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. _.'nBSTRAcv"

The purpoee of this research progectmwas to examlne-
the clieuts' perceptions of: the effectiveness of counsel-
| ling servrces which they received at the Cathglic Family

' Service Bureau of Windsor. The deSign and 1nstrument

' for this client Followeup study were based on a previous

‘descriptive study by the Family SerVice Assoc1at10n of ~
America carried out 1n 1970. Literature was reviewed
in four areaS° soc1a1 casework, effectiveness of case=
work some phenomena effecting casework outcome, and
cllent follow—up studies. Two hypotheses wers developed
~ito examine client reports of satisfaction With services, -
and improvement with problems presented for service. v
Research questions pfovideo further structure to the
~ research process. A purposive sample (188) of recently
closed cases was drawn from the Catholic Family Service
Bureau population (433), and self-addressed questionnaires’
were mailed to these clients. One half (51%).of the sample
respondeq; . -
Statistical tests'indicated that the‘respondents.
were representative of the sample and population, allow=-
ing reseerch findings to be generalized to the population.
The majority Q3 the sample was married, lived in the.qityf

of Windsor, and presented marital problems for services.

L.
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‘less interviews.'

. (53.7%) of the respondents. This corresponded-wrth the

‘- . ' ’ + -
. - I

".Other common problems were parent-child and indlvidual

L 2

personality adaustment Moep oliente recerved five'or_.i

C .

‘The researdh flndlngs 1ndicated that the majorlty

'(?1 6%) of cllents reported that. they were eatlafled

w1th the counselling serv1ces they received. General

.1mprovement w1th problems was reported by over one half

-

scale’ measurlng improvement (54.7% of the change scores
indicated improvement). . Findings lndlcated statlstlcally
significant relatlonsblps between lmprovement scores.

and the following variables: goal attainment, reasons

for termination, and client satisfaction with counselling

\ T ' —_

_relationship.

It was concluded that the- maJOrlty of cllents repprted.

satlsfactlon and improvement after rece1v1ng oounselllng

services at the Cathollc Family Service Bureau.‘ Recome .
) -

mendations wére made in-the following areas: social.

wofﬁzpractlce, .agency pollc1es and programs, agency
record keeplng, and further research,

¢
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INTRoDUCTIONV

EN

. Social Work has ex1qted as a profess1on a351st1ng

o

-people w1th their social problems since the turn of the,

century. Durlng the last forty years there has bsen

an increaslng reallzatlon wrthln the socral work profes-

sion of the need to examlne the outcomes of ths helplng
process. In the last decade, as'less fundlng'ls avall-

able for social serv1ces, an emphasls upon accountablllty

. " and serv1ce effectlveness\ﬁas developed. '

. A"y . .

If social work were still financed almost entlrely
by private donations, as in earlier days, our
concern could remain minimal. But modern emphasis
on- cost-effectlveness, efficiency, and effectiveness,
especially in the public sector, does not fit -very
well with counselllng activities conducted mainly
.on "faith"., With increasing direct government
1nvolv3ment in the provision -of social services,
there is llkely to be more and more expectation .

. upon us to provide tangible demonstrations of the
value of our work (Kelly, 1973, p.254).

Various researoh approaches have been developed to
evaluate the effectiveness of social sérvices. ﬁrogram

evaluation, often carried out or encouraged by funding

sources such as the United Community ‘Services, has been °

undertaken (Crane, 1974; Wong, 1974). Research projects

on treatment effectiveness have been carried out based
. .

'upon experimental de31gns (Powers & Wltmer 1951 Msyer

et al 1965, Reid & Shyne, 1969).

-

1
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’Deecriptive"research haeialeo been-ﬁsed tO'ihvestigate

. the effectmveneea of serv1ce (Slegel 1965, Mayer &

\TlmMS, 1969; Beck .& Jones, 1973). Tte prdlnge,from

thede different forms of reésearch have been used to

" plan -and-revise‘programs, to seek more. efficient and

effectlve meane of 1nterventlon, ‘and more generally, to
prov1de the best serv1ce pOSSible wlth the. funde available.'

The research progect reported here used one of these.

.-typee of research ‘design to examine the cllents' percep—‘

\

tions Qf the effectiveness of casework services whlch
they reeeived from the Catholic Famiiy Service Bureau
of Windsor (hereafter CFSB). The résearcher became

interested in this task through her experience as a

" social worker at the agency while on field placement as

a graduate social work student. This interest in test—
. , .

ing service effectiveness was supported by the tive

Director of the CFSB, Mr. Frank Macdonald.

This research project has taken _the form of a Client

"~ Follow-Up Study following the .format designed for the

Family Service Association of America (hereafter FSAA)
by Dorothy Fahs Beck and Mary Ann Jones (1973; 1977).

The purpose of this research project was to acquire feed-

back from clients about their experiences and perceptions

of counselling service at CFSB. The clients' satisfaction
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with  the aerﬁiéeé‘they received and_tﬁq'impfovement

“in their specific problem'aréasrwill be examined.

* It was the decision of the researcher' to focus

- the research on the client. This ‘was based onm'
the conviction‘thét the consumers of the érvice,
those who directly experience’ the helping/process
and must live.daily with its consequences, are a
valid, even indispensable, source of outgome
information (Beck & Jones, 1977, p.1). '

-The client can,report the‘infiuence ofibcunsellidg

intervention as well as the influence of faétprs'bé- '

L m -

DRV T
FEEERS :;_:.'

]

syond .the agency setting. .
' They are the-only ones who can report on their
expectations, their reactions to service and
agency policy, their unmet needs and their -

relationship with their counselor (Beck & Jones,:

1973, p.ll). ’ . - .

Comparisons of,the‘particular.findings will be
made with 'relevant data of similar studies of case~
work effectiveness (FSAA, 1972; Beck & Jones, 1973;
Blonde & Murpty, 1975; Dailey & Ives, 1978). As well
as reporting client satisfaction and problem improve-
ment, this project will describe the users of CFSB,
. their presenting problems, the serVicés they recgived'
and their reasons for termination. Differing reports
-of outcomes.of services will be examined in relation
to selected client and service characteristics.

The utilization of this research project will

have several ap@licationa. Catholic Family Service



. . A ’ R
Bureau and its staff will ba prov1ded with direct

ifeedback from their consumers, the cllente. The T
flndloge may be used to 1mprove-exlet1ng serv1ces;-
identify needs. for new progrems; and areas.for'proﬁes-
sional development (Riley, l9?5).ﬂ The project will
establlsh a baseline from whlch the agency may proceed J
- for further research. ThlS research will not: provmde'
'a full measure of quality and effectiveness of service.
_complete evaluatlon would need to 1nclude control
'.gro ps, before and after service testlng, evaluatlons'
from caseworkere and‘ihdependent'jﬁdges, as well esua
o measure:of'long‘term effecte; It will measure the
'short term results of intervention and is'“limited.to;
thiﬁgs the, client can perceive and decides to report"
(Dailey & Ives, 1978, p.253). The project also will
have implications for the wider sphere of the'social
work communf%y'bf edding todthe meaéer.number of
reports of research which provide client feedback‘for
Canadian social work agencies.

The findinge of the research will be desseminated
by various means. The researcher plans to hold a public
seminar inviting'the‘acedemic and social work community,
including the Board of Directors and staff of CFSB,
other family egenciee,‘social planning .groups. A copy',

of the thesis will be placed in the CFSB library, and

\'"_l\'



FSAA will be informed of the reeearch project. It 1@
_r_the researcherts lntent to publleh a summary of the
;_findlngs‘in a profeselonal 3ournal. : ‘

At thls p01nt aome deecrlption of the communlty
and the agency within which the research occurred is
necessary. The CFSB serves the geographlc area of

Wlndsor and Essex County. ThlS area 15 1ocated 1n the

- extreme southwestern part of the‘prov1nce of Ontarlo.

Essex County is bounded by water on three sides: L ke
'Erle, Lake St.. Clalr' and the Detr01t Rlver,kﬁnd/;;iada-

" United States border). To the east is the county of
Kent. Essex County contalns approx1mately 707 square’
miles, and has a variety of agrlcultural act1v1t1es.

The comblned populatlon of Essex County and the c1ty

.'_

" of Windsor was 307 195 in 1975. Windsor 1is located ohsy

_the Detroit River and has a populatlon of 265,000. It
is an important. Canadlan manufacturlng centre with motor

vehlcles and parts, food and beverages, and metal works

and machlnery belng ‘the three main areas of productlon.:‘

"Windsor is also an important transportation centre and
port 'of entry (Unemployment Insurance Commission, 1971°
Tourlet and Convention Bureau of Windsor & Essex County)
The area is served by a wide varlety of health,
welfare, and social gervices., One of these is the -

' Catholic Family Service Bureau of Windsor. The agency

'-__'. 4
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. was eetabllehed 1n 1948 by Catholic Social Servxcee of o

the Diocese of London. There is still a‘consultlve
_relationehlpethween thie orgaﬂization and‘tﬁe“agency.

At the time of the study, CFSB employed flve.

“profeselonal soc1al workers as. well as prOV1d1ng fleldf

placement experlence for two graduate and one under-" |
graduate social- work students. Durlng thegePrlng and
early summer of 19?8 two temporary profeselonal staff
were employed 1o replace two workers on leave. ;The
'agency has an Executive Dlrector who -carries out

: adminiStrativerfunctiohs, and is responsibie'to the

Board of Directors of the agenoy. The social work staff ..

handlee.all cllents from 1ntake to termlnatlon.
Counsell;ng serylces are provided to those‘persons
.requestiog such service. Some otter agency activities
are community development and or&anization, reeearoh,f
and family life education. Ae.welllas toe services
offered from the dFSB's central‘offioe in Windsor,
therd are two branch offices located in Essex County
at Amoerstburg and Belle, River. The regular profese
sional employees staff'these'offices one to three days
a week., The cost of agency services is partially met
by fees for service from the client. In 1978, 690 |
clients received services from the CFSB. The three

major presenting problems byrought by these clients

et e em el m eeem e
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the agéncy:- caseﬁqu; commuhity developmént; family.

* o

A

f

‘during 1978 were marital (42.2%); parent-&hild (33.3%);
perébpél'adjuatmeﬁf (21.9%) (CFSB;.in proceés),".

CFSbeas;identifiéd‘a'cent#ai purpose -for agency

gérvice. ' This is:

To contribute to harmonious familj inter«relation-

ships, to strengthen the positive valués in family

life, to promote healthy personality development
and satisfactory social functioning of the family

‘and its members; be it through functions that are

curative, ‘preventative, or through the provision

‘of resources (CFSB, 1978). .

This purpose is implemented through five functions of

L

Co life edﬁdation;_professionél developmen; and éducation{

' and pesearch., The First three df these-functioﬁs are
'viewgd-as the péamary taské of the agency, .Howeve?,
cognsglling,‘or the provisioﬂ of family centered case~
waﬁ and‘group work tfegtmeﬁt services" (CFSB; i§?8),' -

constitutes one half of the annual agency budget expendi-

The CFSB is a sectarian agency. Its' Board of

Directors bhas suggested the following guideline for

staff: | o . . .

«..provide the best possible service to clients
applying for assistance regardleas of the client's
religious beliefs or ethical practices. However,

. within the limitations implicit .in the nature of -
. casework or other professionally accepted methods.

employed, ataff members are expected to give due
recognjtion to CFSB's role as a .church related
Agency (CFSB, 1973, p.3). .

D B B e S PP
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In North Amerlca, the concept of agencies providlng
famlly aervices datea back to the early part of thlB

~century.. In 1919, the Amerlcan Assoc1ation for Organizing _

_ Family Social Work vas establlshed. This Assoc1atlon‘

prov1ded structure, breadth, and prof9531onallzation to

»the serv1ces of the Charlty Organlzatlons. Prior to

this tlm«” soc1al work had focused prlmarlly on the

basic economic needs of families. This was axtended

to include/ non-economic family grobiems as well. 'Eamily'

. . casework, improved standards of gserviée, and action upon

important family life issues were of coé@érnﬂﬁo'tﬁé
' L ) . . s
Association. o . C T

i-'*.'_ -

5,

"oe

"In 1946; the present FSAA was-ésféblished; ;t_was
a direct outgrowth of the former association.’ slnéé,
the 1930's, economic support progréqs wad beeﬁiiﬁcregs-
ingly assumed by-qaﬁiopal,governmenté fhrodgh social |
security programs. This soc Letal change ‘enabled family
service agenc1es to emphasize casework serv1ces prov1d-‘
ing personal, emotional and- social aupports to family
life. -

In 30 years the interest and commitment to the
family by so;ial work agencies can be illustrated by
E/f\fact that by 1975, FSAA bad 300 afflllated family

agenc1es; the Natlonal Conference of Cathollc Charities

had 400 affiliated family agencies; the Council.of



ry

family agenciea (Ambroalno, 1977, p.429) .

s
L]

Jewish Federationa and Welfare Funds had 100 afflliated
’

o

The  CFSB of Windsor is a subscrlbing member of the

"FSAA. There are 31m11arities in agency atructuke, recordW '

keeplng and stafflng to. other member agenc1e$. The

"central purpose of ‘the CFSB, stated prev1ously, 1s iden~
A\J

"tical to that adopted by the- FSAA in 1953, and reafflrmed

in 1963 (Committee on Methods and Scope, 1953, Committee

~on Range and Emphases, 1963)

= The CFSB is also a member of the Onfario Association

“of Famlly Serv1ce Agenc1es (hereafter QAFSA). This

Assoc1at10n has about B4 member agenCLes. Its membership

is open to those agencmes whose prlmary functlons.

lncludé\the strengthenlng -of fdmily llfe through
the prov131on of famlly counselling, preventlve
services and the improvement of the social envie
ronment in Ontarlo OAFSA 1978, p. ?)

The Association acts ~upon the mutual concerns of 1ts
member agencies, seeking funding,.policy and leglslatlve
recognition of problems effecting families in 0ntariq§

In summary, the social work profession has become

increasingly aware of the need to examine the effective=~

.ness of social work intervention. There have been

several types of research design used to evaluate social
work services. One of these types is the cliént_foliow-

up study which elicits -and examines clients' perceptions

)



\of the efféctiveness of casework serv1ces wirich they
recelved. This research proaect follows th:t)

for the cllent follow-up study designed by FSAA..A
The settlng of the research was the Cathollc Famxly

Service Bureau of Windsor.

10
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CHAPTER II.

