debate on social welfareliberals, conservatives, and

radicals. Liberals and conservatives, mirroring the U.S. Democratic and Republican parties

respectively, have debated the future of the welfare state since the 1960s and 1970s. The

groups agree that the current system is ineffective and that the problem of poverty can only

be solved if active measures are taken on all levels. However, Democrats emphasize the

structural problems in society that restrict individuals' abilities to support themselves. They
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propose providing people with the tools they need to acquire skills necessary for sustainable

employment opportunities. In contrast, Republicans follow the individual causations

argument that focuses on individual shortcomings, thus turning to psychological theory and

therapeutic approaches as solutions. They admit that some structural causes are to blame, but

they emphasize behavior as the root cause of social problems. Their prescription focuses on

changing behavior and restoring traditional values like morality and hard work, intact

families, and self-responsibility.

The radicals' perspective on ending the social welfare system emerged in the early 1980s.

Radicals believe that the poor are paid to remain poor because they have no incentive to

work. The radical view parallels the conservative's individual causation emphasis. However,

radicals do not believe behavior can be altered by government programs. Rather, they suggest

all programs that insulate people from the natural consequences of their actions be abolished.

They propose that needy people should receive support through informal means, via the

resources of family, church, and community or private charity. Unfortunately, many of the

poor do not have access to resources that are able to move them beyond their current status.

This is the weakness of the bonding social capital that exists in many low-income

communities. Future social welfare policies will likely focus more on self-responsibility,

education, and skill building.

The weight placed on these groups' positions is dependent on how well society functions, and

this functioning is measured primarily from an economic perspective. For example, when the

majority works well within the system, those finding it hard to survive are considered

failures. Remedial programs help them become effective participants in the current system.

However, when the majority is not working well within the system, the structure is revised

rather than the individual.

In Section 3 of this course you will cover these topics:
Working With Diversity

Interviewing

Case
Management/Counseling
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Topic : Working With Diversity

Topic Objective:

At the end of this topic student would be able to:

 Understand the concept of Working with Diversity

 Understand diversity and characterizations of employees in the

workforce

 Understand diversity management in the workplace

 Understand diversity of organizational functions

Definition/Overview:

In a multi-cultural society, it is crucial that human service workers

be sensitively attuned to issues of cultural identity and intercultural

relationships. This topic aims to broaden students thinking about

diversity issues as they affect human service workers. We analyze

the psychological and socio-economic foundations of prejudice

and discrimination and analyze the difference between personal

racism and institutional racism, giving examples drawn from the

human services. The focus is on groups that have been oppressed

because of their ethnicity, social class, gender, sexual orientation,

or physical or emotional status. We discuss both racism and anti-

Semitism.

Key Points:

1. Introduction

Diversity may seem self-explanatory, yet it may have different

meanings in organizations with respect to different contexts. The

term is first defined, followed by a historical background, and

contrasted with its definition in today's environment. Diversity

issues from the management and employee perspectives are finally

considered.
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Until lately, diversity in the workplace has been implied as the

ongoing interaction between employees and employers with

different cultural, ethnic, and racial backgrounds that have

significant influences on the operations and management of an

organization. However, recently, diversity has broadly been

redefined as the collective differences and similarities of different

dimensions. For example, diversity issues related to demographic

characteristics of employees are different from those related to

diverse functional issues such as marketing, research,

manufacturing, finances, and so on within an organization. Thus,

employees' demography and organizational functions are two

different dimensions of diversity. In other words, today's

workplace diversity represents the complex multidimensional

issues involving workers and management of similar and dissimilar

nature.

2. The History of Diversity in the Workplace

Diversity and multiculturalism have gradually been a part of the

workforce in the United States since the latter half of the 19th

century. The melting pot and Americanization movements of the

1880s were directed toward removal of cultural and linguistic

differences by assimilation. Throughout the history, politicians,

educators, and industry leaders tried to eliminate the differences

between new immigrants and contemporary American residents in

society, as well as in the workplace. Their efforts were only

partially successful, as it became obvious that blending into the

American melting pot was not so easy for immigrants who had

very different cultures and were visibly different from the early

settlers from the European continent.

Policy makers started to recognize the issues related to diversity

since migration from developing countries was growing faster than

those from the developed nations. In 1940, more than 85% of

immigrants were from Europe, whereas in 1995, 75% were from

nonEuropean countries. By early 1990s, the organizations felt the
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hard reality of managing a workforce consisting of immigrants

from developing countries with diverse and unmeltable social,

cultural, physical, and racial backgrounds. Increasingly, studies

have shown the growing concerns of managers about diversity

issues in the workplace. The two most important concerns were

how to communicate with their employees and how to motivate

them.

Today's workforce is more diverse than ever. According to the

U.S. Bureau of Labor Statistics, of the 26 million new workers

who came into the workforce in the United States between 1990

and 2005, about 80% were minorities, including women.

Sometime between 2055 and 2060, the total minority population is

projected to surpass the nonminority population, which now

consists of Euro-Americans. At the same time, the buying power of

the minority groups are increasing at a fast pace. For example, in

2005, African Americans spent $630 billion a year in goods and

services, while the Latin American market continues to grow even

faster and is comprised of the largest minority group with a

spending power of more than $700 billion.

3. Diversity and Characterizations of Employees in the

Workforce

The most important reason for diversity to become a major issue in

organizations is the significant change in workforce population

since the later half of the 20th century. The steady growth of

minority populations is projected to make them the domineering

force in the workplace in the future.

The earlier philosophy of the melting pot was to ignore the

individual differences and thus form a unified society with a

distinct hierarchy in the workforce. But it ceased to be effective

with the increase in immigrant population from non-European

countries during last few decades. It became more difficult for the

new immigrants to be unified with a society with very different

social and cultural values. They spent more energy on adapting to
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the existing organizational culturethis sometimes hindered their

ability to develop innovative ideas and build personal strengths.

Based on ethnicity, gender, and other factors, the workforce

populations can be categorized in many ways. Major groups (listed

alphabetically), based on ethnicity and religion, are African

Americans, Arab Americans, Asian Americans (e.g., Chinese

Americans, Asian-Indian Americans), Euro-Americans, Jewish

Americans, and Latin Americans, among others. Other groups

based on reasons other than ethnicity and religion are the elderly;

persons with disabilities; individuals with gay, lesbian, and

bisexual orientations; obese people; and women. Characteristics of

the three largest ethnic groups are briefly described in the

following paragraphs.

4. Diversity Management in the Workplace

Most organizations now see diversity as an asset that offers

valuable opportunities for innovation, networking, marketing, and

similar benefits. If properly harnessed, the power of diversity will

bring the corporation to the forefront by enhancing creativity and

efficiency. The focus of diversity management is to promote

people as a necessary factor to the organizational success.

Although most of the medium to big corporations have a diversity

management team, it is the CEO of the company who defines the

importance and the effectiveness of that team. The CEO or head of

the organization gives clear directions to the director of the

diversity team, on which the scope of work is built. The director

and members of a diversity management team often have prior

experiences working in human resources, training, and social

work. A seniorlevel manager with extensive experiences in the

same industry is usually appointed as a director of the team.

Additions of team members from the minority and majority

groups, as well as cross-level and crossfunctional groups, provide

effective team-building experiences with a positive image of the

diversity committees in the organization.
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It is essential to educate the team members about the demographic

data, policies, and practices in the organization, while introducing

the plans and initiatives of diversity management. Activities in the

company can be recorded regularly as a measure to check on the

efficiency of the diversity committee. The process of diversity

management involves clearly identifying the problem, the elements

of diversity involved, traces of conflict, and the diversity tension,

which involves stresses and strains associated with the various

elements of diversity. The task of this committee is to provide

alternatives to the managers in order to resolve the problems when

diversity tension increases without any effective outcome. The

options available to the managers can be categorized in eight

different alternatives according to R. Roosevelt Thomas. The

selection of a course of action usually depends on two criteriathe

type of diversity mixture at hand and the internal and external

factors that include the personal inclinations and mind-set of the

manager and the employees, the organizational environment, the

intensity, and the impact of diversity tension in the organization.

The eight options can be summarized as follows:

Inclusion/exclusion: The perfect example of inclusion is

affirmative actions or Equal Employment options in an

organization, where the goal is to increase the number of the

target-group members in the organization at all levels. Exclusion is

the opposite of inclusion, for example, if a company tries to

minimize stockholder participation in decision making. This option

is usually legally and/or ethically unacceptable.

Denial: In many cases by denying that differences exist, the

management tries to eliminate the question of change. This option

is becoming increasingly difficult since the employees are more

than ever wanting to be recognized for their differences.

Assimilation: For successful organizations, assimilation is the most

common approach to all dimensions of diversity. This approach
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assumes that the minority group will fit in the dominant culture of

the organization. However, when more of the employees become

comfortable being different, they might not like to follow the

requirements set up by the dominant group in the past.