2

A SURVEY OF THE LITERATURE

A comprehen51ve survey of the 11terature ‘in the -

areas of famlly casework factors 1nf1uenc1ng outcomee
. and casework's effectlveness would be a task of cOn-
smderable magnltude. Adequate unﬁeretandlng gf the
toplc would lnvolve an exten51ve review of. the litera=
ture in the areas of deflnltlons of 5001a1 casework
concepts of casework practlce' phenomena. affectlng
‘outcomes' research en effectlveness of caeework' and
client reactions to agency service. To facilitate an
ﬁndersfanding of the fesearch'preject, the-aﬁthor:heef
- read material related to-each of these areas. Tﬁis
information was divided into four eejor seetioes fo
' simplify presehtation. These sectione.are:
Social Casework.
The Effectiveness of Casework~Service. .
Some-Pheeomena Effecting Caeework Outcomes.,
Client Fellow=Up Studies. |

Social Casework

The development of casework services to the
family is directly 'symbiotically' related to
social change and the resultant changes in the
family. This is also true.of the development
of casework theory (Garton f Otto, 1964, Dp. 3)

’ 11
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As socmety and the famlly have changed and modlfled
» themselves durlng thls century, eo have deflnltlons
of casework practloe \ The : 5001a1 work“profe351on .
‘ grey from parish work wlth the POOTr. - Cherlty_
Organizefi9n$ gérezfoﬁﬁded:aed aftempted.to foster
selfnreliance-aﬂ&4iﬁ§roye,femily living conditions.
Origina;ly,‘vdlunteer'friendiy visitors fisitedjthe'
"poor.: Lafer, there were‘paid‘eerkers to prdvidemf
service to the needy. This work emphesiZed the

famlly as a productlve economic unlt in 5001ety. A

speaker at the Natlonal Confere

Correctlons had thls deflnltlon of” caseqorh.
Casework deals with life lived uns ccessfully.
Itshbu51ness is to siir men and women whose
situation is markedly unfavorabl to move on
to_a more remunerative plane of effort (1915,

"Pe 9J5)°
‘With the advent of professional. training for
Cif caseuorkers and increasing soc1etal affluence af?er

WOrld War I, the focus of casework was modified.

The'emphasls on the worker-cllent relatlonshlp, and

work wlth famllles and 1nd1v1duals remalned central

to caseuork however treatment could occur on two
fronts: personallty, and soc1al env1ronment. - In

1922, Mary ‘-Richmond wrote:

L

Social casework consists of those processes
which develop personality through adjustments

T,
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consciously effected, individual by individual, .
between man and their social envircnment (p.98-99).

Richmond emphasized personelity change for the client,
.«ssthe highest test of soccial casework is growth. .

in personality....Only an instinctive reverance

for personality, and s warm human interést in

people as people can win for the social case-

worker an affirmative answer to this question

(of caseworker effectiveness) (1922, p.260).

In 1959,'thefMilfo:d.Conferénce on Social Case

Work placed i tance on the casework relationship

and the'devélopment of the individual's and family's
’ self méinteqaﬁce,qapacities. R R T

'The most significant contribution of social’

casework to society is not its gbility to

deal with parental neglect, illiteracy, mental

defect, physical handicap, pauperism, and . (

6ther items...but in. its increasing ability

to deal with the human being's capacity for

self maintenance when it has become impaired

by these and other deviations from accepted

standards of normal social life. It has made

its highest contribution when its client no

‘longer needs the social case worker, not be-

cause he no longer faces these deviations

but because his developed capacity for self

maintenance is equal to the task of dealing

. with them unaided by a social case worker
‘(Milford Conference Report, 1974, p.l7).

N

The world wide depression during the 1930's
placed new outside stress on families and individuals.
‘Out of/this.period éame the shift of responéibility
for economic sugport progrems from private agencies

to the public sector. UNew emphasis'ip cagework was,




' placed on the ciient's pérsohai”étrengths.and goélé’
" rather than u51ng an ideal 5001etal standard to ‘set
goais.u The use of dlfferentlal dlagnosls ‘and treat~
ment in'caseuork began-(Lowry, 1936). The two sepa-
rate ‘concepts, fhe'pérson'and the:envirqnﬁent, wére
”_mepgedﬁ‘ ’ 7. |
... bhe functldh of soc1éi casewori is not %o;pkr
treat the -individual alone nor his environment
alone, but the process of adaption which is a
dynamic .interaction between the two (Reynolds,
1931, p-109). | ;
| Garton -and "0t%o descrlbed casework goals for thls | |
_'perlod to be the"healthlest p0551ble functioning of

the 1nd1v1dual phy51cally, psychologlcally and

economlcally in his own SDClal 51tuat10n” (1964, p.70).
| Durlng the 1940 S, famllles and 5001eLy were dls—
rupted by a second major war. As a result of the new
ﬁfgency and‘moﬁility within 5001ety, emphasis in case-
work services tended to be more upoﬁ the individual,
rather than the famlly.

i

War is a maao“ dlsaster which affects the llves
'of all.of us to a greater or less degree. - In-

2 dividuals and families bear the brunt-as the
‘usual emotional and social equilibrium is upset
-and dislocations are imposed on the familiar
way of life (Day, 1944, p.363).

During this decade, the development of divergent schools

of tﬁought about casework practice began'and continued

.



:15:

on 1nto the flftles.' The diagnostic school wes

[

devaloped by Gordon Hamllton, and later grew 1nto

psycho-soclal.casework. It was defined.by Hollis as:

o == Casework treatment is- conceptualized as a blend -
of processes'directed as diagnostically indicdted .

- toward modification in the person.or his social '
or interpersonal environment or both, and of

- the exchanges between them...,The objective. of
treatment may be to enable chaﬁée to occurin
the individual(s) or in the sitdation or in
both (Hollls, 1970, p.36- 37

Ghange was uhought to come through the process of the _
cllent galnlng an understandlng_of his smtuatlon viar
the casework relatlonshlp. e |

Another conceptual model developed in the same

- period, was functional casework. It ‘was definéd as

a method fop engaging a\client through a .rela-
~ tionship process, essentf ally one to one, in

the use of a social service toward his own and

the general soclal welfdre (Smalley, 1970, p. 81)
| This approach emph351zed. the cllent S ablllty to
choose and grow, the provision of concrete service;
and a helplng process that evolved through a part-
nership between the worker and the.cllent._ The-out-
come was not predetermined by the worker alone.

In the fifties, Periman developeﬁ another socéﬁl

casework ‘model - the problem-solvinf process. This

approach emphasized the following acbive elements:



"';'34222%%2 beset by a problem seeks help with = -
‘- that problem from a place either a social.agency

or some'other social instilution) and is prof--
fered such help by a profegsienal social worker .
. who uses a process, which-8imultaneously engages
« . and enhances the person's ouwn problem~soiving -
: " functions, and supplements the person's own
_+‘problem-solving resources (Perlman, 1970, .
p.135-136). L B

B
)

- These,modéls_were‘helpful.as.thepretipal,guides

L -

to social work'pragtice,rﬁut the profession sfill,

éought a definifion tha$ wouldAdéscribe'social work
practice régardless-of the theoretical school of:

thought. In 1950, such a definition.appeared from

an international organization:
’ . . .

C - The social worker...performs a primarily tech-
- nical and instrumental function calculated %o
- make more rational, more intelligent and more
. effective (a) the efforts of “the community in
promoting social well-being, and (b) the.
efforts of individuals, families, and groups
.50 overcome 'obstacles to productive and =
. satisfying’ living (United Nations, 1950, 'p.19). -

Later, in 1958, the National Association of
Social Workers presented a working definition of
social work practice which inéluded'many of the con-.
.J/‘ , i ' . ) "
cepts discussed in preceding definitions and stressed
the casework goal Of changé:

" The social work methed is the responsible, con-
scious, disciplined use of self in & relation-
ship with an individual or group. Through this

relationship the practitioner facilitates: inter-
‘action between the individual and his social

R 16
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‘;1environment with a conbtipuing awareness of-the"' e
' reciprocal -effects of one upon the other. It -
facilitates change: 1) within the individusl
4n relation. to his social -enviromment; 2):of
‘the social environment in its effect upon the
ipndividusl; 3) of both the individual and the
social enviromment in %heir interaction. - o NS
 (National Association of Social Workers, 1977, )) . ,
Around the same bime as the formulation of these
theoretical and” conceptual modeis‘within social base—
erk, and the‘attempts_to-défine the actual practice
.of social work, there appearedytwo other developments
which influenced social chsework. One of these was
the theory and practiée of crisis intervention and
brief treqthent; rocusihg on the individual and fami{y i
in erisis (Rapoport, 1970; Golan, 1974).‘ The other

‘develobment was the emergence of family theory.and

family therapy. Contributions to the latter were \gade

‘from the following theoretical bases: communicabio
theory, social fBle theory, systems theory, and others.
. Family therapy has two major theoretical assumptions:
1) The family is a systen, here defined as two
or more units relating to each other in such a
way that if there is & change in one it affects
_ the other and the reaction of the second in
turn affects the firste... ‘
2) Family developmental tasks parallel individual
developmental tasks (Scherz, 1970, p.223, 229).
Within family therapy several intervention models

have evolved. Sherman, a proponent of integrative
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family therapy, places the_fbcus'on‘
 the family éystem and family procéés, subsystems
and processes in which, various:individuals and X
members are aligned, and yet [Cthe worker] relates
%0 each. individual member as a particular and
‘different human -being... (1974, p.465).
Another approacﬁ'is the communication}interactive _
approach‘typified'by Satir (1967) and Haley (ﬁggg).
Heferthe'family'sysiem ig the brimary'focus“with gmpha=
sis placed on improvement Qf‘communication and inter-
action skills., Whatever approach or modification of-

approach is adopted .

' family therapy considerably enricues the possi-
bilities for treatment from the outside, in o
(family to-individual) as well as from the inside,
out (individual to family) (Sherman, 19??,ﬁp.436); -
The 1960's and 1970's have broughﬁ“sociai work '

practice to an eclectic approach to casework intervention

(Hartman, 1974).

Most believe that a flexible armamentarium of
approaches to individuals, family, or part of the
family is essential and matches life; that is,
people have 'private preserves'! of their own as |
individuals along with being spouses, parents, . : !
children, and'sihlings (Sherman, 1977, p.438). L

Fischer has presented a definition of proféssional intenf
personal helﬁing.tﬁai‘typifies the ecleétié nature of
casework:

[It];.yencompasses a wide variety of intefveﬂfive

practices, methods and techniques. In the broadest
sense, interpersonal helping can be described as
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informed purposeful 1ntervent10n either directly
with, .or on behalf of, a given person or.persons
(cllent) The goal of such intervention is -
to bring about.positive changes either directly.
in the client's functioning, or in environe
mental factors immediately impinging on ‘the
client's functioning. These 1nterventlons

" are intended to enhance aspects of the client's
feelings, attitudes, and/or behaviors in such
a.way that his personal and social function=~
ing will be more satlsfylng and benefic1al to
hlm (1973, p.xv11)

! \

Thus, casework can be viewed as purposeful activity

with a set goal by an informed professional‘éﬁd a

1

. client,

(Beck and Jones (1973, D 1?7) used a deflnltlgﬁp
of casework wrltten by Perlmgn as a basis for thelr
client followeup study. This deflnltlon was:

Casework is a process focused on the person's
felt need and is guided by assessments of his
motlvatlons, .capacities, and resources., Its
purpose is to enable a person (or family)
suffering from a general social problem or a
uniquely personal one to suffer less, to cope :
better, and as a result, to feel able to deal n
with his tasks and relationships with 1ncreased
confidence, steadiness and satisfaction
(Perlman, 1972, Do 1?6)

It can be‘seen that over time and in the présent

day there are many ways to describe social casework,

and its practice. An excellent summarizing statement

has been made by Freed:

R e T T IR TSRO pe RN



The core concepts of social work, regardless.
of schools of thought, are: (1) the person-
situation is centralj (2) the individual and

. the family must be viewed as bio-psycho=-social
entities; (3) all behavior is meaningful and
purposeful; (4) people-are adaptable, and can
change. if they want to.and can learn new ways
of solving problems; (5) the relationship. ™ |
between client and workét is the primary belp-
-ing mechanism;‘(G) each person has worth and
uniqueness; (7) the client has the rigit of-
self-determination; (8).the caseworker's ‘stand~-
ards and values must not be imposed on clients;
(9) the trinity of gtudy-diagnosis—treatment
is an integral part of the casework method;

and (10) the goal of treatment is to help the

client or the family develop the ability to

improve social and personal functioning in

order to achieve a more satisfactory life
(1977, p.220).

Presenf social caSework hés adapted aﬁd grown:
tﬁrough social concerns, cultural change, afd theo~
retical and research developments. One can foresee
continuing change in the focus as.weil as theJAefi-
nition of casework és‘it is influenced by future
social issues andlneeds. It is appropfiate that
sociaivﬁork, a profession facilitating change in
Hglients through casework intervéntion, is itself
not a static prbféssion{ but responsive to internal

and societal change.

20
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The Effectivenpss'oi Cagework Service

‘ Siﬁge ‘the 1930's, reseayrch hds been c;s;i‘f:ied out to
fést.the effectiveness of cdsework-aerﬁiééé. ‘One of
the earllest reported soc1al work studies was the
Cambridge-Somerv1lle T¥outh Study (Powers & Witmer, 1951)‘
As social workers have 1ncreasmngly'recqgn1zed,the impors
'_tance‘of aégeséing‘thelresﬁlts of.their intervention,
pthér'studies have appéare‘ These'variﬁus séudies\have
“beén'reviewed by researchers Yo examlne flndings, and
seek 1mpllcat10ns for social work practlce.

-

Thls_sectlon will examine some of‘the conclusions

as presentedlby these.réviews con&erning the effectivenéss

. of casework services. First, however, an examination

ﬂof paraliel reviewé of psychotheréby effectiveness

wouid also be relevant_to this discussion. Psychotherapy

is not eguivalent to sdqial work;-howe?er, psychothefépy's

testing of effectiveness does have‘implicationsfbr'case- ‘

work. Researéh haé found thai bqth professions have

similar views and attitudes towards clients,‘as well as

similar intérvention techniques (Fischer, 1973). Further-
more, "...there is no evidence that the profession of the

" helper leads to any difference in hlS suéiz;;\W%tﬁ/;IEénts"

(Fischer, 1973, p.19). Therefore, flndlngs of psycho=

therapy effectivenesgyhave relevance for social work

- intervention.

N - . .-
e e e e O
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In 1952 Eyeenck shocked'thé helpiﬁg-proﬂessiens‘
with his conclusions after rev1ew1ng research ‘on the’
effectlvenesq of treatment w1th adult neurotlcs. When.
lrecovery rates of neurotlcs rece1v1ng treatment ‘were
c0mpared w1th the recovery rates of neurotics in. the
care of general practitioners or in custodlel_care, 1t;

was found that}

Patients. treated by means of. psychoanalysis

-improve to the extent of L4 percent; patients

treated eclectically improve to the extent of.

G4 percent; patients .treated only custodially

or by general practitioners improve to the

extent of 72 percent. There thus appears to be <

an inverse correlation between recovery and 3

‘psychotherap the more psychotherapy, the

smaller the recovery rate (Eysenck 1967, P 2?)
Eysenck was unable to find clear evidence that psycho=-
therapeutic treatment brought’ about the recovery of

vatients with neurotic disorders.

Levitt reviewed 35 research repbrte evaluating the
effectlvenees of psychotherapy with neurotic chlldren.
When thelr 1mprovement rates were compared to thoqe of
untreated neurctic chrldren,,llttle difference 1in rates
of improvement was found. 4It was reported

The results of the present studf'fail to support

the view that peychotherapy with 'neurctic!

chlldren is effective (Levitt, 1957, pe. 42)

At about the same tlme, Shaffer and Shobenllden;i-

fied three dimensions common to effective psychotherapy,

regardless of the "school" of the therapist. These
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'dimenslons -were part of ‘the counselllng relationshlp

"warm concern" '"nonretaliatory permlesiveneqe“, and

."honesty of communication" (1967, P. 6) . Rogers.

elaborated on tﬁ%szigpncepts of the effedtive COunselling

" relationship necesgary to bring about change for the

client. The counsellor must be congruent and success—'

'fﬁlly communicate uncdnditionallpoeltlve regard and ‘

-

empathetic understanding to the client (1967, p.73)
~Truax and Carkhuff reviewed reports of effec%ive-"
ness research in psyehotherapy published between 1960 -

and 1964, They concluded that "pqychotherapy as, currently

-practiced can be both helpful ‘and harmful" to cllents

A
(19673 p.pSl). Ev1dence_that certain therapists were

- effective suggested the need for further research to

identify specifically the characteristics of suceeesfull
intervention.
Bergin reviewed six research studies which uséd

control groups and made the following conclusions:

- The studies reviewed appear to have demonstrated
that control groups may actually represent a.
test of the effectiveness of nonprofessional
therapeutic conditions, that these conditions

‘may very well exist in professional psychotherapy
as well, but that they are found primarily among
a selected group of therapists and that the
remainder of .therapists have a negatlve effect
.which accounts for the unimpressive results

among experimental groups (19672, p.54).

Later, Bergin presented a synthesis of research

findinga of psychothérapy ef&gctiveneee. His findings

23
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supported those of his forerunners.

Psychotherapy mag cause people to become better . o
or worse-adjusted than comparable people-who do -
not receive such treatment.

Therapeutic progress varies as.a functlon of :
therapist characteristics such as warmth, Eathy,
adequacy of. adgustment and experience (196?

P 402, 408). :

These findings questlonlng the value of psycho—

therapy rocked that prof9881on,'as well as caus1ng

other helping professionals to take closer looks at

htheir own-assumptions of effectiveness.

In 1968, Briar reviewed sdcialngrk research which

tested effectifenéss. He found evidence that césework

~did not reach the groups which would appear to be ﬁQsﬁ

~

_ \ , o : .
in need of casework services (for instance, the poor);

and that the casework method was inéffective with-those

who did receive service (for_example, Meyer et al, 1965).

Brigr suggested that casework had too narrow a scope of

practice and training, as well as being bureaucratized

to the detriment of the client, and lacking sufficient

-

knowledge of the-change process. In summary, Briar

étated:

These are gerious cr1t1c1sms of the most funda=~

~“mental sort, for what they assert is that case-

workers have put commitment to a method before
buman need and that the methode to which they
have developed these strong commltments are
1neffect1ve (1968 P.6).

5001a1 work was in a similar situation to that of psycho- _

therapy. - Research testing of the effectiveness of



1nterventlon did not support professional assumptions
'of effectiveness' ‘ .

In 1972, Gelsmar examined 13 experimental research
.studies whlch had examined soclal work. effectiveness.
He’found toat four of the studies showed no signlficsnt»
ohaoge~for treated Cidents"tﬁo'of the studies‘shosed
very llmlted ch‘nge for treated clients; and the remain- '
'1ng seven studlss, although provmng their hypotheses, |
;really showed only modest change for treated clients.
Geismar recommdnded that sbcial work give more attention
‘to evaluative'research. One suggestion_sas'to build
- research into Practice. It was also suggested thsl
studies/ﬁgﬂgsglicsted and the nuil bypothesis be tested.
Meyer (1972) commented on Geismas's work, suggesting
that research.needed to give sore attention to the .
testing‘of the sultability of casework-gosls. "Perhaps,
_ out of our professional developmental stfains, we have
developed grandiose pretensions" (Meyex, 1972, p.185).
Important questions had to \pe answered. wefe these
goals reallstlc and attaingble? Did these goals
represent the clisnts! ‘goals for treatment? Treate- -
ment goals should not be general fof all clients (such
as personality change or socialization), but particular
to each client and his problem.

Grej and Dermody (1972) reviewed six experimentsl

research studies testing casework effectiveness.
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Negative reeulte were found in 50% of theee etudiee._.

I; was recommended that methode and goale of treatment

‘ ehould be better defined and ehould he examined for . "E v

y

thelr approprlatenees to the target populatlon. -
Segal (19?2) carried out a rev1ew of effectlveneee
7reeearch etudlee in 8001a1 work whlch varled somewhat
from the forementioned etudiee. He " 1ncluded botH thoee ‘ ~\,'
‘w1th experimental deelgne and descriptive deelgne. -
These were divided, 1nto two groups for dlecu531on°
cllents w1th peychologlcal probleme (and more often
lvoluntary involvement in treatment),rand_cllents with X
- social problems such as poverty. or delinquency (and
more often non=voluntary 1nvolvement in treatment)
Segal found that treatment wae more likely to be effec-
tlve with voluntary than non-voluntary clients. It
was suggested that clients: “who want to change, change,
and those who have no investment in change, do not change™
(p.15). Summarlzlng his findings, Segal etated.
The evidence with respect to the effectiveness of
g0cial work thérapeutic interventions remains
equivocal. The trends in the data, however, point

atrongly in the negatlve direction (1972, p.1l5).

Fischer (1973; 1976) reviewed social work research

s

studies which examined casework effectiveness using
experimental or guasi-experimental deeigne. In 1976,

be used an 80 peint framework to analyze 17 studies.
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He found that services ef professional caeeworkers were

" no more effective Wihan either mo services at all, or’

Bt M ey e

kaphazardly received_oriinformsl services" (1976, p.71).

- Furthermore, it was found that deterioration occurred
in thfee_quarfers‘of the clients who were treated.

The” evidence on the presence of deterioration
among clients of professional caseworkers is
. strong enough to justify the warning. that pro-
fessional casework may be hazardous te our
clients! well-belng (1976, p.109). '

Flscher explalned thesefqggatlve flndlngs by suggestlng

that casework had over 1dent1fled with psychodynamlc )
theory and practlce. He suggested that casework stould
build researeh into'its.‘ﬁfsctice.‘ Fischer recommended
thaf casework examine andeadopt interventiencoscepts
and fechniqees thatlhad been proven effective through
research. These ineluded structured content asd time,
behav1or modlflcatlon techniques, and the fac111tat1ve
dimensions within client-worker relatlenshlp.

| Fischer's 1973 and 1976 publications received much
comment, and reaction from the social- work profession.
Briar in 1973 also published an article which, although
examining casework effectiveness in a more general wa&,
made a similar impact upon the profession. Briar stated
that unless casework made some appropriate and necessary

changes, it was doomed to extinction. since it was not

really Tregponsive to the needs of its clients. °



>~

) .-‘. A . -- ~_V‘-‘.‘- l_ ‘ h .‘ . - . ’ 28.-“..

-

- If caseworkers&have.claimed”to}be able to help:
persons with certain kinds of problems and the '
‘evidence shows that they have not done gso, then
caseworkers. better return to. the drawing board .
and look for other ways to accomplish their aims.
‘It is also fair to criticize caseworkers. if they -
lose sight of ‘the problem, the need, the.person,

. and the task in a precccupation with techniques,

- 1deologles and theoretical concepts....it is fair

 to criticize casework if'it cuts itself off from
persons who need its services (p.ly, 15), '

:Briar suggested that caseworkers examine and incorporate

._the‘intérvention approaches-of brief tfeatment, family

of social broker-.and advocate.

Wood. (1978) carried out a review of experimental

'or_quasihexperimental reséarch evidence of casework
effectiveness. She diacussed the findings of these

-studiéggin terms of their implications for pracfice,

research and prbfessional educaéion, Wood found that

althoﬁgh casework was not "Fead",‘iﬁ was. in need of

: fherapy to increase its effectiveness. She recommended

that: S S

Practitioners must become more aware of the
similarity between the practice process and the
research process and must [apply the thought and

" methodology of research to practice; that graduate
achools of social work must improve their teaching
of research and make it more relevant to the needs
-of students of direct practice; that teachers of
direct practice must incorporate teaching of
regearch methodology into their teaching of prace
tice; and fthat researchers must generate studies
that focus on process as well as on outcome and
that lead to prescriptions for practice (p.456).

»-

‘therapy and bqhayibr modification, as woll as the roles

\
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In summary, social work generally; 4nd casework

" ° more epecificaliy;.has-had only limited guccess in
‘ proving treatﬁent effectiveness. Several recommenda--

'tione have arisen from reeearch flndlngef}uch as:

research ehould be replicated; research should be
bullt 1nto practlce- better definition of treatment

and research goals are needed° characterlstlcs of o f

succesasful 1nterventlon must be 1dent1fled and adopted

‘in practlce.

Changee 1n social caeework have already begun to’
oceur as a result of effectlvenees research. Casework
now includes the use of brief treatment and family

therapy.  Teéchnigues and theories from other social 4-

' sciences have been adopted. Social workers have become

less complacent, and less willing t6 assume that.their_

intervention is effectives It may be predicted that

casework will continue to change, as research provides

more information about the characteristica and extent

rof effective social work practice.'A

Some Phenomena Effecting Casework Outcome

Ae discﬁseed in the previod§A§EEEISh, social work
and other helping profeesione have encountered difficulty
in proting through research the general effectiveness
of their 1ntervent10ne. Phenomena which effect the
positive or negatlve outcomee of 1ntervent10n are cure

rently oqif partlally recognlzed and underetood.

\
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- Although more research is needad to develop a. cleaner
and more comprebenslve plcture (Strupp & Bergin, 1969;
;Flscher, 19?8), some concepts effectlng casework oute
come Jhave been 1dent1fled.' Thle section will dlecuse:fk-‘
the following- concepts and thelr lnfluence on casework |
outcome' Vcontlnuance, perspectlve, structure, and

relatlonsblp.

Continuance

Brlar rev1ewed etudles ‘which examined variables
‘effectlng the llkellbood of a client contlnulng with
.casework services, rather than dropping out. He
1dent1f1ed° an association between contlnuance and
the congruence between the worker and client in. defining
the problem;‘an association between continuance and -
client mobivation; and an'association between continue
ance and the type of presenting problem (1966, p.25~27).

Fowler found”positive associations-between continue
ance and: fee discussion in first 1nterv1ew'Aa ‘second
‘ appomntment being made durlng ‘the initial contact°
and the 1ntake-worker continuing as the ongoing worker
on the case (1967, p.276). Hall and Dick found that
the age;, marital status, sex of the cllent had an
association with contlnuance. "The marrled female who

is over forty years of age has a greater tendency to

drop out of therapy" (1970, p.16). They suggested



'that initial waitlng periods for ser\rice be kept to

a minimum. Their report empha51zed the importance of E

- goal settlng with cllents, and assessment and evaluation
of these goals within a set period of time.

-Perapective

Several soc1al workers and other helplng profes-_ | -
sionals - ‘have wrltten about the clash in perspectlves b
between the worker and the cllent.

| b Cloward and Priven have been crltlcal of 500131
work for its- adherance to bureaucracy and the medlcal
model of treatment -

We invoke this w1tchea' brew of “prof9551onal

knowledge and technique" to brand people with

horrendous ‘psychiatric labels, and impose on .

them the loss of efficacy and selfeesteem that

inevitably follows. The ultimate absurdity

occurs when we persist in stigmatizing people

even -when our own "diagnostic techniques” : v

fail to disclose evidence of pathology

(1975, P.xxViii). |
Social work has too often been pathology—oriented
rather than client-oriented.

Kittrie (1971), a sociologist, commented on thig
same approach within society, and the dangere of the
therapeutic’ state. Those who are different (or deviant)
from the norm have been forced 1nto therapy with a goal
of causlng them to conform to the societal norms--to

become properly eoc1allzed.
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There are many areas ‘where miaundérstanding may

occur between worker and client, and the -social worker

‘needs to be aware of these, and aéﬁ écbofdingly.

"

The potential for mlsunderstandlng...ex1sts even
before the parties meet and in initial meetings.
«sse«The social Worker and potential client probably
live and have lived in different worlds. They may
" have different interpretations of resources,
objectives and the mean to attain them. What is
a routine matter to one may be an unusual and
-lngo%erable experience to the other (Rees, 19?5,
p.b2 :

Social workers serving working and lower class

clients must be aware of their different class and

cultural approaches to problem solving. Tuey must not -

exclu51vely assign the cllents' behavior durlng serv1ce

.to psychodynamlc igsues. SOClal workers need to be

aware of the various cognitive and cultural elements

within thé client,

Workingeclass persons, compared with middleeclass
-persons, are more oriented to the present. Such
an outlook seems to be especially compatible with
an approach to problem-solving that relies on
deterrance, in contrast .to one that seeks to
uncover underlying causes and to effect changes
in them (Mayer & Timms, 1969, p 38) -

In Mayer and Timms! (1969) study, worklng-class

clients found the social worker's insighteoriented

approach to counselling confusing and frustrating.

- They had expected advice and active intervention, rather

% than seeking insight into their problems.
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Structure _
One concept: that has been recognlzed through the .
g varlous reviews of effectlveness research -1s the, need ‘
for structure in ths casework process. Two of the most
complete dlscus51ons were made by Wood (19?8), and

‘Flscher (19?8) Wood deflned'

Six prlnclples of "guality pracE{c;T:..
~Accurate definition of the problem

" -Analys1s 0f the problemefactors creating or
- maintaining it and factors that can help
resolve it .

. -Assessment of the problem's workablllty and

.. setting of goals
- -=Negotiation of a contract with cllent

=Planning a strategy of 1nterventlon
=Evaluation (1978, D. 451)

an analysis of the various 1ntrapersonal, 1nterpersonal
and social system factors related to the problem,

. Factors that can help to resolve the problem must be:
1dent1fled, and goals met for problem solving. The
client and worker then negotiate a contract based upon
these previous steps. ACtLVlty by the worker and

client 1s planned and carrled out.; Ongoing evaluatlon
of progress, and-an evaluation at the end of the gervice
contract are the final steps in "quallty bractice"

. (Wood, 1978).



Sh
Fiacher (19763 1978) also advocated the use of
structure in casework 1nterventlon to produce p031tive

' outcomes.

", Structure means observing the relationship between

' given current antecedent and resultant elements
-involved in a particular. problem; interfering in
such an arrangement to realign variables so as to
‘produce a different outcome or effect; using .
environmental manipulations, perhaps encompassing
persons outside the formal casework program, to -
bring about desired effects; introducing and
ensuring as much certainty, dependability, and .
control in heretofore uncontrolled and uncertain
situations as possible; and, mgst importantly,
making those changes in ways cénsonant with the
integrity and values of the Cll nt and the
worker (1978, D. 137).