 Suppression: This approach recognizes and acknowledges the

differences among the employees, yet discourages its exposure for

the welfare of the company. The tradition of sacrificing for the

organization used to be very common in the past. The policy of

keeping business and personal lives separate and thus suppressing

the employee's need to balance work and family is not effective in

today's diversified work atmosphere.

 Isolation: The management often finds it practical to isolate

different functions in an organization with minimal contact among

each other so that each group can operate independently with the

fullest efficiency. They create isolated functional entities or silos

that are best suited to thrive on their own. This option gives the

manager opportunity to reduce the complexity by giving personal

time to the minority groups without disrupting the order of the

dominant groups.

 Toleration: Sometimes diversity is added to an organization due

to business reasons, but the new groups are only tolerated, not

accepted functionally and/or culturally. This type of coexistence

without connecting works well in established bureaucratic

environments, where different departments rarely communicate.

This option is the middle ground between exclusion and full

participation.

 Building relationships: Organizations are taking this approach to

resolve problems among diverse groups by collaboration and

communication. This option creates harmony among employees,

and thus increases productivity. By focusing on similarities, this

option is used to minimize the differences.



 Fostering mutual adaptation: Only a few organizations have
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fully accepted this still-evolving holistic concept of acceptance and

understanding of diversity. This option considers the requirements

of the organization and the employees and finds the balance

between the company mission and fulfilling the individual identity

by pushing all the conventional ideas and organizational

preferences away. This approach also allows the dominant and the

minority groups to work together for necessary changes thus

creating synergy. This enables the complexity of diversity to be

truly eliminated.

As mentioned earlier, the management needs to make a conscious

choice of the option(s) to be considered. It is a dynamic process,

which varies according to different situations. None of the options

should be considered as bad or good without understanding the

contextual issues. They can also be used in different combinations

as demanded by the situation. Before choosing an option, one

should consider not only the differences but also the similarity of

the diversity mixtures. Finally, only one of the above mentioned

choices, that is, fostering mutual adaptation, is truly seeking into

diversity as a part of the organization, whereas the rest are only

partially trying to minimize or avoid the issue at all.

5. Diversity of Organizational Functions

After its initial success in the industry, an organization enters its

growth phase. Then it is likely to divide itself into many different

branches based on their functions, so that each division can be

managed successfully. By doing so, it creates the diversity of

functions in the same organizations. The different branches of the

company may have different work culture, different levels of

formalities, and time-oriented goals. Selfcontainment of different

functions is not a problem until they need to work together for the

organization to strive for a creative way toward success.

The old business model has levels of managers between the top

level and the workforce to relay the information back and forth

between top-level management and workers. Technological
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advances assist companies in directly communicating with team

leaders of different divisions to respond faster to the developing

issues. The divisional teams increasingly consist of experts and

workers with diverse knowledge base and perspective, thus

creating an environment of creative thinking resulting in superior

product innovation.

The goal of the diversity management team is to find a balance

between the interdepartmental communication and the

independence of each of the department. The same eight options

discussed in the previous section are available to the managers to

minimize the complexity of the functional diversities.

Topic : Interviewing

Topic Objective:

At the end of this topic student would be able to:

 Understand the concept of Interviewing

 Understand the types of Interviewing

 Understand the evaluation methodologies

Definition/Overview:

Interviewing:Interviewing is a very important skill for the human

service worker, as all of our work is built on planned, careful

communication. This topic gives students guidelines for sensitive

interviewing. We describe the characteristics of an interview and

differentiate it from ordinary unfocused friendly conversation. An

interview is an interaction between people that has a consciously

planned purpose, structure, and goal and requires specific

communication skills. Interviewing will always be an art because

of its spontaneous nature, but it is also a discipline in that the skills

can be learned and practiced. Core values of the interviewer

include empathy, respect, and genuineness.

Key Points:
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1. Interviewing

Interviewing has played a significant role in evaluation

methodologies. From the question a doctor might pose a patient to

the widespread use of opinion polling in social research, people

have relied on question and answer exchanges to gather and share

information, opinions, feelings, ideas, and experiences.

Interviewing in the context of evaluation is a form of

instrumentation used in both quantitative and qualitative study

designs to collect data. Interviewing can occur through the mail,

over the telephone, in person, or in groups. Most evaluation

designs employ several types of interviews.

2. Types of Interviewing

Interviews are often defined as being either structured or

unstructured. However, all interviews have structure in that they

involve purposeful thinking on the part of the interviewer and a

desired outcome from the exchange. Whether to understand the

lived experiences of a subject, as in phenomenological

interviewing; contrast perceptions on a common topic, as in focus

group interviewing; or construct joint understandings of a social

practice, as in ethnographic interviewing, all interviewing is based

on some assumption about human interaction.

3. Evaluation Methodologies

Interviewing has played a significant role in evaluation

methodologies. From the question a doctor might pose a patient to

the widespread use of opinion polling in social research, people

have relied on question and answer exchanges to gather and share

information, opinions, feelings, ideas, and experiences.

Interviewing in the context of evaluation is a form of

instrumentation used in both quantitative and qualitative study

designs to collect data. Interviewing can occur through the mail,

over the telephone, in person, or in groups. Most evaluation

designs employ several types of interviews.

4. Remarks
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Interviews are often defined as being either structured or

unstructured. However, all interviews have structure in that they

involve purposeful thinking on the part of the interviewer and a

desired outcome from the exchange. Whether to understand the

lived experiences of a subject, as in phenomenological

interviewing; contrast perceptions on a common topic, as in focus

group interviewing; or construct joint understandings of a social

practice, as in ethnographic interviewing, all interviewing is based

on some assumption about human interaction.

Topic : Case Management/Counseling

Topic Objective:

At the end of this topic student would be able to:

 Understand Case Management/Counseling

 Understand types of Professional Counseling

 Differentiate professional counseling

 Understand society of counseling psychology

Definition/Overview:

This topic covers the concepts of Case Management/Counseling.

Now that students have read about some of the basic techniques

used in interviewing clients, they should be ready to look at how

those techniques, and the philosophy that lies behind them, are

used when they work with one troubled person (or a small family

group) in a case work encounter. The agencies in which they do

their internships, and the entry levels jobs they might be hired to

fill, will probably assign many different job titles to workers who

do this kind of human service intervention. We choose to refer to

these workers by the generic title of case manager/counselor.

Students need to be reassured once again that there are no hard and

fast lines between job labels. If they looked at a variety of social
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agencies, they would find workers doing the same types of tasks,

who are called family resource workers, advocates social brokers,

counselors and social workers. Whatever the title the agency

chooses to affix, these workers will be expected to help clients

improve and use problem solving skills and resources that might

alleviate the painful situation.

Key Points:

1. Introduction

Professional counseling is a skilled activity that involves assisting

others in managing and resolving psychological, emotional,

behavioral, developmental, relational, vocational, and other

personal challenges (chronic or acute) in order to facilitate

adjustment to changing life circumstances; promote personal

growth, needs attainment, and overall Wellness throughout the life

span; and prevent the development of more serious conditions. At

its essence, professional counseling involves the formal application

of theoretical and empirically supported psychological,

developmental, and learning principles to facilitate desired change

or growth within a larger system of ethical and professional

practice standards. These principles are implemented through

specifically tailored cognitive, affective, behavioral, and systemic

strategies and interventions delivered through therapeutically

oriented conversations and interactions.

2. Types of Professional Counseling

Originally derived from the Latin root, consulo, meaning to advise,

deliberate, or consult, counseling can be conceptualized in a

number of different ways. Professional counseling is provided

within the context of individual, couples, family, and group

formats. Some counselors define their work on the basis of

developmental life stages (i.e., child counseling, adolescent

counseling, adult counseling, and geriatriccounseling). Counseling

can also be distinguished temporally, whether it is intended to be

very short-term crisis counseling, brief counseling, or long-term

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

33
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



counseling. Distinct subspecialties within the profession of

counseling include school counseling, career counseling, and

mental health counseling. Counseling is also sometimes defined by

the distinct underlying theoretical orientations upon which the

professional counselor draws (e.g., solution-focused counseling,

person-centered counseling, existential counseling).

3 Differentiating Professional Counseling

There is a clear difference between professional counseling and lay

counseling, with the former being bound by professional ethical

standards and premised on sound theoretical and research-

supported principles. Professional counseling is different from

other helping activities such as guidance and health or

psychoeducation in that these other activities are primarily directed

at providing information and advice in an emotionally neutral

context. In relation to other mental health professions, professional

counseling is best distinguished by an emphasis on normal

development, adaptation to changing life circumstances, and

positive growth.