The workerjand client are active in the'structured
approach to casework. The phases of casework 1nvolved
are sumllar to those defined by Wood (1978):

- (1) careful assessment of the client and the
-relevant environmental factors; (2) selection
-0f variables accessible to behav1or change;
(3) delineation of intermediate and longe-
range goals; (4) development of a program for
‘the modification of behavior including the
provision of specific means of change; (5)
proceedlng with the implementation of the
program in an orderly sequence; and (6) .
continued evaluation of progress (Plscher,'

1978, p.138).
This structured approach to casework is compatible with
some ‘current casework madels: Smalley (1970), Perlman
(19?0),.and Reid and Epsfein (1972). TFischer advocated
an‘eclectic use of theory and techniques. He suggested

that social workers draw from behavior modification,
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4

. social and 1earﬁ;ng-psychology, and uae the approabh :

 'most suitable for the client and the problem.

Relationshipf

The importance of fhe.worker-cliqnt'felationship
inicésewbrk-has iong been recognizéd'(Richmonq,-1922:
‘the 1929 Milford Conference Repqrt;-ﬁiestek{\1957)}
In the past two QQéades,~reéeargh has begun to identify
“the cémpbnents.of the counsblling relationship which
contribute to counselling effectiveness (Shaffer &.
‘Shoben, 19673 Rogers, 1967; Bergin, 1967b), -

The beéinnings of potent practice, therefore,

involve a selfe-experiencing and self-knowing

counsellor who is shaped by what is facilitative
for his clients. By facilitative, we simply
mean that what frees the individual to attain
higher and more personally rewarding levels of

- intrapersonal and: interpersonal functioning

(Berenson & Carkhuff, 1967, p.6).

Truaz and Carkhuff tave been among the leaders
in defining more precisely the characteristics which
contribute to'a facilitative relationship. They
identified three primary ingredients to any helping
relationship--genuineés, empathy, and warmth.
Genuineness oy

involves the very difficult task of being quite

intimately acquainted with ourselves, and of
being able to recognize and accept, as well as
respect, ourselves as a whole, containing both
good and bad. (19678 p.34). ‘

Empathy is "thé sengitive and accurate grasp of the

other personts deeper and surface feelingsa, meanings
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énd'eXPerience"‘(196?? p.313). Warm or tnconditional '-+'~},
pOSltiVB regard is RS o . 'f* ¥
. R o
a nonpossessive caring for the patlent as a . . RN

separate person who is allawed to have his own
feelings and experiences; a prizing of the patient
for hlmself regardless of his behavmor (196?, p. 60).

‘These 1ngred1ents must not only be present 1n the worker,
“but effectlvely communlcated to the client. A hlgh

5level of genu1ness empathy, and warmth has been posm-

tlvely related to effectlve counselling (Flscher, 1978,
p.209) _ :
‘In summary, although more information‘is needed to

enable a complete understanding of the phenomena CONe

tributing to positive casework outcomes, there are some

recognlzed contrlbutlng factors.l Those discussed here

are: a facilitative relationship, structured interven-

tion, goals appropriate to the client and the problem,

consideration of the 1nfluence of class and culture
upon the cllent “and issues effecting contlnuance.

Client Follow=Up Studies

o

r; The review of literature would net be complete
ﬁitpout a discussion of client follow=~up studies. Such
etﬁdiee are one form of reaeareh that evaluates casework
effectiveness. These studies can provlde valuable ine-
sight into the clients' perceptions, and experiehcee of
counselling. Some early studies soliciting client feed-

back were done by Kogan, McVicker and Bartelme (1953)
and Ballard and Mudd (1958). Service effectiveness has
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often beenjevaluated by ﬁhe providers of the service,
| rather than the recipients, |

‘What is needed is a detailed account, -not merely
global ratings, of casework from the standpoint
of the client. It is necessary, for.example,; to-
determine the client's impressions of the treat~
ment process; the extent to which he feels ue has
been helped—and in which ways; and what, if any-

thing, in his opinion should be done differently -
(Mayer & Timms, 1969, p.32). .

There has beeh-a.growing_ﬁovement witbin social -
work énd_éoéial welfare to.view "the client as the .-
consumer™ of services. Giordano has pfesented two
advantages of this viewpoint:

First, using the client's own opinions about
guality of service broadens the range of indexes
that attempt to quantify "agency effectiveness"®
««..Second, using the client's perspective has
advantages in comparison with another traditional
approach~=~asking agency personnel to assess their

own effectiveness (1977, p.35).
Beck and Jones viewed élienfs as an indispénsible'
source of inforﬁation about service effectiveness.
Not only do they know considerably more than their
nselors about the total range of changes that

ve occurred, but they also evaluate these changes

m their own rather than the agency's perspective
1973, p.ll).

There are some limitations in the use of client
;foOIIOW-up studies. They often have a descriptive
l}esearch deaign, lacking some of the rigour of experie-
.méﬁ@gl or quasie-experimental research. Clients also

‘present some negative characteristics as informants:

. r//"
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Some do not respond or ¢an not be located. Some ,
" are handicapped as reporters by education,. language
or emotional barriers. Their diagnostic under=-
standing is limited.  Their.classification of’
problems and their reports of service received

are imprecise. They are .often unaware ,of subtle
perceptual changes or tend to forget them. ...

Tueir ratings are probably affected by day=to-day
fluctuations in their moods and circumstances -
(Beck & Jones,’ 1973, p.1ll).

.However Beck and Jones (19?3) stated that present ‘re~
h search findlngs suggest that if a choice is necessary,
reliance should ‘be placed upon_client assessment of
;service, rather than‘worker-assessment-of service. <£

The FSAA Client Follow-Up Study (Beck & Jones,

1973) sampled clients serv1ced throughout the FSAA

member agencies. Both a global measure of 1mprovement
and a change score based on cqmposite ratings of come
| ponent items were received from the respondents. These
. responses were then compared to service and client
charaéteristics. ‘Other researchers have replicated the
original research in their owt local agencies (Riley,
1975; Blonde & Murphy, 1975; Dailey & Ives, 1978).
Wattie (1972) used a modified version of‘the short FSAA
gquestionnaire as one of ter research instruments.

In summary, the client follow-up study is a means

of providing valuable consumer feedback from the agency's
¢clients. Although limitationa result from the difficulty

of plac1ng this type research within an experimental

design, and clients create problems for data collection,
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CHAPTER III

N

RESEARCH DESIGN AND METHODOLOGY

The purpose of thls research progect was dlscussed

-brrefly in the‘openlng chapter. It~is designed to

examine the perceptions reported by clients of C?SB
_regardlng thelr experlences with the casework serv1ces

‘-recelved at that agency. These results are compared
~to those of slmllar studies of casework effectlveness.
_The issues which’ the proaect design explores are:

Who are the users of family services? B
What problems do they bring?

'What services do they ask for and recelve?
Why do they terminate?:
What are their views ajout the services provided?
To what extent do they make progress in coping.

B with their problems as a result of service?:
How do outcomes differ in relation to client

. characteristics (and] in relation to service
input? (Beck & Jones, 1973, p.2)

;Ciassification of the Research ' | 5 Co
Tripodi, Fellin & Meyer (1969) present a cla sifia
ca'ioo sygtem of research which identifies three major
types earch: exploratory, quantitative;descri tive -
and experinfental. Tbis research project is in the second
category; thng it is alqu titative~descriptive study.
This type of research is defined as:

Empirical research invesfigations which have as

their major purpose the delineation or assessment
of characteristics of phenomena, program evaluation,

40



C T

+

or the isolation of key variablee. Theae etudiee
may use formal methods as’ approximations to
experimental design with' features of “statistical fﬂ,
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-

reliability and control ‘to provide evidence for ' .

the testing of hypotheses., All. of “these studies.
use guantitative devices. for eyetematically L
collecting data from populatlons, . programs, or

- samples’ of populations or programs: They employ .
personal interviews, mailed:quqstionnaires, .and/""
or other rigorous data gathering devicés. and-
survey procedures (Tripodl et .al, 1969,~ «38)..

' ThlS etudy examine§ characterletice of phenomena after

LN

a serv1ce program,uelng formal nesearch methode to teet

the hypotheses. The.sample is purpoelve,and emﬁldyes

- mailed questionnaires.

There are four suhhtypes'of quantitative-desériptive

‘studies identifiable by their reepectlve research purposes.

Thls progect is a program evaluatlon study.

Those quantitative~descriptive. studies which are
concerned with seeking the effects of a specific
program or method of helping. Such programs may
contain a variety of objectives pertaining to

health, education, and welfare. Hypotheses may

S not be explicitly stated, and they freguently .

are derived from the obgectlves of the program
being evaluated rather than from theory. Such
studies may employ a variety of procedures. to
" approximate experimental d951gn Tripodi et ai,
1969, p.4l) . :
~

In this research project,there is. an examination of‘the
effecta of a specific program == counselling services
at.the CFSB.. The hypotheses are: derived from the

objectives of that program. , v
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Thie'program*eualuatioh ie a replication of a-
Client Follow—Up Study conducted ior FSAA by Dorothy
‘Fahs Beck and Mary Ann Jones (19?3) ‘

" Replication within or across subjects is generally. '
carried out ip. research on social work practice

to learn more about fthe reliability of the inter=

vention procedures a) their appllcablllty'(Thomas,

519?5, p.278).

Thls proJect 15 a- further applrcatlon of Beck and Jonee‘i-

' 1nstrgment (1973, 19??) for client follow=up studles at A

family agenC1es. -It provrdes CFSB w1th one type of

"fevaluatlon of their service effectlveness and the

N v

Jdarger fleld of eoc1al ‘work practlce with the use of. the
{ FSaA 1nstrument 1n a Canadlan settlng.
‘prothesee | _

‘Program etaluetionfmay focus- on an} of a number of
areas,'such as edmlnlstratlve procedures, cost’ beneflts,
program structure and-staff.activity. This research ‘
focuses on the effectiveness of intervention services

as perceived and reported by the clients. Two hypotheses

- L

were developed to give cléar and’ expllc1t dlrectlou to
-the research. These “are. baeed on two concepts' (a)
eatlafactlon with counselllng serv1ces, as reported by
cllents and (b) lmprovements with problems presented

for serv1ce, as reported by cllents.

The two hypotheses for thls research proaect are:

™
. R | +
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(D) AT THE TIME OF THE QUESTIONNAIRE SATISFACTION
o _‘WILL BE REPORTED BY A LARGER NUMBER oF TERMINATED,
CLIENTS THAN THE NUMBER OF TERMINATED CLIENTS WHO
WILL REPORT LACK oF SATISFACTION t - - SR
(2) AT THE TIME OF THE QUESTIONNAIRE IMPROVEMENT |
| WILL BE REPORTED BY A LARGER NUMBER OF TERMINATEDI
) CLIENTS THAN THE NUMBER OF TERMINATED CLIENTS WHO
WILL REPORT LACK oF IMPROVEMENT
~ It follows that the null hypothe51s for the first
fresearch-hypothesis would be: At tﬁe tiﬁe'of-the guese
tlonnalre, there would be no olfference between the e
number of termlnated cllents reportlng satlsfactlon
fand.the_number of terminated cllents‘reportlng lack of
satisfaction. The nuIl.hypotheSis\fof the‘eeoond re-
- searcp‘uypothesis Wouid beiﬁ*gtlthe'time of .the ques-
-tionnaire,_there will be no differeuce between the
number‘of terminated'clieuts reporting‘improvement,

and-the-number-of terminated clients reporting lack

« . of 1mprovement.

’ Research Questlons

In aﬁdltlon -to the two hypotheses, research questions -
_were dev1sed to,glve further focus and structure to the
collection and analeis of data.’

(1) Ie there a relationship between the reported

outcomes and partlcular eerv1ce characteristics

as: number of 1nterv1ewe, and cllent satisfaction ’

with’ eoc1al worker?

oy



-

(2) Is there a relatlonshlp between the. client -
reported outcomes and particular cllent charac-.-‘
teristics as: marital statue, presentlng prob-
lem,\referral source, total family 1ncome, .

' educatlon of. head of fam11y° l

(3) What comments and complalnts'de'clients‘have

' about‘egency service?- l |
(4) In what wajs do.paruicular resulté‘cempare“
with other similar studies? ‘

*

‘Operational Definitions

The precediug hypotheses and research questions
give:rise to the need feﬂ'qpecific definitions of
elterms} These deflnltlonq make exp11c1t the ‘meaning
of these terms in the context of this study.

The Catholic Family Service Bureau of Windsor.is

a femily counseiliué‘egency. One function of the
agenc& is toladdress itself to the counselling needs
of individuale; families and groups in.Windsor and
Essex County; It ie a member of the United.CQmmunity
Services of Greater Windsor, the Ontario Association
of Fahily Service Agencies, and tue Family Service
Aseeciation of America. - |

Tue client is the primary persoh receiviug'counsel—
ling-seruices at the above ageney. In the caze of two

or moréfpersons receiving service, the person most
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;frequently 1nvolved, or (if there is equal 1nvolvement)
:the person making the initial contact '{s defined as . -?
‘the primary cllent.- A client is consideredfterminated —
when agency service ended prlor to the selection of the
sample and the case has been deslgnated as closed.

Lo e

The term counselllng services is deflned as the

_1ntervention by the agency'e prof9351ona1 soc1al workars
_ focu51ng on the clients! problems.‘ A varlety of inter-
.ventlon methods may have-been used by workers. Availe-

' able records do not permlt a systematic 1dent1f1catlon -
. of methods employed.‘

The satlsfactlon of clients w1th counselllng serv1ces

is prov1ded through a global measurement provmded by -
question 11 of the FSAA questionnaire (Appendix A). fhis
question agks "In -general, how did you feel about the
servioes of our agency?" Responses of "very satisfied"

-~

cand "satisfied" will measure satisfaction. Responses of
"no particular feelings.;r"y "somewhat dlssatlsfled" and
"very dlssatlsfled" will indicate lack of satisfaction.
.Other questlons also provide information about client _
satlsfaction with services received (Appendlx A)

Improvements as reported by clients are measured

by the change score based on client responses to questions
12, 13, 15, 16 and 17 of the FSAA questionnaire. This

change score ig calculated from the evaluations reported
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in four areas' degree of change in- problem coplng,
changes in famlly relatmqnshlps, changes 1n problem
conlng, and changes in 1nd1v1dual famlly members. .
Change scores whlch fa}l w1th1n the categories of

" 'much better" and-"someweat better® ﬁill indicate‘
';improvemenf. Those scores which fall Wlthln the
‘categories‘of‘"same“; "somewhat worse" and‘ﬁhmh worse"
Wiii indicate lack of 1mprovement In addltlon to the~

change scores , a global measure of 1mprovement is pro- ‘

v&ded by questlon 18 of the FSAA questlonnalre. "Con-

s1der1ng all members of your family and all prbblems

yoi dlscusqed w1th your counsellor ‘how would you say
things are now compared w1th when you flrst came’ to

our agency this time?" Answers of "muqhébettsr" and
"somewhat better" will indicate improvement. - Aﬁsﬁere
of "unchangeo"A "somewhat'worSe" “much wonse“ and .
"better in some ways and worse in others" will indicate
lack of 1mprovement'(Appendix AY.

The presenting problem is that concern brought by

the client to the agency and noted by the social worker
on case records (Appendix B).
Purther dlscu551on follows to deflne ‘terms arising

from the research questhHQ-‘

The number of interviews represents the counselling

_contacts between client and worker. These were divided



into three"groups:' one‘interview- two to five intére

- views: and six‘or more. interv1ewq. This data is

—

gathersd from case records.

The worker-cllent relatlonshlp is reported by

the cliént through questlon 7 (FSAA‘Questlonnalre)

"In general how satlsfled were you personally with

the way you and your counsellor got along with each‘

| other°" (Appendix 4).

The 1nformat10n for the - magorlty of terms used toi

descrlbe Cllent characterlstlcs has been drawn fron

+

case records. Referral sources vary and are d1v1ded

1nto groupe such as self referral, referrals from

L doctors, and referrals from other agencies, The cllents'

. income is determlned by the total comblned famly 1ncome

before taxes in the previous year.' The clients? level

of education.is deflned as the last year of educatlon

completed by the. family head. In famllles led by .
adult partners, the male was designated as ﬁfamlly

bhead". 1In all other cases the female was de51gnated

as Mamily head", Thig de51gnat10n wasamade by the

researcher for research purposes only% since agency

records did not 1nd1cate who each famlly unit would
actually designate as their "famlly head", - :

Client commentg and complalnts about agency services

and procedures are determined by guestions 8, 11 and 20

of the FSAA questlonnalre (Appendlx A).

lTth designation does not coincide with the researcherts
bersonal or professional beliefs.

3

N
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. The Population’

‘The population for this research’ project was all
'ciosgd’CQSeé.(béthlnew and rebpeneq) at the CFSB duriﬁg'
. the period of January 1, 1978 tolDeéembéq 31, 1978. The
population totaled 443. This particular beginning date
. was nécesséfy.aé‘the aggncy began a differeﬁt'statisti-
cal reéofd geeping.sysfem Japﬁary 1, 1978.

The Sample ‘.V | ‘ .3  _ '

' Thg type of samﬁling procedﬁme used was purpbsive.
| Probébility techniqﬁes weré.ﬂot used for selecting £he
sample and it cannét,;fhereforeg be assumed ?hat the
sample"répresents ‘the pdépulation of.agéﬁcy clienﬁs.‘

The basic aséumﬁtion behind purposive sampling is

that with good judgment and an appropriate strategy

one can handpick the cases to be included in the
sample and thus develop samples that are satis~
factory .in relation to one'!'s needs (Selltiz,

W:ightsman & Cook, 1976, p.521). '

Purposive sampling was.used for several reasons.
Oﬁly.clients who had received counsellinglservicesffor
the first tiﬁe at fhe agency werelselécted. Those elim=
inated were thought to have been unable to evaluate
their most recent service eﬁperiende withéut introducing
bias from previous service exPeriences (ﬁeck & Jones,
©1973). Sincé recently terminated cases were used, details
of the counselling exﬁérience should still be clear for

the client. Clients should be eamier to locate since

case record information would be more up to date.
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"Al1l cllents who had recelved counselllng service‘

for the first time at CFSB and had termlnated service
between January l, and - August 31 19?8 were 1ncluded in

the eample. Therefore clients-ln other programs (such-

as Family Llfe groups Senior Cltizens Centre, and the®

'Dlversion program) were not included. -Further criteria

for inclus1on in the research sample was:_ ‘records must
show an address for the client, and case- records orl

counsellor must not 1nd1cate that«follow-up contact of

the cllent would cause a problem of confldentlallty

iss teenagers without parentst permission. An alert

sheet (Beck & Jones, 1977) was used to obtain this

s‘(Apﬁendix C).

‘The research sample chqtained 188 cases suitable
for the foliov:—up study.

Method of Datag Collection _ B

For the purpose of data collection three instrue-
ments were used: (1) a Case Data Sheet (Appendix B),
(2) the CFSB Client Follow-Un Study Questionnaire

(Appendix D), and (3) the Famlly Service Study Questlon-

naire (FSAA Form 27, Rev. 2) (Appendix A). \‘“*\ '

A brief description of each instrument follows. -

The Case Data Sheet w used to note information about

the cllent as found in the case records of the agencye.

Such information included age, marital status, total
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. family ineome, number of interviews-gnd so forth. A

study number wae'aseigned to this instrument and.all

"corresponding inetrdments to enable the mdtching of
. case-record information'with client evaluations of.’

:aerv1ceendioenqure anonymlty. This schedule was an

expansion of a form suggested by Beck and Jones - (1977).

The CFSB Cllent Follow—Up Studv Questlonnamre was

-devised by the researcher$;o gain speelf;c information’

of interest for this research project as well as CFSB,
Tt asked the client about: languages spoken in the

home; family nembers Who'worked shifts; the influence

of the agency's‘sectariaﬁ affiliation; and other agency

A

contact after termination at CFSB, This queetionnaife-

was attached to the longer FSAA Form 27, Rev. 2 ques~

"tionnaire. Both were then mailed to the cllent with

covering letters (Appendlces E and F) and a stamped

self addressed envelope.

The FSAA Form 27, Rev. 2 Family Service Study

Questionnaire was the standardized form devised and ,

tested by FSAA (Beck & Jones, 1977). It was composed
of 22 questions. Two types of guestions wefe gds:-
open ended and fixed alternative.

To encourage maximum client response to these self-
admlnlstered‘malded guestionnaires, a second mailing was
made to all non~responding elients after 4% weeks., This

;

)
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.éecond,maiiing‘héd'driginallyﬁbegn planned to occur -

» after two weeks, but was delayed by a‘natiqh'wide mail =

strike. The researcher attempted to call all non-

requhdenté prior tc®this strike to encourage them to

mail their questionnaires prior to the strike. '

_Analysis of Data

The analysis:bf:data wii1 include four sécfions;
The fifst section will involve a compafison of mari#gi'
sfatué,‘numher'bf iﬁterviewé,‘and geographic distriﬁu;
tion for thé study,sampleﬁaﬁd the agencj pbpulation;to

determine the representativeéness of the sample. Chi

" square will be used. to examine the goodness of fit of

the sample to the popuiation. This involves testing

. the null hypothesis of no significant difference between

the population and the sample. In the same manner, the

respondents to the gquestionnaires will be compared to

" the larger sample group for goodness of fit. The null

. hypothesis of no significant difference between the

total sample and- the respondents will be tested. Other
findings related to the sample will be discussed.
The second section of data analysis will test the

two hypotheses and examine related

indings. The
hybotheses will be accepted or rejected.
The .third section will address t¥ research

questions. The relationships of the various variables

Lt TR Y C L LTI S
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will be exanined : Comparlsone to 51milar studiee w111
be made where . appropriate throueh these three sectlons
‘(Beck & Jones 19?3, Blonde ‘& Murphy, 1975; Dalley &' »
Tves, 19?8) | ' . _
| The data analy51s was .carried out by computer and
'the Statlstlcal Package for the . Soc1al Sc1enceq program '
(Nle Dent & Hull 19?0) Subprovrame for. frequenc1es,
crosetabulatlon, and statistics were used to prov1de
“such information as descrlptlve statlstlce tests of
~251gn1f1cance and tests of association. The_findings
are 1llustrateq\3z/tab1es and a‘map.‘
Summarx ' o -

This research prOJect is"a repllcatlon of a client
-follow-up study designed by Beck and Jones (19?3) for
the Family Service Assoc1at10n of Amerlca. ,It tests
two‘hypetheses relating to reported client satisfaction
with service received at CFSB, and reported improvements
in presenting problems. In addition, four research -
questions are examined The data is collected from a
purposive sample of 188 terminated clients by means of
lnformatlon from case records and self administered
mailed questionnaires.

The sample w111 be tested for goodness ‘of flt to
the population as well asg testlng the reepondents for
goodness of fit.to -the sample. The collected data will
aleo be used .to describe theﬂgample, test fhe b¥potheses

and answer the research questlone.



e, m——— - e e A R e e e e e " . e ik

CHAPTER IV .
- pREsmf'frATIoN OF DATA AND FINDINGS

,Data collectlon produced more - informatlon than

- could be properly analyzed and presented within the

'-framework of this the51s. Only data directly related

to the hypothesis testlng and research questlons is .

dlscussed.here,; For ‘the reader's reference, client

regsponses to FSAA~questionnaire, item 20, are availe

ahle in Appendlx H.

»To facllltate presentatlon, the contents of thlB
chapter are divxded 1nto four sectlons.
Findings Related to the Sample,
Findings‘Related to the ﬁypotheses. !
Findings Related to the Research Questlons.
. Summary of Research Flndlngs.
The first section describes the sample and 1ncludes

a discussion of the representatlveness of the sample in’

. terms of both the populatlon, and the respondents (those

returnlng the guesttonnalres) . The representatlveness
detérmines\the degree to Which the results of the study
can.%e generalized. All statistical testing-nses e
significance level of .05. The information presented

in this section provides a background for the under=-

standing and interpretation of the hypotheses and research

gueations.

53
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Flndlngs Related to. the H&potheses analyzes and
dlscusses the data directly related to the two hypotheses, S
rleadlng to their acceptance or regectlon. Comparisons
of these flndlngs are made with other 51mllar studies. Ad
lThe thlrd‘sectlon,-Flnd;ngs Relatedlto the Research L
,Questions presents .the ftndlngs.relevant to:the research
qnestlons. Finally;,alsnmnary'ofthe major-research;n
fihaings is provided. o i

Findings Related to-the Sample

This sectlon examlnes Ehe\representatlveness of - < e
the sample to the populatlon, as well as the respondents ’ |
to the sample. Thls is_ done by comparing key Varlables
- and using Chl square teet the SLgnlflcance of the \
nuil hypothes1s. Further characterlstlcs of the sample
and respondents are dlscussed.
The populatlon (443) for thls research has been
defined as 2ll cases at CFSB which closed between

'January 1, 19?8 and December 31, 19?8. Tais beglnnlng

]

i_date colnc1ded w1th the commencement of a new StatlStlcal

* . Senior Citizens' Centre programs. Both new cases and.

recordlng.system. This poPulatlon_of LL% cases 1ncluded
all closed cases, both those receiving counselling

. services, as well as cases from the Diversion, and
LBF , g

1

reopened cases are included in the population.
JA'purposive gample (188) was taken from the CFSB
population between January 1, 1978 and August 31, 1978.
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Tp be 1nc1uded in the sample, the closed case must meet

the follow1ng criterlan_ recelved counselllng services
for tue first timelat CFSB; records indlcated a malllng

addreSS'-and records and counsellor reports did not o w

indlcate that a follow-up contact w1th the client Would

”breach confldentlallty.

‘From thls sample of 188 95 questlonnalres {51%)

e e S el el L

were returned by the respondents. Six clients {3%) were

‘unlocatable, i.e. .their envelopes were returned by the

post office, and efforts to ebtain a new address falled.-

" The remaining 8? clients (46%) did not respond to the

,questlonnalre before the- close off* date.

Selltiz et al (19?6) suggests that response rates

-to mailed questlonnalres usually produce a low proportlon

of returns *; from 10 to 50% (p.297). The response rate
for this research study was 51%, a'verﬁ acceptable return
rate. Further assurance that the respondents represent
the sample is obtalned through testlng goodness of fit.

Sample as Representative -
of the Population :

Marltal status is used as one variable to ‘test
representatlveness of the - sample to the population.’
Marital status is divided into the categories of:
married; separated (still 1egally'married but not living

together); divorcédé'single; and widowed and common law.

]Clients may bhave received prior counselling at other
agencies but not at CFSB. :



~ For pop. to samp. p >.05

For samp. to resy. p <.05

For pop. to Resp. p< .05
*Qne respondent removed the guestionnaires!' identification
number and could not be matched to the case records.

1

. accept Ha
. reject Hg

. reject Hyp

)

The follow1ng abbreviations will be used 1n tables:

Populat10n~-P0p., Samnle--Samp., Re5pondentq--Resp..

56
TABLE 1 ° »
Dlstrlbutlon of Populathn, Sample and-
| Requndents by Marltal Statusp
1’ .
. - - _
Mar£ta}: . | ‘Pop,i ‘ Samp. . Resp.. oo
Status -7 ‘ n=h33 | (%)~ n=1381 (%) . n=94" (%) Lo
married | 22k (52) . 108 (57) 65 (69)
separated <. 88 (20) | 45 (24) 15 (16)
single -’ . ky (10) 1L (6 T h (k)
divorced - - 31 (7). 14 (7) 5 (5)
common law & o L I o .
widowed ©o26 (8) 10 (5 5 (5 -
unknown - . <20 (5) .0 (0) 0 f0)
Ly
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,-As seen .in Table 1 (p 56) the maJorlty of clients in

the populatlon (52?5 and the Sample (5?%) wele married.‘

‘ If the categories of married, separated divorced,
common- law and w1dowed are comblned 85% of the popula-‘

- tion and 83% of the sample, are currently married have
.been marr' or are living together. CFSB ‘is servmng
theselwhgk:i:\)r have been,involved 1n famliy unlts.

- This service is not restrlcted to those traditlonal

: marltal status'(marrled and 51ngle) but ingludes those'

persons who are separated dlvorced, w1dowed and llVlng in

@ commomn }aw relatlonshlps.- As_Table‘l ;nd;cates, the
Hypotaesis of no diffefence'was aCCepted.'-Sinceathere,

. is no s1gn1f1cant difference between the populatlon ahd
sample, it can be said thatfthe Bample represents the

- population in the area of éarltal status.

Another variable describing the population and the
sample is the number of interviews. This is the number
of inter#iews‘received by the client,;and'has been sﬁp-
d1v1ded into three groups: oqe-interview,‘two to five |
1nterv1ews, and six or more 1nterv1ews. As seen in
- T?ble 2 (p.jS),.the majority Qf c11ents receimé@ltwo
to five interviews fe?_hoth the pcpaiation-(dh%)‘and
the sample (46%). In all, 72% of the pepulatioa:andf
81% of the'sampiéJreceived léas than six intervieﬁe;

Altbough precise informgtion abopt treatment modalities

.

iy e et e e e

Y
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| | TABLE 2.-__ - : - L -
"Distribut;on of Population, Sample and K
Respondent by Numberrpf Interviews.
Int'eri'v'iejws - Pop. - ~Samp., .. . - Resp.
n=4355 | (%) . n=i88 1 (%) . m=95%[ (%) -
6 and more - 74 (17) . 35 (19) .. .21 (22)
2t 5 0 173 (80). . 86 (u6) .46 (49)
1 .. w0 (32) 0 . w66 (35) 27 (29) |
" unknown 46 (11) . ¢ 1.(\5) "0 (00) :
For pop. to'samp} p>.05 . accept ﬁoi. .
. For samp. to resp. py .05." accept H0 o T
For pop. to resp. p > .05 .".accept '
*One respondent removed the guesti nnalres"; 2 ¥
1dent1f1catlon number. . ‘
\
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at CFSB for each case ie not available, planned brief
-'treatment ia a preferred approach to ceunselllng
'(Macdonald 19?8) - This -would appear to be born out .
by the-data. As indicated’ in Table 2y 1t can be said . -
that the-aample representa ihe p0pulat10n for number
of intervxews. )

| Beck and Jones (1973) found a aimllar pattern in
number of interviews (one interview 36%, two to five N .
;dnterview5134%,-and-six or more interviews 30%). Taey.
esﬁggested;that this reflected a move towards pianned‘
short-term service which 1nvolved the cllent in pLannlng
and led to a decreased dropout rate after the first
interview (pP.62).’