Although the terms counseling and psychotherapy are often used

interchangeably, the two are distinct. A simple perspective may

conceptualize counseling and psychotherapy as falling on a

continuum, with counseling designed for normal populations and

psychotherapy designed for clinical populations. To state this

another way, some individuals see counseling as more concerned

with adjustment to mainstream life transitions and normative

Stressors, while psychotherapy is seen as more concerned with

psychological disorders and psychopathology. An alternative

conceptualization is to attend to the traditional paradigmatic

differences between the two. Counseling typically follows a

growth-oriented, developmental, and preventive framework. In

contrast, psychotherapy typically adopts a medical (i.e., diagnose-

and-treat) model. Although the practice of counseling is not

intended specifically to diagnose and treat psychiatrically
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classified mental disorders in the tradition as the medical model, it

is intended to facilitate Wellness, personal growth, needs

attainment, and adaptation to changing life circumstances.

Consequently, when professional counseling is employed with

individuals who meet the criteria for specific disorders, the

emphasis remains on the person's ongoing adaptation, personal

growth, Wellness, and needs attainment. Through facilitating

positive movement and change in these areas, the person's

diagnosable condition may improve.

4 Society of Counseling Psychology

Division 17 of the American Psychological Association (ARA),

known today as the Society of Counseling Psychology, has

endured several challenges in formulating and refining a

description of what defines it as a specialty. Prior to the creation of

Division 17, the core of counseling as a profession had primarily

been in vocational guidance. In 1946, Division 17 of the APA,

titled the Division of Counseling and Guidance, was created.

Although counseling psychology became a separate division at this

time, the division still lacked a defining description that separated

it as a unique specialty. Since Division 12 (Clinical Psychology)

was already well established, the Division of Counseling and

Guidance was encouraged to establish standards for training and

practice in the same way that clinical psychology had. It wasn't

until 1951 that the field of counseling psychology emerged as a

separate specialty. It was during this year that the job title of

counseling psychologist came into use.

In 1951, Division 17 sponsored the Northwestern Conference on

the Standards for Training Counseling Psychologists. During this

conference participants discussed defining descriptions of the roles

and functions of counseling psychologists. It was also during this

time that the name of Division 17 was changed to the Division of

Counseling Psychology. Under this new title the description of

counseling psychologists included the following:
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The counseling psychologist is to foster the psychological

development of the individual. This includes all people on the

adjustment continuum from those who function at tolerable levels

of adequacy to those suffering from more severe psychological

disturbances. The counseling psychologists will spend the bulk of

their time with individuals within the normal range of functioning,

but their training should qualify them to work to some degree with

individuals at any level of psychological adjustment. Counseling

stresses the positive and preventative. It focuses upon the

stimulation of personal development to maximize personal and

social effectiveness and to forestall psychologically crippling

disabilities.

Within this new definition, counseling psychologists extended their

role beyond the primary confines of vocational guidance and

attempted to help people with all types of life adjustments.

However, there continued to be conflicts regarding the status and

proper focus of this new specialty. Another conference held in

Atlanta in 1987 provided increased clarity on the focus and status

of counseling psychology. At this conference the valued

characteristics of counseling psychology were explicated. These

characteristics included an emphasis on positive mental health,

strengths-based adjustment and coping, empowerment of

individuals, advocacy, political involvement, and direct teaching of

skills. Promotion of mental health was not only encouraged at the

individual level but extended to groups and systems. Counseling

psychology was considered to impact development across the

entire life span, to address adjustment and satisfaction in

vocational as well as personal spheres, and to incorporate

prevention and remediation strategies. In addition, viewing people

and their behavior within a sociocultural context influenced by

variables of culture, ethnicity, gender, sexual orientation, age, and

sociohistorical perspectives was also considered of paramount
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importance.

Counseling Psychology is a general practice and health service-

provider specialty in professional psychology. It focuses on

personal and interpersonal functioning across the life span and on

emotional, social, vocational, educational, health-related,

developmental, and organizational concerns. Counseling

psychology centers on typical or normal development issues as

well as atypical or disordered development as it applies to human

experience from individual, family, group, systems, and

organizational perspectives. Counseling psychologists help people

with physical, emotional, and mental disorders improve well-

being, alleviate distress and maladjustment, and resolve crises. In

addition, practitioners in this professional specialty provide

assessment, diagnosis, and treatment of psychopathology. Within

the context of life-span development, counseling psychologists

focus on healthy aspects and strengths of the client (individual,

couple, family, group, system, or organization),

environmental/situation influences (including the context of

cultural, gender, and lifestyle issues), and the role of career and

vocation on individual development and functioning,

In Section 4 of this course you will cover these topics:
Facilitating Groups

Program Planning

Organizing And Changing Systems

Topic : Facilitating Groups

Topic Objective:
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At the end of this topic student would be able to:

 Understand the concept of Facilitating Groups

 Establish a communication model

 Understand cognitive processes

 Understand domain-relevant skills and knowledge

 Understand the concept of personality and motivation

Definition/Overview:

Although many people seek out a case work/counseling

intervention when they need help with a problem, at some point

they are likely to discover that many other people have a similar

problem. They might benefit from interacting with people who

share similar life circumstances, giving and getting support from

them. Groups are not always easy to locate. Sometimes people find

a flyer advertising a group on a bulletin board of a hospital or in

their workplace. Often they are referred to a group by a friend or

human service worker. They might join a therapy group, a

recreation group or a self-help group that is led by a human service

worker or by a person who has lived with the same problem but is

now in recovery.

Key Points:

1. Introduction

Facilitation is the art of leadership in group communication. A

facilitator is one who fulfills this leadership role. In online settings,

these terms are often employed interchangeably with moderating

and moderator.

Facilitation in both online and face-to-face settings aims to

promote a congenial social atmosphere and a lively exchange of

views. The online facilitator resembles his or her face-to-face

equivalent in important respects. Here is how facilitation is

described in a classic account by Hiltz and Turoff: In order for a

computerized conference to be successful the moderator has to
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work very hard at both the social host and the meeting chairperson

roles. As social host she/he has to issue warm invitations to people;

send encouraging private messages to people complimenting them

or at least commenting on their entries, or suggesting what they

may be uniquely qualified to contribute. As meeting chairperson,

she/he must prepare an enticing-sounding initial agenda; frequently

summarize or clarify what has been going on; try to express the

emerging consensus or call for a formal vote; sense and announce

when it is time to move on to a new topic. Without this kind of

active moderator role, a conference is not apt to get off the ground.

2. Classifications of Facilitating Activities

One popular approach to classifying facilitation activities is to

separate them into four categories: pedagogical, social, managerial,

and technical. The pedagogical role concerns the teacher's

contribution of specialized knowledge and insights to the

discussion, using questions and probes to encourage student

responses, and to focus discussion on critical concepts. In addition,

by modeling such behavior, the teacher prepares the students to

lead the pedagogical activities themselves.

Successful online teaching requires a friendly social environment.

The social role of the teacher includes promoting human

relationships, affirming and recognizing students' inputs, providing

opportunities for students to develop a sense of group

cohesiveness, maintaining the group as a unit, and helping students

to work together in a mutual cause.

The managerial role concerns organizational, procedural, and

administrative activities. This role involves providing objectives,

setting timetables, and setting procedural rules and decision-

making norms. The technical role concerns responsibility for

ensuring participants' comfort and ease in using the network

system and the conferencing software. It requires the facilitator to

be proficient with the technology.

An issue of some importance in discussions of online pedagogy
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concerns what has been called teaching presence. Teaching

presence is defined as the extent to which the participants,

especially the teacher, are able to design educational experiences,

provide direct instruction, and facilitate discourse. In this context,

facilitation involves identifying areas of agreement and

disagreement, seeking consensus, acknowledging student

contributions and posing questions, prompting and summarizing

discussions, establishing netiquette, and diagnosing and dealing

with misconceptions. Like most of the large literature on the

subject, these approaches describe online facilitation in terms of

corresponding face-to-face activities. However, the

correspondences are not exact. The subtle differences between

online and face-to-face facilitation are due to the differences in the

means of communication in the two settings.

A communication-theoretic approach to facilitation emphasizes the

differences between online and face-to-face activities. This

approach highlights the specific communicative activities

belonging to the online facilitating role. These can be distinguished

for analytic purposes from other activities of facilitators such as the

social management of personal relationships in the group, technical

support for participants with difficulties, and pedagogical practices

such as asking questions and explaining concepts. Focusing on

these communicative differences is helpful in gaining a fuller

understanding of the online setting and the special demands it

makes on facilitators. (For a full list of communicative functions,

see Facilitation Form 1.)

3. Establishing a Communication Model

In face-to-face settings the facilitator's most difficult challenge is

to manage turn taking skillfully to ensure that everyone has a

chance to speak. Turntaking is not a problem in asynchronous
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online forums. Instead, the online facilitator is mainly engaged in

compensating for the absence of the usual tacit cues that enable

communication partners to understand and recognize each other

when face-to-face. The online facilitator's first and most basic task

is to construct the social reality of the electronic encounter by

choosing a communication model for the group. As soon as we

enter a room, we orient ourselves more or less consciously in

response to tacit cues we notice in the context of the

communication process we are about to join. These contextual cues

establish a shared communication model from which flows roles,

norms, and expectations.

Because no tacit signs visible in the environment establish a

communication model online, facilitators typically must make an

explicit choice for the group they lead, reducing the strangeness of

the medium by defining a familiar context with a system of roles

and rules imitated from everyday life. The facilitator must outline

the norms of online behavior early in the life of the group. These

contextualizing functions are all-important in relieving some of the

anxiety participants experience in a communication setting that is

not defined in advance by tacit cues. Once a communication model

has been established, the facilitator must play the specific

leadership role it implies, such as chairperson, host, teacher, or

entertainer. In part, this role will consist of monitoring conformity

with the communication model and reassuring participants that

their contributions to the discussion are appropriate, or where they

are not, gently guiding them toward a better understanding of the

model. To keep the conversation on track the facilitator must also

occasionally offer explicit meta-comments, which broach

communication problems encountered by the group as a whole.

4. Cognitive Processes

Michael Mumford and his colleagues have identified several core

cognitive processes that contribute to creative problem solving.

Problem construction, or problem identification, is the first step in
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the creative problem-solving effort. Because problems that allow

for creative solutions are ill defined, the problem-construction step

is particularly important. Ill-defined problems, which are common

in organizational settings, are those in which multiple goals and

means of solving the problem are possible and multiple solutions

exist that are possible and acceptable. This ambiguity facilitates

creativity but also necessitates problem construction. The problem

solver must first identify the important goals and information

required to solve the problem, as well as any restrictions on the

solution. Research on problem construction suggests that it is an

effortful and time-consuming process and that engaging more

actively in the problem-construction process results in more

creative solutions.

After the problem has been defined, the problem solver must

search for the information needed to solve the problem. This

information may already be available to the problem solver, or it

may need to be obtained from external sources. Once obtained, the

problem solver must combine this information in new ways before

a creative solution results. Research findings again indicate that the

cognitive processes required for this step necessitate a large

commitment of time and effort. In addition, the quantity and

diversity of information available to the problem solver from this

step may facilitate creativity, up to a point. Too much information,

especially irrelevant information, will hinder creative performance.

A third core process that is necessary for creativityand one of the

most-researched cognitive processesis idea generation, which is

typically measured using divergent-thinking tests. In organizations,

idea generation is often called brainstorming. Much of the

empirical work on divergent thinking and brainstorming has

focused on fluency, or the number of ideas, as the main way to

evaluate idea generation. However, it is clear that just having a

large quantity of ideas is not necessarily related to having good or

creative ideas. Research has shown that providing instructions on
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the goals of the idea generation focuses the attention of the

problem solver on that goal, resulting in different outcomes based

on the instructions. Instructions to be creative, flexible, or original

increase the creativity, flexibility, and originality of the ideas

generated, respectively. Instructions to focus on one goal at a time

lead to more solutions but ones that only solve for that goal,

whereas instructions to solve for two conflicting goals result in

fewer solutions but more complex ones that attempt to solve both

issues presented. Instructions seem to provide a way to evaluate

ideas and therefore determine whether the ideas generated match

what is needed. However, very little research has explored the

idea-evaluation process specifically.

Finally, later phases of creative problem solving necessitate

cognitive processes that facilitate implementation planning and

monitoring. This includes the generation of contingency plans for

the implementation of the idea and the monitoring of the actual

implementation to make changes as necessary. Although both

implementation planning and monitoring are cognitive in nature,

the actual implementation and carrying out the changes needed

because of monitoring involves more social processes, and

therefore they are typically viewed as innovation (the

implementation of a creative idea).

5. Domain-Relevant Skills and Knowledge

Creativity cannot occur in a vacuum. Studies have shown that

domain-relevant knowledge is required for the generation of novel

and useful ideas. An individual must have a foundation on which

to develop a creative idea. However, it has been suggested that a

high degree of expertise may lead to habitual performance, thereby

hindering creativity. In addition, diverse information may be

beneficial for creativity because it helps to break the rigidity of

thinking that can result from too much knowledge in any given

area. Therefore, the ideal level of knowledge required for creativity

is believed to fall somewhere between the novice and expert levels.
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6. Personality

Research in this area has investigated the relationship between

personality variables and creative performance. Openness to

experience, a component of the five-factor model, has been most

consistently linked to creative performance across domains.

Creative individuals are often described as independent, persistent,

introverted, curious, self-confident, driven, impulsive, and tolerant

of ambiguity. In addition, several personality variables have been

linked to creative performance in one domain but not another. For

example, a meta-analysis reviewing studies on personality and

creativity revealed that creative scientists tend to be more

conscientious and closed-minded relative to noncreative scientists

and creative artists, whereas creative artists tend to be more

emotionally unstable and reject groups norms relative to both

creative and noncreative scientists.

Attitudinal variables have received limited attention in creativity

research; however, research that does exist suggests that they are

important. Studies have shown that individuals who have a

preference for ideation, value new ideas, and delay premature

closure are able to generate more creative ideas. Attitudes toward

creativity may provide the motivational force to apply the

cognitive processes needed for creative performance.

7. Motivation

Theresa Amabile's seminal work on the effect of motivation on

creativity suggests that intrinsic motivation is critical for creative

performance. Providing rewards may hinder creativity by creating

an extrinsic as opposed to an intrinsic motivation. However,

current research suggests that not all external rewards have a

negative impact. External rewards may provide informational or

controlling cues. Informational cues let the individual know what

is important and improve performance, and therefore they increase

intrinsic motivation. Controlling cues focus the attention of the

individual on the external reward and evaluation, thereby
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contributing to extrinsic motivation.

Topic : Program Planning

Topic Objective:

At the end of this topic student would be able to:

 Understand the concept of Program Planning

 Understand the concept of Planning Process

 Understand program planning applications

Definition/Overview:

Human service work, because it involves people and their

problems, is frequently chaotic and hectic. There are never enough

hours in the day to spend with clients or enough workers to prepare

a lobbying campaign or look for funding. Many of our jobs have

intentionally vague job descriptions that are expected to change as

the worker discovers more about the needs of her group or

community. Finally, we must often structure and prioritize our

tasks with little help from our busy supervisors. All of these

agency realities demand the use of good planning skills.

Furthermore, many entry-level workers will be asked to mount

small scale programs for their agencies, where each worker is a

generalist. This chapter will help equip students to face these

planning tasks with some level of security.

This topic describes the basic tools of the planning process the

calendar/memo books, computers, files, task lists, flow charts and

agendas and minutes that help us lay out the work that must be

done and make sure that we remember our commitments. The

chapter is organized around the three major phases of the planning

process. The first phase we call trouble shooting. It is during this

initial period that a problem or GAP in services begins to be

defined and studied and public support to fill it is generated.
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Key Points:

1 Introduction

As part of the strategic planning process, a program/actionplan is a

tactical roadmap that links the goals and objectives developed

during the preliminary precampaign planningprocess with the

actual outcomes of the campaign. An effective program/ action

plan lists a series of tactics for operationalizing campaign

strategies and clearly defines the specific steps, behaviors, and

actions that are needed to effectively execute those tactics.

Whereas the strategic planning process outlines specific goals and

objectives for each targeted public, the program/actionplan focuses

on the tactics that will be used to reach those goals and objectives.

Tactics are specific communication behaviors, vehicles, or tools

that are used to operationalize the strategies and impact the target.

Campaign communication tactics can come in many forms and can

make use of both controlled and uncontrolled media. Examples are

letters, meetings, press releases, press conferences, placed media

messages (advertisements), posters, billboards, and protests. For

each tactic, the action planmust clearly identify who is accountable

for performing tasks, meeting timetables or schedules, deploying

necessary resources, and staying within budget.

2 The Planning Process

Public relations students and practitioners are often familiar with

the acronyms used to describe well-known public relations

campaign planningprocesses. Acronyms such as Marston's (1979)

RACE (Research, Action Planning, Communication, Evaluation)

and Hendrix's (2001) ROPE (Research, Objectives, Programming,

Evaluation) represent the series of steps that are needed to

effectively plan, implement, and evaluate a campaign. The goal of

these planningprocesses is to provide a methodical and systematic

mechanism that helps the campaign planner understand the issue at

hand, clearly identify publics, develop realistic and attainable goals

and objectives, select appropriate and effective strategies and
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tactics, execute those strategies and tactics, and finally evaluate

effectiveness. It therefore not only serves as a blueprint for the

nature (such as the selection of channels and media), order, and

timing of all of the tactics to be used during the campaign, but also

clearly articulates the roles and responsibilities for those who are

involved and the allocation of available material and budgetary

resources.