The third variable uaed‘te.describe the populatien.

andlthe sample is geognaphdc distribution (the client's
lplacé of.residence by planningfdistrict in Windsef,_
municipality in Essex County, or "rural® if the clieént.
lives in Essex County, but not in ome of the previously
mentioned nine mun;cipal'areas). As'aeen in Map 1 (p.6o),'
there is a wide geographic diefribution of clients in
both the p0pulation and sample groups threughout Windsor
“and Essex County. VTabie‘3 (p. 58) indicates that approxi-
mately ene;tﬁgrd of tﬁe;clienta live in Essex County. Thie
seems disproportionally high to the actual. population of

these areas (see p.5). However, this may be explained
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- .. TABIE 3 Ty
' Dletrlbutlon of P0pulat10n, Sample and
Reepondents by Residence in Windsor
_ e
and Essex County-
Place of : Pop.” = - Samp. - Resp;

Residence n=433 [{%) -~ n=188 | (%) n=94* (%)

Windsor ‘. 295 (68) . 119 (63) 57 (61)
Essex County 137 (32) a 67 (36) 36 (38)
Unknown 3070 2. (1) - 1 (1)

*One respondent removed questlonnalres' 1dent1flcatlon
number, '

T e e e e e e e e e [
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in part by the fact the CFSB provides service from two
offices 1n the County, ﬁelle River and Amberstburg."
' Since Essex’ County‘does potfhave the same wi&é range
" of soc,ial sé’rvices'availéb‘lé in ‘the c_it.y' of Windsor,
more clients per capita in the Couoty'mayaﬁpeéy o
.seek services'at-CFSB.. | ’
The three most populated blanning dietbicts‘had

tbe hlgheet number of clients in both ‘the CFSB, research’
'populatlon and sample, i.e.. East Wlndsor Walkerv1lle,
West Riverside (United Communlty Services, 19?7)-. The
:planning districts of Malden, Ojibway and Walker Farm
ha.‘ye the lowest. pex‘f’ntage of the city's populatlon. _
'Slgilarlly, there is a low. representatlon in the research
populatlonand sample in these dletr;cts;lhthe areas of
Kingsville and Leamington in the County where eervicee
_are provided.by another family agency, the research
population and sample shows almost no* clients., When
the null hypothesms was tested, no smgnlflcant difference
- was found ‘between the population and gample in terms of
geographic dis:ribution; therefore, the sample is
repreeentative of the population for the variable of
éeoéraphic,dietributioni‘ |

~ Since the sample is representive of the CFSB popula=

tion for the three variables of merital status, numbef

of interviews and geographic distribution, it may be

Y S



- assumed that data, for the sample could ne'generalized e
to the-population. Other Variables were not tested S _ s
due to- difficulty in attalnlng appropriate data.

‘'Respondents as-Rgpresentative‘

: of the Sample _ L\;
' The representatlveness of the respondent to the i;.‘ >
'>sample can be tested w1th the same three variables:
,marltal status, number of 1nterv1ews and geographlc’ i. | .
'dlstrlbutlon.~ ‘
As seen in Table 1 (p} 56), more respondents (69%)
.were married than the clients in the sample group (57%%).
. The respondgnts ;ere also slightly lower in‘tte se%arsted;
single, divorced, widowed end common law groups. The
Vmarrled client was more llkely to respond to .the quese
tlonnalres. As indicated in Table 1, the respondents

»

do not represent the populatlon nor the sample in terms -

F

of marltal status. _ _ _
a Aa seen in Table 2 (p. 58), for the‘variable, numbgr
-\o}\intertiews, the respondents‘are similar to the sample.
Inthe sample, 81% of the clients recelved less than
six)interviews, comparéd _to 79%% of the respondent ETOoup.
As dndicated in Tabie ;ﬂ\lhe respondents represent the
sample and the population in terms of number of interviews..
Geographic distribution for the respondents and the
sampie‘wae also similar (as seen in Map 1, p. 60). In

the sample, 63% of the clients lived in.the city of
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Windaor,'whereaa;’el% of the respondénts ;ived in
the city (Table 3,-p.61). Tests.of the null hypo-
theses showed no significant differencé; therefore
the respondents are representative of the popﬁlation

e e 1

and.the.sampie‘in terms of geogfaphic distribution.
Thé reéﬁoﬁdents'are répresenfétive of thé.CFSB
popuiatibn'ahd'thé éample in termé‘of fhe two ﬁari; .
ables, number of intefﬁiews'and geographic distribu-
tion.f‘Thé respondents do ndtrrepresent the popula; ‘

tion and the 'sample in terms of marital status.

Other Variables Describing
the Sample and the Respondents

Beck and Jones (1973; 1977) suggested that the

researcher examine five key variables when describe-

ing the sample and réspondents.._One of these, the

number of interviews, has already been discussed.
) ’ v &

The other variables weref presenting problem,

total family income, education of family head, and

£
3

race of family bead. Race of family head, was not
-~ y )

available, as the agency does nothyecord this infofmation.



" Data vas c'oileiéte‘_d__'-fcr' the other turee variables. A
odiscussion .of tbeeevandla comparison of sample and
reqpondent cbaracterlstics follows.

| The preeentlng problem of the cllent as perceived

by tbe counsellor,.was divided into saven categorles'

marital, parent-chlld, 1ndiv1dual personallty adaustment;

_(teen, adulty aged), health, and family management.

Marltal 1ncluded spouse relatlonshlps and +issues related'

to separatlon and divorce.. Parent—cblld problems

involved discipline_agAvell as other problems between

parents and théir children under 18. Individual pereon-‘

allty adgustment (IPA) problems were lelded lnto three

age areas ~-- teenagers, adults, and aged (over 65) " IPA

included issues confronting the 1nd1v1dua1;such as l;fe
stage,‘depression and decision making. Health ﬁroblems
included such things as handicaps, illness, and mental
retardation. Family manegement included such issues as-
finances, household manegemeot and housing.

As seeh in Tablelq (p.66), just over one half of
‘the problems brought bo‘the agency by clients were
" marital (53% of sample), with barent-child problems
(26% of sample) making up the . next gquarter. Individual
personality problems ranked third (17% of eemple). it
is poassible that the latter problem area might be some-

what higher in the‘population due to some types of
. L}
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(2)

TABLE 4 . .
Distribution .of‘ ‘Sample and- e
~ Respondents by Present_in'g Problen

Pre‘sentilng- - _ oo San}p. Résp.'

Problems - o n=168 | (%) n=9hx b (%)

marital S99 (53 52 T (58)

parent-child 48 (26) 27 - (29)

IPA (teen) S 7 7 3 (3

IPA (adult) 25 (13) - 8 (9)

IPA (aged) | 1 (.5) 1 (1)

healtth : 4 - (2) 3 (3)
- family managemen_t‘ ‘ ' 4 0

(0)

P> .05 . accept Hy

. s
*One respondent removed questionnaires? identification

number.'
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: ses excluded from the, sample.: Senior Cltizene' Centre
<§§§gram cllente, and thoee with confidentiality ieeuee.,g

-Confldentiallty may more ofte be a problem for ind1V1a

 duals (such as teens or spouses) who seek services with--.

out the knowledge of their family. - The data ind cated
that ‘more than three quartere of the preﬁieme pre tedj‘
by client(s) involved famlly members other than. the//.ﬂ.
5pr1mary cllent. This is in keeplng with the agenc;
purpose whlch focuses on families (p 7)
. It can be said that the respondents are representa-‘
- tive of the sample for presentlng problem, 51nce the

. statistical test eupported the null hypothesis of no

RS
i

. - NRT

difference (see Table 4, p. 50 .
'Client'reports of total family income were Eeeed

" on thelr 1977 gross 1ncomes. As seen in Table 5 (pgég)
the mode for total famlly income is $15 OOO to $24,999
(2?% of the sample). Accordlng to the Canadian Council-
for Social Development the l%?? poverty. level for a
family of three was $8,808 yearly income; and for a family ;
of four was $10,276 yearly income (United Way,'l9?9).
Families with yearly incomes in 1977 below these amounte
could be considered living below the povefty level. “The
present research does not ;nd{cate the size of the clients!
families; however, teeﬂaverage size of family‘in the 1976

Windsor census measurement area was 3}% (Ministry of

-




. -~ .Distribution of Sample and Respondents

T

4
¥

.by Total Family Income

- TABLE 5 -

68

Total Family .

‘Sémp.

‘ _ Resp. -
'~ Income n=108 | (%) n=94* [ (%)
$25,000 and abéve‘ 13 “(?)f“ - 8 (9)
$i5,oqo to 24,999 sii (27) " 26 (28) .
§10,000 to 14,999 - 40 (21) 19 ¢20)
‘4 8,000 to 9,99§f'- 16‘ (5). 6 (6)
§ 6,000 to 7,999 10 (5) 5 (5)
$ 4,000 to 5,999~ - 13- (7 7 (?)
80 to. 3,999 23 (12) 11 (2)
unknown 28 (15). 12

(13)

p‘>.05,':accept Hp

*One respondent removed questionnaires' identification

number.

S

s
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'Induetry, Trade and Commerce, 19?8) Uslng this figure,
the average 51zed famlly in Windsor would ‘need: a 19??
_total annual income of 39 390 or higher to be above
the poverty level. The present research ehcwslthat : B
'.24%_6f the_eampleﬁﬁere caees with a total family income
| under $8,000. ThlS group of families (one quarter of
the sample) has 1ncomes below the poverty level for |
" .+1977. Another 5% of . the total family incomes fell in _"
"the $8,000 to $9,999 total famlly 1ncomé-category.
Unfertunately, thls category can not beﬁ@roken down to
'identify the exact number of cases wtthi}amily incomes
) Belbw.the i97? povertyf;erel of 39,390; however, it is
‘probable“that atleast some of'thie group would also _ 3 I
have incomes below the poverty level. K
The number of famllles below the. poverty level is
'hlgher than the orlglnal study which fbund l}A of all
" Canadian families below the poverty level in 1970
'(FSAA,.19?2)._ Although the social Work\profession has . .
been criticized for mnot serving - the poor (Briar, 1968),
this would.not appear to be true‘for CFEENwhere one
quarter (24%) or more of the. sample had famlly iHcomes
: below the 1977 poverty level. .
A test of the null hypothesls 1nd1cates that for
the variable of total famlly income, the reapondents are

repreeentative of the sample.
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The distributlon of the sample and reépjgdehtsvofr .
' educatlon of. the- famlly head ig nggen&ed in Tabie 6
(p.?l). Educatlon ‘was dlvided lnto six categories.
Poet'graduate 1nc1uded any education beyond an initial
‘-univerelty degree. Univer51ty graduate indlcated that
a degree was_completed.‘ Some college or un1vers1ty
.lnoX;ded unmver31ty courses taken (1ncomplete degree)
‘or other post qecondary educatlon such as communlty .‘-‘
.college. .ngh,school_wae divided into two areas--
rgrades-9'%o 11, “and grades 12 and 13. Finallj, public
echooi_represented”atgainmeot of grade eight or less
in-education. Alrhoogh the unkoown;date was high,for
both semple_and reebondents (45% each), the_levele of
'educafion for Eoth sample and respondents eas‘very
similar. The statistical test of Chi square supported
the null hypothe51s of no dlfference. The respondents

-
\of the sample for educatlon of .

are representatlve
famlly iead. LT _

The mode for the;education reriable was high school;
grades 12 and 13, This is higher tﬁen’the mode for the .
'FSAA ‘Canadian flndlngs (1972) whlch vas high school ‘ )
grades 9 to 11. However, in the GFSB sample, 45% of the
' family heads had received education at lees than the
u;1ver51ty or college 1evel. By excludlng the unknown '
‘data from calculatlons, thla would ‘become 90% w1th.eduCa;'

+tich: 1essthan unlverslty or college.
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Dlstrlbutlon of ‘Sample and Respondents
by Educatlon of Famlly Head

oy

<

" TABLE:

)

number.

-

‘,Educa?ion of | Samp. ReSp.
Family Head n=188 | (%) n=94% | (52
post graduéte 1 (.5) 0. (0)
university graduate _ 12 (6) 8 (8)
‘some college or - ‘ :

university ;, & (3) 3. 453)
~ high school , =
gr. 12 or 13 32 (17) Sy (15)
high school . T, .
gr. 9 to 11 30 (16) 15 (16)
public school 22 (12) 12 (13)
unknown | 85 - (45). k2 - (45)
P> .05 ."- accept Hg

. *One respondent removed quektlonnalres' 1dent1f1cat10n
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.. As eeen'in Tabie é;(P'73)’ the clients in the

sample eame to CFSB from nany referral sonrces. ‘These
. sources are self exnlanatory Wlth the possible exceptlon
of three: communlty agen01es {e.get” Big Sleters,
_Vocational Rehabilltatlon, Canadian Mental Health Aseoc ),
. law=related (e. gol courts, 1awyers ‘probation and .
after-care) and health-related (evg.: hospltals, public”
health nurses) The four hlghest ranklngtreferral sources

.'.for the sample are self (Bw%), family phy31ClanS (18%),

communlty agenc1es (10%) and clergy ( %). It is of
lulnterest to. note that although the agency is aSSOClated
wmth the Roman Cathollc church referrals from clergy |
. ranked fourth. Agency ‘'services are used by other referral
© sources as well as _Church related ones.
o~ One third (?4%) of the sample was self-refeﬁred‘and :
jnet over'another third (39%) were referrals from beyond
the‘seciai services fiezd-—medieal, legal and religious.
This indicates that the'agency-isﬁrerceived as a resource
by citizens as well'ae by professioneneﬁher than eecial
work. S
A statistical-teat ehefgkthe,respondente ag repre-
_sentative of the sanple for the'n iabie of ‘referral
,sonrces. | ‘ -

\In summary, the respondents are representatlve of

the sample for six varlables. number of 1nterv1ews .
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TABLE 7
| - Distribution of Sample and Respondents
- | by Referral Source -
" Referral Source . - Samp. . Resp.
n=188 ] (%) n=9L* | (%)
self I Ceke (W) 35 (37)
. family physiciané 33 (18) 16 (17)
community agencies | 19  (10) 8 (9)
clergy i 15 (8) 9 (10)
law-related 13 (7 L (4)
schools - . S11 (6) 8 (9}
Childrens' Aid L -
. Society - 10 (5) 6 (6)
psychiatrists L7 () 2 (2)
welfare & (3) 2 (2)
healtherelated L §2) 2 (2)
unknown ™ . 6 (3) 2 (2)

p>.05 " accept Ho

*One respondent removed guestionnaires' identification
number, :

L3

ird



geographic distripuﬁion,epresehting:groh;ems;.tota1~
familyAiﬂcome, education of faoily heéad, and referral
source. . The reqpondents did not represen% the qample
for the varlable of marltal statos.' Since the respon-:
dents are representatlve of the sample for 51x of the\y
seven varlables, génerallzatlons can be made from the
respondents ‘about the sample. Slnce the sample was |
found fepresentétive of-tﬁe'populatlon; these generaliza=-
tions\froﬁ thelresoondents,can elso be:made ﬁo_the y

" population. | | .