3 Applications

When developing program/action plans, the careful practitioner

must remain focused on the larger picture: the desired outcomes of

the campaign. To reach those objectives, the practitioner must

clearly identify the decision makers who make up the publics that

are or will be involved. Similarly, the practitioner must use current

knowledge or research in determining what will influence the

decision maker, factors and processes that will be used to arrive at

a decision and take action, and finally how best to reach and

impact that decision maker. These behaviors or tactics must be

coordinated to maximize the effectiveness of the campaign

strategies. Tactics are selected and prioritized by their ability to

reach and affect the target public. Traditionally, at this stage the

issues of channel selection and placement are addressed; that is,

communication vehicles (a letter, press release, or advertisement)

are selected for their ability to gain the target's attention and to

persuade or motivate the target public. Finally, the effective

campaign planner will also build in some redundancy to increase

the reach of the campaign and to reinforce the impact of previous

strategies and tactics. For example, if voters in a local referendum

are the targeted public, letters to the voter (based on lists of

registered voters) might be coupled with an ad campaign that uses

print or broadcast ads or with an advocacy approach that targets

newspaper articles on the referendum issue. Multiple tactics should

be used to increase the reach of the campaign, to reinforce previous

strategies, and to build resonance whenever time, material, and
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budgetary resources are available.

The effective program/action plan also clearly defines the roles and

responsibilities for all involved in executing a particular tactic.

This high level of specificity not only allows for the more efficient

use of resources such as time and manpower, but is also important

in the budgeting process. As part of the delineation of roles and

responsibilities, the action plan should also clearly identify the

parties that are to be held accountable for effective execution of the

tactics. When individuals and groups know that they will be held

accountable for the effective implementation and execution of

tactics, the level of follow-through and the quality of work

increase.

The scheduling and timing of tactics are also an important aspect

of a program/action lan. An effective campaign consists of a series

of coordinated tactics that are used to reach a set of goals and

objectives. This means that tactics should be scheduled and

implemented to maximize their effectiveness while minimizing the

impact of competing effects such as distractions, possible

distortion, or competing campaign messages. Moreover, careful

attention needs to be given to the nature of the campaign, the

complexity of the issues, and the levels of current knowledge and

involvement of all key publics. Complex or unknown issues may

take longer to develop than more well-known or simplistic issues.

For example, the importance of scheduling and timing can be

demonstrated by examining the use of campaigns around American

holiday seasons. Although some tactics can be tied in to holidays

(such as MADD's use of New Year to maintain awareness of the

ravages of drinking and driving), many campaigns should avoid

holidays because their targeted publics are focusing elsewhere, as

are the mass media who might be used to reach them. Careful

scheduling and timing also can maximize the efficiency of

resources such as budgets and staffing. For example, unless the

campaign is using the political process or needs to impact public
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opinion during an election period, a campaign tactic used around

an election period will not only get less attention from the media

and key publics (who are focused on the candidates and other

electoral issues), but will also cost more because of the increased

market costs of buying media time and space.

Tactics should be scheduled in a way that maximizes the use of

available manpower or staffing. Realistic timelines need to be

developed to ensure that all necessary steps are completed to

produce high-quality messages and to effectively implement

tactics. Although last-minute work and tight deadlines can be used

to deliver fast results, poor message quality and staff burnout may

detract from long-term success. When determining staffing, one

should also carefully examine the use of paid and unpaid campaign

workers; although volunteers who are committed to an issue can

often perform as well as paid personnel, they may lack expertise or

professionalism and may be less available when faced with

competing events or schedules.

Finally, effective action plans must carefully include realistic

budgetary outlines for all tactics and may often include a small

reserve to cover unforeseen costs, to target unexpected obstacles,

or to counter messages and tactics used by competing

organizations. The costs of all planning, production, and message

placement, as well as postage and distribution, need to be factored

into any budget. Similarly, the campaign professional builds the

costs of interim or midcampaign evaluation into the

planningprocess. Effective action plans can make use of

preliminary research and formative evaluation, but they also

should plan and budget resources for interim evaluations,

especially when facing complex or emotional issues. The use of

many levels of evaluation in a campaign can help to ensure that

programming and tactics are achieving results and are on track to

meet strategic goals and objectives.

Topic : Organizing And Changing Systems
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Topic Objective:

At the end of this topic student would be able to:

 Understand the concept of Organizing and Changing Systems

 Understand critical commentary and future directions

 Understand attitudes and their importance

 Understand formation and change

Definition/Overview:

We know that human service workers strive to improve and protect

the mental health of people. In this chapter we explain why they

must be equally concerned about the mental health of social

systems and of the environments in which their clients live and

work. Often the rules, regulations and mode of operation of a

system can create or increase an individual's problems. The most

competent counseling or casework interventions will be ineffective

if the "sick system" continues to exert its negative pressures. To

alleviate the clients distress, we must go to the sources of the

problem, which might mean changing those elements in the clients

environment in his work situation, his housing, his community that

are harmful or inhibiting his full growth.

Key Points:

1 Introduction

Organizing and Changing Systems describes the changes in an

organization that align it with environmental demands. These

changes can be seen as environmentally or organizationally driven

(or both). Dynamic qualities of Organizing and Changing Systems

suggest that it is a process that takes place over time. Furthermore,

the characteristics of organizations and their environments interact

to create unique identities and ways in which organizations adapt
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over time. Increasing attention is being paid to the pace and order

of Organizing and Changing Systems.

2 Conceptual Overview

The outer context in which an organization operates (its task

environment) is important when discussing Organizing and

Changing Systems. It serves as a broad source of critical

contingencies that can impose reasons for differences and

commonalities across organizations. There is a debate in the

literature over whether Organizing and Changing Systems is

environmentally or managerially derived. For example, on one side

of this debate, natural selection theorists, who adopt an

environmentally derived point of view, believe that external

constraints are so strong that organizations retain very little

discretion over their own actions. They believe that such things as

political processes, number and size of firms within an industry,

market share, technological processes, and information processing

requirements determine organizational characteristics and

outcomes. This makes managerial discretion very limited and

unimportant.

Limitations of this environmental determinism perspective revolve

around the traditional contingency perspective and its emphasis on

eliminating the need for management. Specifically, the strategy of

an organization cannot follow automatically from an

environmental situation; otherwise, few, if any, distinguishing

features between competitors would exist within an industry.

Industry structural characteristics and the importance placed on

various activities and performance can vary. On the other hand,

firms within an industry can collaborate to make their

environments more manageable. The individual organization

borrows and adapts ideas that have survival potential. This is the

enacted environment, which can vary according to managers'

perceptions of organizations' distinctive competencies and

environmental uncertainty.
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On the other side of this debate, theorists who adopt an

organizational or managerial point of view believe that large and

powerful firms are subject to very little constraint, resulting in

almost unlimited discretion. Although there are always some

external constraints (e.g., governmental, economic, industrial) and

internal constraints (e.g., human needs, power structures,

information systems, technological processes), the dominant

management coalition retains a certain amount of discretion over

(1) the industry in which to operate and (2) the goals that allow the

organization enough slack to engage in satisficing behavior. Once

performance exceeds this satisficing level, management's values

and preferences prevail over determinalistically derived theories of

management.

The debate over organizational-managerial choice versus

environmental determinism can be problematic and distortive.

Because of the ambiguity on both sides of the argument, an

interactive, rather than absolute, view of Organizing and Changing

Systems is more accepted. This neocontingency perspective of the

adaptation refers to the process of Organizing and Changing

Systems. The open systems theory of organizations triggers

thinking about independence and interactive effects that exist

between a system and its environment. Those who support this

interactive view argue that choice is both a cause and a

consequence of environmental influences because cause and

consequence interact and conflict, which results in noticeable

Organizing and Changing Systemss. For example, individuals and

their organizations can choose in decision-making circumstances,

enacting their own environments. Yet structural characteristics of

industries may exist that are not easily controlled by individuals

and their organizations.

Raymond Miles and Charles Snow's classic search for variations in

the capability patterns of competing organizations within a single

industry spotlights the dynamic interaction between choice and
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determinism in the institution-organization relationship. Miles and

Snow suggest that depending on the importance of adaptation

problems and corresponding solutions, four specific configurations

of strategic types exist (i.e., defender, prospector, analyzer, and

reactor). These strategic types characterize how organizations

respond to their environments. Supporting research emphasizes

that strategic differences exist between these strategic types

because they act on information in different ways.

Strategy type change, associated with organization ideology

change, is also possible. Different perspectives associated with

strategic change exist, related to rate of change and type of change

(i.e., inertial, incremental, revolutionary).

3 Critical Commentary and Future Directions

More recent research suggests that Organizing and Changing

Systems is a processa more encompassing and complex view of

strategic change and Organizing and Changing Systems. The

notion of configurations, archetypes, and design archetypes

emphasizes a dynamic and holistic perspective of Organizing and

Changing Systems across organizations. A major theme in the

organizational change literature is that organizations go through

periods of evolutionary or incremental change, interspersed with

short, sharp, radical transitions. Rapid change is seen as positive

because it creates momentum to overcome inertia that builds up

over time.

The pacing of organizational change and adaptation is seen as

important, but there is a lack of consensus over the speed at which

change should be implemented. Also, there is a lack of agreement

over the reasons that pace, sequence, and linearity of change vary

across organizations. Furthermore, what is the order of change?

More real-time longitudinal data, of both individual and aggregate

analyses of organizations, are needed for theoretical advances in

studying Organizing and Changing Systems.

Attitude formation and change are crucial processes in human
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social and legal interaction. It is useful to start by defining what an

attitude is and describing its importance before turning to the

processes that affect attitude formation and change (also known as

persuasion). Particular emphasis is placed on the dichotomy of

deliberative (central, systematic) versus superficial (peripheral,

heuristic) factors. After discussing the strategic use of persuasive

techniques in ventures such as sales and politics, we will consider

the extensive relevance of attitude change to legal processes.

4 Attitudes and Their Importance

Often described as the central construct in social psychology, an

attitude is a disposition, favorable or unfavorable, toward some

object (such as a person, group, or thing) of consideration.

Attitudes are important because they guide behavior, although

psychologists have shown the attitude-behavior relation to be

complex and not necessarily predictable. Social scientists and

pollsters typically measure attitudes with direct questions about

one's favor toward the object (such as product, politician, or

policy) of interest. Recent methodological developments have

enabled researchers to measure attitudes more indirectly,

sometimes using unobtrusive or even subliminal stimuli so that

assessments are made without the attitude holder's awareness or

control. While researchers now know attitudes to be mentally

activated spontaneously on the mere perception of, or thought

about, the attitude object, some still question whether an attitude

exists before the question is asked.

5 Formation and Change

An important consideration with regard to attitudes is how they

form and change, and considerable research has been dedicated to

this issue. In a sense, many psychologists conceptualize attitude
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formation as a form of attitude changefrom no attitude to some

attitudeand so research on these subjects has typically gone hand in

hand. Common synonymous terms for attitude change include

persuasion and influence, specifically when another person or

group is acting as an agent of change.

Most simply, attitudes form and change through reasoning and

argumentation. This is perhaps how most people assume attitude

change occurs, and it is consistent with theories of rationality that

are popular in many of the social sciences. Psychological theory

describes such attitude formation and change processes as central

or systematic, and there is evidence that, under specific

circumstances, such as when there is ample time to make a

decision, the decision maker is highly motivated to be correct,

sufficient information is available, and so on, people do make

careful, deliberate considerations when forming and changing

attitudes.

In contrast, considerable research indicates that there are many

peripheral or heuristic routes to persuasion. For example, in

addition to the quality of the information itself, people are

influenced by the source, the style, the order, and other factors

related to the message they receive. To be sure, source (the person

delivering the persuasive appeal) can be a valid basis of judgment

(for example, with regard to expertise and credibility), but it has

been shown that irrelevant source features, such as physical

attractiveness and similarity, are also influential. In addition to the

central-systematic versus peripheral-heuristic dichotomy,

psychologists have distinguished between informational and

normative (or social) influence on attitude change. The former has

to do with the specific, instrumental content of a persuasive appeal,

and the latter reflects the drive to conform to group normsto fit in.

Taking peripheral influences to the extreme, people have more

positive attitudes toward things with which they are familiar, even

if they are not consciously aware of their familiarity (as when they
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are exposed to attitude objects subliminally). Similarly, researchers

have shown attitudes to form and change through the process of

implicit learning, whereby objects or concepts are paired

repeatedly, but unobtrusively, with evaluatively positive or

negative stimuli, resulting in a shift in attitude consistent with the

pairings. This implicates a conceptualization of attitude change as

a form of learningspecifically, learning an association between an

object or concept and an evaluation. In this regard, the extensive

psychological literature on learning, including theories of classical

conditioning, associative learning, and modeling, may be usefully

applied. Consequently, repetition and consistency may be

important factors in attitude change although, as research on

conditioning has shown, intermittent reinforcement (that is,

occasional rewards) can be very influential.

Psychologists have also shown attitude change to be affected by a

host of strategic factors that are often employed by those in the

persuasion professions, such as sales and politics. For example,

making things appear scarce makes them seem more valuable, and

therefore, people evaluate them more positively. Inducing

individuals to make a trivial, symbolic commitment can lead to

real attitude change because of the drive to have attitudes be

consistent with behaviors. Furthermore, the simple belief that

others hold an attitude can influence people to conform.

Advertisements that seek to make an association between a

positive, desirable concept and the product for sale, however

transparently arbitrary the association may be, exploit heuristic-

peripheral attitude change processes.

In Section 5 of this course you will cover these topics:
Understanding Legal Issues

Staying Current And Avoiding Burnout
Topic : Understanding Legal Issues

Topic Objective:
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At the end of this topic student would be able to:

 Understand the concept of legal issues

 Understand the importance of the codes

 Understand goals of a written code

 Understand the inquisitorial process

 Understand the role of professional judges

 Understand the role of laypersons

 Understand concurrent consideration of guilt and sentence

Definition/Overview:

Many human service workers are either ignorant of or ignore their

legal obligations. Legal issues are becoming increasingly important

in the human service field as the consumers of service become

more aware of their rights and more ready to seek legal remedies

for real or perceived wrongs. Students may find legal issues

somewhat complex and distancing because of the complexity of

the law. Laws change frequently, and vary from state to state. To

engage the student's interest, we have used many case examples.

To start the student thinking about these issues, we begin the

chapter with a legal quiz, presenting real cases that have occurred

in the human services.

Laws provide income and service resources that human service

workers need to know about in order to help their clients. When a

law requires mainstreaming of handicapped children, for example,

this shapes a workers practice in planning for a handicapped child.

Finding the right resource for a client involves the same problem-

solving steps that the worker uses in all other intervention

activities. Laws can also limit people's resources and rights. Laws

that police peoples behavior can create stigma and lower peoples

self-esteem.

Key Points:
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1 Introduction

There are as many legal systems in the world as there are nations.

In fact, considering the occasional variation within nations, there

are considerably more legal systems than nations. But despite these

differences it is possible to group each system as part of a

particular legal tradition. Comparative criminal justice scholars

distinguish these terms by describing legal traditions as reflecting

attitudes, values, and norms regarding the nature and role of law; it

is a broad concept that implies a deeply rooted and historically

based heritage. Legal systems, on the other hand, direct attention to

the specific organizations (e.g., police, courts, corrections) and

procedures (e.g., trial by jury) used to carry out the ideas of a legal

tradition.

The oldest contemporary legal family is the civil law tradition.

Persons familiar with the U.S. legal system often find this term

confusing, since in the United States civil law refers to private

wrongs (such as contract disputes), in contrast to the criminal law,

which deals with social wrongs. But in its original meaning, civil

law referred to the law that people established for themselves, in

contrast to the law that was imposed upon them by nature. The first

versions of civil law were provided in writing, so this legal

tradition came to be associated with written law. As a result, when

people outside the United States hear the term civil law, they are

more likely to think of a written legalcode rather than a contract

dispute or liable action.

Over half of the world's countries are part of the civil legal

tradition. (As a point of comparison, only about one-quarter of

countries reflect the common law legal tradition.) One reason for

the widespread presence of civil law was colonization by early

civil law adherents, all of which were in Western Europe: Portugal,

Spain, the Netherlands, and France, for example, imposed their

legal heritage on colonies in Africa, Asia, and the Americas. As a

result, civil law spread throughout the world during the fifteenth,
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sixteenth, and seventeenth centuries, and at least some

contemporary legal systems in Europe, Asia, Africa, and the

Americas share a civil law heritage.

Two important themes common to countries sharing this tradition

are a reliance on codification of law and the use of an inquisitorial

process. A closer look at these two topics provides an

understanding of key concepts in the civil legal tradition.

2. Codification of Law

Laws spring from many sources. Some are believed to be of divine

origin, as indicated by the two tablets Moses received from God, or

the dictates of Allah as recorded in the Qur'an. Others are simply a

formal recognition of the principles of right and wrong found in a

people's customary or traditional ways. In the civil legal tradition,

the primary source of law is a written code provided by rulers or

legislators. Law, in this way, is said to be codified.

3. Early Examples

Contemporary civil law originated in the written codes of Roman

law, the earliest form of which dates to 450 BCE. when a council

of ten men inscribed twelve bronze tablets with specifics

concerning the rights of Roman citizens. These Twelve Tables

provided the basis for the private rights of Roman citizens and

were particularly concerned with the procedures to be followed

when taking action against a citizen. For example, the opening

passage of the Twelve Tables declares that if a man is summoned

to appear in court and does not go, the plaintiff (i.e., the

summoner) should call bystanders to witness as the plaintiff seizes

the man. If the man who has been summoned is ill or too old to

appear, the plaintiff should provide a team of oxen to bring the

man to court.

The rules and procedures provided in the Twelve Tables were used

by Roman jurists to decide the proper outcome in cases brought

before the court. These jurists were not lawyers or judges in the

modern sense, but instead statesmen upon whom the emperor had
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conferred the privilege of giving written opinions that would be

binding on the parties to the dispute. Because jurists could also

write on imaginary cases, there came to be an extensive, and often

contradictory, collection of legal opinions on a variety of subjects.