"pindings Related to the Hypotheses

This section presents the findings of the research ~
related to the two hypotheses, (1) satisfaction reported;
(2)‘improvemeht reported (discussed more extensively |

, i
pelow). Responses to hypotheses related items on the
AT,

guestionnaire are nresented and discussed. Chi square
is used to test the null hypotheses. Conclusfﬂhs are
made about the acceptability of each hypothesis.

Hypothesis 1: Satlsfactlon Regorted

This section will discuss flndlngs related to
Hypothesis'l which stated: . o R N

At the time of the questlonnaire ‘satisfaction will
be reported by a larger number of terminated clients
than the number of terminated clients who will
rep%ﬁt lack of - satlsfactlon. i

A global measure of satisfaction- is provmded.%ythéstlon
11 of the FSAA questionnaire: nIn general, how did you

*
*

i .
N ¥ . . " .
/ - : F * ‘
- ] .
‘ =~
. .
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feel ab:zz;;?é’gerv1ces of our agency?" Respohses-of' 1
"Vary satiefiedh and "satisfied" were used as indications :
-of - satlsfactlon w1th serv1ces recelved by cllents at CFSB.
As seen in Table 8 (p. 76); the mode for thls item was'
"satisfled" (37. 9%) ' Over two thirds (?l 6%) of the
respondents reported that they were satisfied or very
satisfied with services received at CFSB., - “Somewhat
dissatisfied" or "“very dissatlsfled" responses were made
by 15.8% of the respondents, whlle 8 4% reported neutral
"feelings about serv1ces.‘ o ‘ '

No comparable flndlngs are avallable from the’ FSAA

. study (Beck & Jones, 1973), - Blonde and Murphy reported

“81m11ar, although hlgher findings for general satis- ;‘

tfactlon in their study. oThoy found\85.2% Pf thoir
respondents were satisfied or very satisfied with
services (1975, p.?5).(

Coi sguare was used to_test‘the null hypo?hesis of
no difference between reports of satisfactio;'and )
reports of dishatisfaction. The null hypothosis was,

.rejected as the difference was qot signif%%ant at the
.01 level. More respondents ré;orted satisfaction with
CFSB services than those who reported dissatisfaction.

Other questlonnalre items aupport these flndlngs

of general satlsfactlon of respondents w1th CFSB services.

~
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TABLE 8

General Satisfaction Reported
‘ by Respdndents

Réﬁort. - : frequehdy - perCeﬁtage
' ' (n=95) (100.0%)
very satisf;ed. 2 - 35.7
satisfied . | » 36 | 27.9
no particular feelings - . |
either way s’ . 8.4
somewhat Pissatisfied 12 ¢ 26
. very dissatisfigd | 5.2'.
unitnownm

b2

3
i
A

p £.01 .reject Hy
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Item 2- Of the questionnalre reports tbe extent to which
the clients perceived that their serv1ce goals were
attalned. " The majorlty (65 2%) . of - ‘the respondents
r@ported posltive results for goal attainment (as seen
in Table 9, Pe 78) - Of these positive reports, 28. hé
stated that goals were attalned completely or for the .
moat part"another 36.8% stated that they had\partially

'’

' attalned or made a beglnning towards goal attainment.

No progress or the sltuatlon worsening ware repdrted by .

28. 4% of the respondents, ahd 1. 10 reported that they
bad chinged their :Ldea of the goal -that they had

wanted. Unfortuanately, no comparable FSAA findings

(Beck & Jones, 19?3) were avallahle. Blonde and Murphy.

1ndlcated an almost ldentlcal response (65. 9%) for
' p051t1ve goal attalnment (l975,_p.73).

' The null hypothesis of no difference between
.positive and negative\reports~of goal atfainment was
tested with Chi square,_and rejected since the
| diffeasnce was n\t.sisnificant at the .Olylevel.
Respondents a;e/iikely to report a positive'degree

.of goal &ttainment.

As seen in Table 10 (p. 79), over three’guarters

-(?8 9%) of ‘the respondents identified no prob#ems with

agency programs and pollc195 (item 8 of the questlon—

neire). The 15.9% who did indicate problems identified -the

.” ..s
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' '?ABLE 9 -

=
=2

‘Respondent Reports of Goal Atta:i:nméﬁt

Degree of - frequeﬁcy ‘ péroentag‘e -
Attainment © (n=95) T (200.0%)
c'omple“telly i, : 1.7
for the most part 13 . 137
" partially w o an
made a beginning él . R 22.1__
chaﬁged my idea ‘ k _ |
of what I wanted 1 1.1
méde no progress gl | 2é.1 '
situation worse 6 . 6.3 7
unknown 5 ' D43
p< .0l .. reject Hy
. 4
[+ 3
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TABLE 10
- Respondent Reporﬁs of Préﬁiems
Due to Agency Program and Policies,
Problem frequency percentage
(n=95) < (100.0%)
[a L f
no problem 75 | C 78.9
fees : 8 | ' 8.4
!
hours _ 3 3.2
office location "2 : 2.1
waiting for service 1 | 1.1
problems with worker 1 1.1
unknown 5 5.3 |
&
%5,‘-‘ . .
"
&3 -ﬂﬁ'



N
'foliowing issues' fees hours of zervice, location. of
,offlce, waltlng tlme for serv1ce, and problems w1th
their worker. TIn the FSAA study, a higher number of

\

respondents (28%) reported similar gﬁPblems w1th agency
'serv1ces (Beck. & Jones, 19??, ,?0)._ The Blonde and lﬁqug.
Murphy‘study showed. 14% of the'regﬁondenté re@orted-
?rgbléms with service (1975, p.73). i .

| Itém 9 ofxthe guestionnaire, requested informatiqn
“from thé.respondent regarding gheir reasﬁns for_"stoPPing‘
coming“ to fhé'agency. ThlS was an open ended gquestion:
categorleq and sub—categorles set out by Beck and Jones
(1973, p.81) were used to analyze data.’ As indicated

in Table 11 (p.8D, fivélresponse sub=categories indicate
pdsitive or neut:al‘client;reasons for termination of .
servicg, while four'subecategories indicate negative
reasons for termination. In the present research,

almost two thirds (62.2%) of reaspondents indicated
positive or neutral reasons for their‘ending service,
while the other third (33.7%) indicated negative reasons
for termination. This is.very similar to the FSAA

égﬁdy wﬁere (65.2% indicated positive or neutral feasons
and 34.é% indicafed negative reasoné)1*Comparisoné with

Blonde and Murphy study(1975, p.74) are impossible
since they did noﬁfoglowgexplicitly the\FSAA format.

r
»
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' TABLE 11

&Respondents’Reasons for Tefﬁinating Service

.

Reasons - frequency percentage
: (0=95) (100.0%)
positive or neutral X
; problem solved or - \ A
: less stressfull 28 29.5
decided to handle on _
own of go elsewhere 13 15,7

. situatiohal reason
(e.g.: ¥ iliness,

. - move) 9 9.5
worker intiative orff .
mutual agreement 6 T 6.3
went as far as could 3 Y-
negative -
(/’_‘“uservice_not helpful 13 13.7
‘ other famlly memberq
; 3 unw1111ng 12 12.6
problems with service oo
(€ege: quf, hourg) 4 L2
dissatisfaction with
counsellor or
treatment plan '/\\W ‘ 2.1
other A 1.1 .
unkhown' i L.z
— ~
\. .
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Flnelly, ttem 10 "Would you consider comlng back
to our agency agaln if you needed help in the future?"
. brovides another 1ndlcatlon of cllent satlsfaction - :'
w1th serv1cee recelved/at bFSB. -As seen in Table 12

(p. 83), over three -quarters (82.1%) of the reepondents‘

'1nd1cated that they would return to- the agency in the

L)

future if they felt they needed help. It is of 1nter-f

" est to note that this’ p051t1ve response (82 lm) is

hlgber than both those who reported general satlefactlon

wlth service (?l 6%) and. those who‘reported pOElth@

| goal cj;l_tta:.Lnlment-(65‘2%).T 0f those who indicated" that ,
B they.would not return‘(ll 8%) the follow1ng reasons

were given:f serv1oe wasn't helpful, complalntsiabout

‘ agency and counsellor, obgectlons of other famlly -

o

members, 1nappropr1ateness of service for problem, and
the cllent did not expect to bave problems again.
Similarily, in the FSAA study SSA reported they would
return for serVLCe 1f needed in the - future (Beck &

Jones,'l977, p. 63)

‘-

. L4
- -~
s

: Chl §quare yas used to test the null hypothESlS .
of no dlfference between those reportlng that ‘they r

would return and those reportlng that they would not .

' return.- Slnce probablllty was leas. than ,001, "the

null hypothesis was rejected. Most'reepondents
reported that they would return to the agency in the

future. !
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o ' Vﬁespoﬂdeqté Réport of Likélhood of
e b -gse'of.Agéncy in the'Futuré N
.Resﬁbnsén, s -",I ‘frequency . perdéntgge
| S (n=95) -~ (100.0%)
would return .. .78 - 82;;.
wouldn't return i 11.8 -
unjsnown ‘ " 6 Coe 643
P <.001 .. reject Hg |
TABLE 13 | B
Distribution of Change Scores
Direction of Change v frequenéy ‘ percentage
B R ~ (n=95) (100.0%)
mich better .'LT{ 18 18.9
Somewhat betfer_ 3L . 35.8
~ . “same’ 13 - 13.7
: somewhat worse 6 6.3
much worse 0 0
“unknown . 2k 233
p<.01 .. reject Hy
)

83 ..
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Acce'tance of Hypothesis 1:
§a€ia£acflon Eeporfed

- The findlnge related to the first hypothesie were

all positive. Almost three quanters of the respondents

reported general satiefactlon wlth services received

at CFSB (p.?S)  Two thirds of the respondente reported

positiveAresults in attaining their service goals (p.7?);'
No complaints about CFSB pregraﬁs and policies were

received from oven three quarters' of the responderts

(p.77). Positive or neutral reasons for terminating -

service Were‘received rrom almosﬁ two thirds of the.
respondents (p 80) Fidaily, a large ﬁajdrity of ree- |
pondents stated -that they would return to the agency |
in the future if service wére needed (p.gg). Based on
the above findings, Hypefheeis liis.accepted. '

Hypdthesis 22 Improvement Reported ,

This section will discuss findings related to
Hypothesis 2 which stated:

At the time of the gueationnaire, improvement will'

‘be reported by a larger number of terminated clients

than the number of terminated clients who will

report lack of improvement. ‘

Client improvement was measured by the change score
and a global eva&ggiion of improvement as reported by -
the client. - . \

The change’ score is a composite evaluation of four
areas: Ychanges in specific problems, changes in problem=
coping, changes in family relationships, and changes’ in

1

. . -
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i‘ndividua]: family members'. (Beck‘d-‘Jones,l'l9'?3, pe 161) -
The scope and direction of change dre reflected in the
score, rather than depth or duratlon of change. The
evaluations for the change score are obtained from the
responses to 1temq 12, 13, 15, 16 and 17 of the FSAA i& .
questlonnalre. The score has a range of +20 to -20, '
A score of +20 is the hlghest p051t1ve change score'

a score of ~20 is the lowest. negatlve change score.

Each’ qdestlonnalre must meet a minimum number of require--
-ments before a change score can be computed (Beck & Jonee,
19553 1977). |

For the ?urposeslof thie'reeearch3 chahge ecoree'
were divided into five categories: much better (+12.0
to +20.0); somewhat better (+4.0 to_+llo9); same (-4;0
to 43.9); somewhat worse (~12.0 to 34.1);.ahd much
worse (=20.0 to =12.1). Change scores,in the much
. better and somewhat better categories will be interpreted
-aé_indiéatl g improvement,

Change scores indicated improvement for over one
half (54.7%) of the resPondepts§ however, if the unknown
data were removed from the perceotage ca;culations,
improvement would be reported by almost three quarcers
(73.2%) of the respondents (see Table 13, p.83). No
change was reported by‘lB.?%;;and worsening situations

“were reported by 6.3% of the respondénts. Comparisons -
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. to change scores with other, studies (Beck & Jones, 19?3,

Blonde & Murphy, 19?5) were not possible since different i

categorlzation was used.

Tests of the null hypothesis led to its reJectlon

since the dlfference was not signiflcant at the .01

1evel. Over one half of the change scores lndlcated ldjj

lmprovement. .
Results of the global evaluatlon of 1mprovement (item

18 of the FSAA questionnaire) is presented in Table 14,

: p. 87. Responses of “much better" and "somewhat better“

indicate 1mprovement vThe results were very similar to

. those of the change. scores:’ 53, ?% reported 1mprovement

Unchanged situations and change in both positive and

. negative ways were reported by 215 of the respondents,

whilde 10.6% reported sltuatlons worse.

A comparison can be made to other studles. Blonde
and Murphy reported that 58% reported improvement (19?5,
P.83). Thig percentage was an adjusted percentage as
unknown cases were not included in the'calcu}ations.
A similar adjusted percentage for this research, shows
63% reporting improvement, somewhat higher than that
reporteu by Blonde and Murphy. Beck and Jones also
reported an adjusted percentage for reports of.improves
ment--69 9% (Beck & Jones, 19?3, p 90) This compares-
favorably with the adjusted percentage for the present

research (63%).
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" TABLE 14
Distribﬁtion'of Global Measure
- ‘of,Improvement
ﬁireétion~of Change ., freguency. - percéntage
' (n=95) (100.0%)
much better L 20 2.1
. somewhat better 31 - 32.6
unchanged S 16 - _jl6;8
better in some ways . | o
worse in others 4 ' L.2
somewhat worse - 5 ‘ "L 5.3
much worse . 5 5.3
unknown ) 1 P P

p< .01 .~ reject Hg
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A etatlstlcal test of the significance of the
o dlfference between reports of improvement and non-
1mprovement led. to the reJectlon of the null hypothesls.

H-_ Acceptance of Hypothesls 23
Improvement Repprtea

A summary of the flndlngs relatlng to Hypothesms 2
follows.o Change scores 1ndicated 1mprovement‘rncover
one,half of the cases. ThlS was statlstlcally Slgnlfl-
.cant. A further report of Cilent 1mprovement was
Obtatned tprough the-global measure of 1mpr0vement.