At this point, the emperor Justinian provided one of the most

important legal documents in the civil legal tradition.

Justinian became emperor in 527, succeeding his uncle Justin. As

one of his first acts, he charged sixteen experts with examining and

refining the massive bulk of juristic writings then serving as

Roman law. The resulting Corpus Juris Civilis was meant to

eliminate incorrect, obscure, and repetitive material. Further, it was

to resolve conflicts and doubts while organizing the remaining

material into some systematic form. At its completion in 533, the

Corpus Juris Civilis stood as the sole authority for the laws and

juristic writings.

Scholars from many countries came to study the Corpus Juris

Civilis and, as a result, it provided the basis for many European

legal codes. This situation endured until the fifteenth century,

when the idea of national sovereignty gave rise to national law.

The foundation had been laid, however, and Roman civil law

remained a large part of the legal systems in Western Europe and,

through colonization, in parts of Asia, Africa, and the Americas.

4. The Importance of the French and German Codes

Contemporary countries identified as being in the civil legal family

were most likely inspired by the civil codes of France or Germany.

The French Code Napolon (1804) was especially influential in

continental Europe and Latin America. It was developed to be an

easily read and understood handbook that would allow citizens to

figure out for themselves their legalrights and obligations. There

was a desire for a straightforward legal system that avoided the

need for lawyers and their tendency toward technicality and

complexity.

Like their French contemporaries, nineteenth-century Germans
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were intrigued by the idea of codification as a way to pull together

a new nation. Unlike the French, however, the Germans did not

believe it either desirable or possible to remove lawyers from the

legal system. The German Civil Code of 1896 (effective in 1900)

was a historically oriented, scientific, and professional document

that assumed lawyers would be needed to interpret and apply the

law.

It might seem that the resulting French and Germany civil codes

were so dissimilar that it is inappropriate to place them in the same

legal family. But while there are clear and important differences in

the way the two codes identified and recorded legal principles,

there are overriding similarities that make each an example of the

civil legaltradition. Specifically, both the French and German

codes incorporated a sharp separation of powers in which the

legislator makes law and the judge does not. And that brings us

back to the distinguishing feature of the civil legal tradition: The

source of law is codification by a political authority.

5. Goals of a Written Code

Codification is intended to have clearly stated rules allowing

citizens to know their rights and obligations. In addition,

codification should make it easy for judges to determine if a crime

has occurred and to apply the appropriate sanction.

Providing written laws that have such clarity and ease of use could

be accomplished by a comprehensive code book that anticipates all

possible crimes and punishments. Such a book would be

cumbersome and probably result in more obscurity than clarity.

Another approach would be to develop codes that express general

principles that are easily understood and applied in variety of

diverse situations. It is this latter approach that countries following

the civil legal tradition have adopted. Instead of offering direct and

specific solutions to particular problems, codes supply general

principles from which logical deduction provides a resolution in

each case. Civil tradition judges need only identify the applicable
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principle to decide a particular case.

The idea of a state authority (for example, a legislature or

parliament) being able to reduce to writing all the necessary

components of law cannot be seriously proposed. Yet that is the

objective under civil law. Ideally, the civil law judge simply

extracts the facts in the case, finds the appropriate provision, and

applies it to the problem. If a relevant provision is not found, the

fault lies with either the judge (who obviously cannot follow clear

instructions) or the legislator (who failed to draft clearly stated and

applicable legislation). Unfortunately, the ideal is just that.

Relevant provisions often cannot be found, so where is the

flexibility needed to handle those situations?

One way civil law provides flexibility is the recognition that

deducing a solution from a necessarily general legislative provision

may lead judges to different conclusions; that is, different

reasoning can lead to different results. As long as a judge shows

how a decision proceeds logically from the rule stated by the

legislature, the solution is acceptable. Similarly, the civil tradition

allows for changes in meaning over time. Earlier civil courts may

have ruled correctly, but subsequent modification in the meaning

attached to words in the written law allows and indeed requires

contemporary courts to arrive at different findings with sound

reasoning.

The civil legal tradition also gains flexibility by giving judges the

authority to characterize issues as either a problem of law or a

problem of fact. This is an important distinction, because a legal

issue, once recognized as such, must be followed, whereas a

factual issue is presented at face value and without an authoritative

connotation. Consider, for example, issues about evidence and

testimony. A civil court judge may find it strange to keep an

important piece of evidence or relevant testimony out of court. Yet

for that judge these are issues of fact: Did this person commit this

offense? For a common law judge, the same issues may be legal
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ones: Was this evidence or testimony gathered in the appropriate

(legal) manner? Obviously, providing the civil court judge

discretion to decide whether an issue is factual or legalallows a

degree of flexibility not found under common law.

6. The Inquisitorial Process

In addition to a reliance on codification, the civil legal tradition is

characterized by a reliance on the inquisitorial process for

investigating a crime and determining guilt or innocence. One of

the first things necessary to an understanding of the inquisitorial

process is to distinguish it from the term inquisition. The Spanish

Inquisition of the late fifteenth century was notorious for its use of

torture to compel cooperation in its religious investigations. The

only thing it had in common with today's inquisitorial process was

the prominent role given judges. The judge is at the center of the

fact-gathering process in the inquisitorial system, but torture is not.

7. The Role of Professional Judges

Countries following a civil law tradition typically provide judges

with opportunities for much greater involvement in the criminal

justice process than do common law countries. Under the civil law

system in France, for example, examining magistrates, chosen

from among court judges, direct and supervise the criminal

investigation by police and prosecutors. The idea of a judge

supervising a police investigation may seem unusual to citizens of

a common law country such as the United States. But from an

inquisitorial perspective, the judge is one more person who can

help determine the truth in a particular case. The common law's

adversarial process assumes truth will arise from an open

competition over who has the correct facts: At trial, the

prosecution and defense propose their versions of the truth and the

judge or jury determines which side has the most accurate

portrayal. In contrast to a competition between opposing sides, the

inquisitorial process expects all parties in the case to provide all

relevant evidence to the court, and assumes that truth can beand in
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fact must bediscovered through investigation. Because either party

may have an interest in hiding the truth, the state must be involved

early and continually in the investigation. The examining

magistrate serves to protect that state interest, but even the

prosecutor and defense attorneys are expected to assist the

investigation process by bringing forward and sharing any

evidence relevant to the case. To aid in conducting the judicial

investigation, examining magistrates (along with the police and the

prosecutor) have extensive search, seizure and detention authority.

During the investigation, the magistrate can issue arrest warrants

and detention orders and can initiate interrogations of the accused

and the victim. When the judicial investigation is deemed

complete, the accused is either released or formally charged.

Trials are conducted for those people who are formally charged

with a crime. But under an inquisitorial system a trial is more a

continuation of the investigation than a separate part of the justice

process. For example, trials are typically held even for persons

pleading guilty, since a confession of guilt is not viewed the same

as a guilty plea in a common law proceeding; instead, the

confession simply serves as additional (albeit very important)

evidence. In other words, the investigation continues in the

courtroom, and the judge remains actively involved in that

continuing investigation: The judge determines which witnesses

will be called and often asks most of the questions. Attorneys

representing both prosecution and defense are present, but their

participation is less prominent than that of their counterparts in a

common law trial.

8. The Role of Laypersons

When citizens in common law countries, especially in the United

States, think of laypeople participating in the court process, it is

often as a group of randomly chosen citizen jurors sitting off to one

side of the courtroom. Countries of the civil legal tradition also
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recognize the importance of citizen participation, but the result is

typically a mixed bench rather than a jury. In this functional

equivalent to a jury, private citizens and professional judges

combine into a single body responsible for deciding questions of

fact, and occasionally law, while determining guilt and

punishment. (Exceptions include the civil law countries of Austria,

France, and Russia, where citizens are sometimes used in a manner

more similar to the juries of common law countries; but citizen

participation in civil law trials is most often of the mixed bench

type.) Lay judges in civil law countries are typically members of

the local community and serve a term of several months, during

which time they may be called to be a lay judge at a trial. The

citizen sits at the court bench with two or three fellow citizens and

one or two professional judges. In most countries using this

system, the number of lay and professional judges is determined

according to the seriousness of the crime: More serious crimes may

be heard by two professional and three lay judges, while less

serious offenses may have only one professional and two lay

judges. The lay judges may ask questions of the defendant and

witnesses, and join the professional judges in determining guilt or

innocence. When the verdict is guilty, the lay and professional

judges together decide on the appropriate punishment.

9. Concurrent Consideration of Guilt and Sentence

Another feature common to most countries following a civil

legaltradition is the simultaneous consideration of the defendant's

guilt and appropriate punishment. In the United States and some

other common law countries, sentencing hearings typically follow

trials, sometimes by as many as several weeks. One reason for this

procedure is to provide time to gather information about the

defendant for use by the judge in determining the appropriate

sentence. The probation department, for example, will need time to

complete a presentence investigation.

Because determination of guilt and determination of sentence are
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separate procedures, the rules governing trials in the United States

differ greatly from those controlling sentencing hearings. The law

of evidence, for example, limits the nature and sources of

information that can be considered during the guilt phase of a trial.

However, there are few such limits at the time of sentencing. In

civil law countries, on the other hand, there are few limits on

evidence presented during trial since anything that might shed light

on a person's guilt or innocence is expected to be considered.

Similarly, since a punishment must be imposed on those found

guilty, it seems perfectly appropriate to the civil law court to admit

information about the defendant's past history and current

situation. Germany offers a good example.

The standards used in Germany to collect evidence about guilt and

sentencing may seem rather haphazard to U.S. citizens. For

example, hearsay evidence may be introduced, and the closest

thing to an exclusionary rule is the barring of evidence gathered by

deception, threats, or hypnosis. Character evidence, including prior

convictions, can be introduced even if the defendant refuses to

testify. Germany's Code of Criminal Procedure recommends

introducing evidence of prior offenses only as far as necessary, but

in practice the defendant's criminal record is usually read into the

court record just before the closing arguments of the trial.

Germans do not view the unified trial (that is, simultaneous

determination of guilt and sentence) and the unstructured manner

of gathering evidence as unjust. In fact, a German judge would

likely consider it absurd to limit testimony concerning a

defendant's need for treatment just because the testifying witness is

scheduled to provide other testimony about the crime at a later

point in the trial. The loss of relevant information would be seen as

a greater harm than any damage that might result from having

testimony occur out of order.

Topic : Staying Current And Avoiding Burnout
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Topic Objective:

At the end of this topic student would be able to:

 Understand the concept of Staying Current and Avoiding Burnout

 Understand the importance of work in people's lives

 Understand work stress and health

 Understand coping with work stress

Definition/Overview:

Burnout:Burnout strikes those in the helping professions

disproportionately. It has received a great deal of attention in the

field. Its symptoms can include difficulty in sleeping, irritability,

upset stomach, headaches, shortness of breath, and cynical and

callous attitudes toward clients. Its causes are both psychological

and sociological. Theorists who write and do research about the

causes and remedies tend to take either a psychological or a

sociological approach, but one should not separate the two.

Psychological stresses can include over identifying with clients,

and ambivalence and anxiety about the work. Social stresses

include conflicting social values. Human service work requires a

humanitarian ethos, and much of society does not share those

values. Communities often do not allocate the resources needed to

do a good job, agencies often sacrifice service goals to meet

bureaucratic needs.

Key Points:

1. Introduction

Work now more than ever consumes large portions of people's

lives. The importance of work in people's lives, alongside the

demands on one's time and energy, can be a tremendous source of

stress. Increases in work stress may result from people having

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

67
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



longer work hours, threats of job loss due to organization

downsizing, or a host of other factors, such as the day-to-day

strains in the work environment. Aspects of one's personal life can

make dealing with stress at work even more difficult. Although

many sources of stress are apparent in everyday life, most people

would probably report at least some level of stress at work. In

some cases, work stress can be the number one source of stressin

people's lives. Work stress can result from a lack of control over

work, which can leave a person feeling undervalued and

underappreciated, or it can be due to particular issues in the

workplace environment, such as shift work, long work hours, time

pressures, noise, surveillance and monitoring, and working with

hazardous products. Interpersonal conflicts with coworkers and

supervisors can also contribute to increases in work stress.

Work stress is perceived and interpreted differently by individuals,

and people will cope and respond to stressin different ways.

Situations that may impose stress on one individual may not be

stressful to others. Individual characteristics such as personality

traits and coping style can influence how a person responds to

work stress. Although these characteristics can be partly

responsible for how people respond to stress, working conditions

such as workload demands and pressures, conflicting expectations,

or fear of layoffs or being fired can influence the amount of stress

that one feels. Individuals with certain personality characteristics,

such as type A personality traits or people prone to depression,

may respond more often and more intensely to work-related stress.

Work stress can also result from an imbalance between a person's

efforts and the personal rewards he or she receives from work: for

example, workers who take on responsibilities above and beyond

their normal workload but who do not receive the promotion they

felt they deserved.

Work stress can depend on a person's developmental stage of life,

with sources of work stress being different for a new high school
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graduate compared to a worker in his or her 60s. Demographic and

personal factors can also be associated with work stressand include

age, gender, race and ethnic differences, financial problems, family

issues (i.e., caring for children or aged parents, dual-career

couples). Work stress can result from a poor fit between the worker

and the environment. Poor person-environment fit can lead to

psychosocial stresses and strains that adversely affect the worker.

A poor fit between the person and work environment can be

longstanding or brought on by recent changes in the work

environment, such as requiring workers to learn new forms of

technology (i.e., computers).

2. Importance of Work in People's Lives

The importance of work in people's lives cannot be

underestimated, and work means different things to different

people. For some individuals work provides an income and is

essentially a means to survive, whereas for others it gives purpose

to their lives and is a means to express or fulfill their interests.

Some people use work as a means to occupy their time, and there

are other individuals for whom work provides self-respect, a sense

of identity, and feelings of pride. It is not uncommon to find

individuals who live to work, while other people work to live. Both

perspectives on the meaning of work in people's lives can be

associated with work stress. For example, for individuals who live

to work, their identity may be closely tied to work. They may work

long hours in order to succeed and be promoted and, therefore, be

more regularly exposed to stress-producing aspects of the work

environment. For individuals who work to live, fear of losing their

job, and therefore their income, may significantly contribute to

work stress.

3. Work Stress and Health

While there may be some benefits to small amounts of stress, such

as helping one to remain productive and challenged at work,

prolonged stress can have debilitating consequences. Despite work
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posing an exciting challenge for people, it can significantly

contribute to health problems that include both physical and

psychological symptoms. Although work stress is not a disease,

work stress is a negative health outcome. Work stress can lead to

health problems, including the onset of new health concerns such

as cardiovascular disease or it can exacerbate existing conditions

such as asthma, irritable bowel syndrome, or high blood pressure.

Mood and sleep disturbances, headaches, fatigue, chronic pain, and

gastrointestinal problems can be associated with work stress.

Depression and anxiety can also be linked to prolonged work

stress. These health concerns can lead to increased absenteeism,

decreased work performance, and increased health insurance

expenditures. Most concerning is the relationship between work

stress and behavioral problems, such as anger that can lead to

violence in or out of the workplace. Work stress can also

contribute to alcohol or other drug abuse, whereby people use

alcohol and other drugs to regulate their emotions and cope with

difficult and stressful work situations. Increased caffeine

consumption and smoking may also result from work stress.

4. Coping With Work Stress

Given that stress in the workplace may be common and, at times,

unavoidable, helping employees cope with stress is an important

task for employers. Employee Assistance Programs, known as

EAPs, can often serve as a first line of defense for people

experiencing unmanageable work-related stress. EAPs may offer

different types of educational programs to help employees cope

with work stress. EAPs often offer stress management programs,

which may help employees learn how to identify forms of stress in

their lives; learn relaxation, time management, and coping

strategies; and become aware of the effects of stress on health.

EAPs also typically offer individual counseling, which can help

people with personal skills reduce work stress. Personal counseling

is also available to employees whose home life or personal life
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contributes to work stress. Counselors may help the individual

cope, for example, by figuring out ways to reduce work

environment conflict or to balance work and family and personal

life. A counselor's role may also be to help the individual develop

and utilize a supportive network of friends and family and

coworkers. Additionally, finding ways to use leisure to cope with

work stress may also be helpful. Leisure time may be especially

helpful in decreasing depression and anxiety brought on by work

stress.

Work stress can lead to job dissatisfaction and employee turnover

as well as to burnout, which is caused by a prolonged imbalance

between work and the individual. Coping with stress can hopefully

prevent burnout. Individuals who feel that they work in a

supportive atmosphere and who feel that their work provides them

with challenges are at lesser risk for burnout. Individuals who have

strong interpersonal qualities and social supports may be less likely

to develop burnout. Developing a person's inner set of strengths

through counseling may help to ward off burnout, build resiliency,

and help work to be perceived as more satisfying and less stressful.

Prevention and intervention strategies should be geared toward the

individual.

5. Measuring Work Stress

In order to assist individuals with devising coping and intervention

strategies to manage work-related stress, it may be helpful to

formally assess levels of occupational stress. A tool that can be

used to comprehensively measure work-related stress is the

Occupational Stress Inventory-Revised Edition (OSI-R). It consists

of three questionnaires comprising 140 items (total) designed to

measure three domains of occupational adjustment: occupational

stress, psychological strain, and coping resources. The OSI-R can

be completed in 30 minutes and provides information about the

domains using 14 scales. The results can be used to help

individuals understand sources of their occupational stress, work
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roles that contribute to their stress, and outcome information about

coping strategies and interventions.
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