: Thts aiso,was posittve, tndicating agstatistically ‘
significant improvemént for over one half of the

t

respondents.

i

. In 1lght of -these p051tlve reports of improvement,

-~

and_ excéllent levels of 51gn1f1cance, the setond hypo-
VtheSlS is accepted. ‘ \\\\ e
Further: statlstlcal tests were carrled out to deter=-
mine the oependence and degrees‘of as3001atlon between
‘the two variables: ’‘change scores and the global measure-
ment of improvement (see Table 15, p.89). For thls table
and future tables, change score categories . have been
collapsed for convenience of presentation.- Scores in
the somewhat better and much better categorles have been
identified as "“better", Scores in the somewhat worse

and much worse categories have been 1dent1fled ag "worse".

o
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TABLE 15
_ Client Reported Improvement:. - N
Change Scores and Glebal Measufement b
'Change Scores; L ;GlobaliMeaéuremént o
_ 9et£er . same . worse
" ‘better \'_ . Coohly ? I 0 -
* same - - o e .‘O- : 9 3" - | 4
wérse i , 0 .2 E L
5 .
p <.001 .".reject Hg
n=.87, change score dependent
. . »
v o \ ' o _ TABIE 16
Change Sca}e-Impfovement
and Agency Service Influence
Agency Service ' , o » Change Score
Influénce ‘ ' better - =same worse'_
‘ nelped.great deai 20 0 0
helped some - S 26 PR 0
mgde no difference 5 | L L
made things worse, -0 2 2

D <.00CL ... reject Hy
n=.71, change score dependent



observations'have been}omitteﬁ from theitaoles.'

-reliability in measuring improvement.

.

-Chi square has been ueed to test the relatlonshlp between

varlables, and tests of association have been used to

test the-degree of association between variables. Wissing

’

-

As seen in Table 15, the categorles for the global

‘ measurement of 1mprovement wers collapsed to correspond ‘

‘with the-new change score categorles (responses ofbetter,

1n§some Wys, worse in others“were combined w1th"sam§)
The relatlonshlp between the two varlables was 31gn1f1-.

cant. - When the correlatlon ratio (eta) was used to test

- the assoc1atlon between the change scores and the global

measurement, it was.found that 75% of the variancelin

change .score was associated with the respondent's global

measure of improvement. This high degree of association

between the two variables measuring improvement provides
evidence of the valioity of the instrument regarding its

The acceptance of the two research hypotheses indi~

L]

Cates.that’respondents nere satisfied with Services,
received at CFSB, and experienced improvement in problem .
areas after receiving'service. To deternane whether

this improvement was directly-causedroy agenc§ service,

or factors outside of agency service, control groups

*would‘bevneeded; however, an,indication of the respond- - -

; . ’
ents® perception of the influence of agency services is

[}

T

S
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' available from item 19 of the FSAA queetionnaire:- "How

do you feel the eerv1ces provided bv our agency 1nfluenced
. the changes you have reported?" As seen in Table 16 |
(p 89), almost ‘three quarters (74.6%) of the respondents
felt that 'they had been helped by agency eerv1ce.' The
relatlonehlp between the.change ecore-and 1nf1uence-ot‘
‘the'agency service wae_etatietically Significant . and

50 €% of the varlance ln change score wasg aesoc1ated with

I
[y

the respondents' reporte of the 1nfluence of agency service.‘d
. Since the prev1ous dlscuselon (p. ?4) determined
that the reepondents were statlstlcally representatlve
of the sample and the populatlon, the acceptance of the
i hypotheses and other flndlngs relatlng to the respondents
" can be generalized to the sample and the population of
CFSB. It can be aseumed, therefore, that the- majority
of the population would report satisfaction‘with CFSB ‘
serviceés and imﬁrovement 3ith problems brought for service.

Findings Related to ‘the Research Questions

N The research questions focused on four areae‘related
to the hypothese3° the relationship between the reported
outcome of service and partlcular eerv1ce character1st1CS°
the relatlonshlp between the reported outcome of mervice
and particular client characteriatics; cllent commente
‘and complaints: about agency eervice; and a comparison

of particular research findings with cther_similar etudiee.

‘e



,‘The task outlined in this flnal research queetion has
been carried out 1n the preeeding-data analysis and

T.dlscussion of - flndlngs' approprlate comparlsons are

| aleo made in thle sectlon. ‘ .

The dlscussion in this section focuse;shn'the

_-remalnlng research questions, Presentatlon of flndings

are subd1v1ded 1nto two. groupings. Outcomejrelation~

shlps to serv1ce and. cllent ceracterlstlcs descrlbe

. and dlscuss those varlables which have a statlstlcally

signlflcant relationship to the client reported outcome

-

_of gervice. -, The change‘Ecore bgs been selected as the

-

bas1s for thls analysis, since 1t offers the most detailed

lmeasure of the clients? evaluatlon of serv1ce outcome.:.
The second‘area of dlscusslon related to the research
'7questlons is the report and examination of-clients',
' comaenés'and complaints. Responses representatlve of
lboth supportlve and critical. VleWPOIHtS w111 be presented.
| = Outcome Relatlonshi s_to Service - |

" and Client Charasteriotosos

Numerous variables were tested for statistically

significant relationships with the change score by means
of a test of significance (Chi square), and a test-éff
. association (eta) Thage charac%erlstlcs of client and”
service whlch were found statlstically slgnlflcant are

reported and discussed here.

<7



N .
~ One’ cllent characterietlc, educatlon of famlly head,
was related to change ecoree at leee ﬁhan the .03 level
of probability, however, eince almost one half of the .
‘obeervatlons were missing (eee P 70) it is not Valld

to diecues this varlable relatlonshlp in any more detall.

btained

"Item.2 of the FSAA queetlonnalre (p. 77)
reporte of the degree of goal attalnment ’ the cllent.
The categorles for degree. of goal attaln'ent have been.
_ ollapsed to’ fa0111tate presentatlons.- MBositive response"
includes the orlglnal categorlee ranging {from '"made a
 beginning“ to "completely attalned", ) utrai response"i
includes the categeries'of ﬁmade‘no progress', and
Wchanged my idea of what I wanted". "ﬁegative fesponeeﬁ‘
is'"situation worse". Table 17 (p. 94) presents the
crosstaeulation of change scores and goal-attainmenf. N
Thelr relationship was gignificant at less than'the .01
level. . The correlation ratlo 1nd1cates assocxatlon at
tﬁe 26.5% level with change scores ‘dependent. Cllents ‘
Efo reporteaﬂéositive results in attaining their goals
regardlng their presentlng problems were more likely to
have a change score 1ndlcat1ng thelr eltuatlon had
1mproved.

The varlables,reaeon for termination (see p.80 ),

and change score were statlstlcally elgnlflcant at less

~ than the .02 level (Table 18, p.94 ). Tor preeentatlon,
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* TABLE 17 S
. Change Scores and Gdél‘Aﬁﬁaiﬁment'

Degree of Goal . .= -- ;Qhangé Score
Attainment = - got - stayed the got

: : - better - = same - . worse
positive - - ; . |

response, . 45_ o 5 -1 ;
neutral ° : ‘ S |
. - response- .6 6 © 5
_negatiﬁe' 7 S . .

~response o 0 2 o 0

p <.01l .% reject H,
=.60, . change scores dependent

TARLE 18
Change Scores and Reasons for Termination .
Type of " ’ Change Score d
* Reason for ' ' :
: : N got : stayed the got
Termination better . . ‘Same ' worse
pdéitive or ‘ . -
neutral . 39 o, 6 ‘2 1
" N
negative ' - 12 o 7 \lQE

p < .02 .-, reject Hq )
Q?-52=‘ change scores dependent
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. only the main categorles of p031t1ve or neutral and

'

negatlve were_used. The correlation ratlo indicated

~that 27 Q% of‘the'varlance in change score.was‘assoc1-

ated w1th change score."Clients who repo}ted positive

or neutral reasons for termlnatlon were more likely to

7obta1n higher change scoree.

As seen in Table 19 (p. 96 ), satisfaction w1th the

counselllng relatlonshlp as reported by the cllent was

related,to change scores.. This information was‘gathered .

in item 7 of thesFSAA«questtonnaire; "In general, how

' satisfied were you personally with the ‘way you and your
counsellor got along w1th each other“' The oorrelation

ratio 1nd1cated a n _assoclation between theee two

variables (20.1%). It appears that thoéb who were very

satisfied or satisfied :with the:counselling relationship

,reported hlgher change scores.

Three of the previous follow=-up étudles found a

relationship between cnange‘scores and satisfaction with

the counselling relationship (Beck & Jones, 1973; Blonde '

&”Murphj, 1975; Ddiley & Ives, 1978). ‘Their findings
support ‘the present regfarch that hlgher merovement
scores are p051t1ve1y related to higher client rates of
satisfaction with theieounselling relationship.

As seen in Table 20 , (p- 97) client description.
of the degree of Satlsfactlon with the couneelllng

relationship can be lelded lnto four categorles

- ;-;___jﬁ--;_-r;;__
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. TABLE 19 l . ‘-'.‘ v [
' Change Scores and Satisfaction _ -
‘with Counselling Relationship = ',
Degree of Satisfbction, - " Change Score .
with Counselling - S :
: : got . stayed the - got
lRe;at;onsh;p _+ better .. Bame worse
very satisfied S 25 T 1 o ' 1
satisfied | 20 .5 .2
.ho feelings' . , , . -
either way . _ L b ' 1
somewhat‘ - \ : .
dissatisfied 3 2 2.
very ' - : '
disSatisfied 0 . 1 0
p< .04 .\reject Hgy ’
' g !

n;,&s, " change scores dependent ‘

e
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- TABLE 20 -
Change Scores and Client Description
of Counselling Relationship
Client Explanation ¥ - Change Score -
" of Counselling ' ' Y oad g :
. . . got stayed the got
.Relatlonshlp‘ better . . same worse
counsellor o : n
Jnterested o 4
and- helpful - 37 6 >
counsellor not 
interested, nor
able. to help ' 0 1 o2
Cdunéellor lacked
experience, ski%}
or knowledge _ 1 1 0
other responses - 3 7] 1

"p<.0l f;reject‘Ho ‘ _
n=.45, . change scores dependent.

AR
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.J(Beck & Jonee, 19?7) g counaellor interested and
7 helpful- couneellor not interested, ‘nor able to help,
counsellor 1acked‘experience, skill or knowledge° and
“-etner responsee (those not cla551f1able in the preeed;ng
.,categoriee). Theé relatipnsﬁiﬁ tetween“elient‘desegln-
I.tien_of_counsellinglfelat{onship and“chéngescoreenaelih'j-
qtatisticéily signlficant at-lesa:than the ~.01 level.
Jngher change scoras-: were assoc1ated w1th the client'§
perceptlon of the counsellor ,38 1nterested and helpful.
The. assocmation ‘betwaen the variables was moderate (20%).
Although this examinatlon does stress the {ﬂportance : -'/
g}lrelatlonshlp between service putcome and counEe}Z{ng
:;eletionship,Tit dbee not break down'the components of
the counSEIling relationship. As discussed in fhe reyien;
of llterature, relatlonshlp ‘has long been con51defga“aﬁ“x\\;
1mpertant 1ngred1ent of counselling (Rlchmond 1922);
more, understandlng of the components of the counselllng
relatlonshlp, and the reasggs for its importance has
been found in the past two decades (Truax & Qarkhuff, o
196?).i\'. L - | - 3
In summary, these variables hadma,relatienship to. '
change-ecores reported by the eliente° the education
of the famf%& head goal attalnment- reasons for.
term1nat10n° eatfsfactlon w1th‘the counselling relation-
ehlp, and cllent explanatlon of the counselllng relatlonehlp.

(ot -
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and problems with worker.

P TP

. The latter two variables are supported by findings from

similar follow—up studies, and other writings in, eoc1al

work and the helping profesqions. _ _
Report and Examination of Clients'
Comments and Complaints :

Comﬁenfs and complaints were collected from ciienfs‘ {i}\v

by means of several“questiohs. Responses to two‘of these

Aqueepions'heveuoeeh previqpsly reporteo*in the 'discussion

- af findings reiated to the hypotheses. When asked to-

identify any problems caused by agency programs or policies
(item 7 of FSAA. questionnaire), over three ngrters of the

respondents reported no_problems (Table 10, p.79); however,

one~sixth (15.9%) did'ideotify problems. These problems

" were fees, hours, office location, waiting for service

The other question,previously discussed dealt.with B
whether the client woﬁl@ consider returning to the agency
for service in the future (item 10 .of FSAA questionnaire).
Orer three-quarters_(Ba.l%) oﬁ\EEe respondents stated
that they would returr to the agency (Table 12,‘p.83)..
fhose whouindicated thaitoey would not return to the
agency for service (ll.8%),_ide£€ified the. following
reasons: serviee not helpful (3.2%); complaints about
agenc& (3.2%); objections of other family members (2.1%);
complaints about counselling (1.1%); not the right type

of service (1.1%); and won't have problem again (1.1%).
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Three other questlons provided indlcatlons of the
cllente' perceptione and reactions to CFSB service. On
- the CFSB Cllent Follow-Up Study, item C aeks the client
to comment on the ‘effect of the agency belng a Cathollc
famlly agency. An equal number indlcated that the fact
:the agency had an aSSOClatlon w1th a religious denomlna-
\tion had ‘a p051t1ve or heutral influence on them (Table 21,
P 1GD Less. than one in twenty identlfled a negative effect.
hOnly six respondents commented ln the open—ended portlon -
of this 1tem. A selection ofuragresentatlve responses
follows' "I feel staff ath such an agency must be well
-quallfied and open mlnded regardless of rellglous denomlna-.
tion.", "CFSB was the. only place-that oﬁfened help .for
" our problem.!, uI doubtedlthe:Catholic eéenc§ but came
T because I had to.d and "A'particuierlworker had been ' £
suggested~=so it was.the counsellor, not the_egengy_" -
The respondents indicated general_satisfaCtion with
services of CFSB in item 11 of the FéﬂA gquestionnaire
(Table 8, p.76). This guestion also"provided an area
for comments. Eighteen respondents made commenta; these
ranged from 10 which werelpositive to eight negative
ones. Some representatlve comments follow: "Right from

N

the receptlonlst on up, everyone eeemed concerned and
wanted to help.", "The counsellor was kind and tried to ?
help me; e/he listened to me when I was no longer going

to the agency.", @Comfortable and non-threatening §;gfii§?5



B o I
TABLE 21
’ Influencé on Client of the Agency's
Association with Roman Catholic Church
Influence = _ " frequency - pefcenta§é
. n=95 . - (l00.0%
felt more like coming ‘ 43 . b5.3
made-no,difference | o 43 - 55.%
felt less.like cdm:}.ng . oL ‘ L2 .
unknown ‘ . 5 - 543
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| all of us."- "We couldnﬂt get anywhere. Couldn't flnd

%

'the source of 'the: problem."""Paying 320 per visit, I

sometimee felt I was. paying someone to take.an intereet

pin me, just like you yay for everything else in llfe.“;

and ™o wanted to save our marrlage' the counsellor

" wanted us to try a separatlon, which would have rulned

by

what we- wanted to save. We ﬁere dlsapp01nted."

Item 20 ef the FSAA questlonnalre asked respondents
for “any addltional comments ahout your eXperience w1th
our agency?" Over thlrty comments were made' as with
the previous item, these ranged from eupportlve to cr;tl-
cal. Some representatlve responsee follow (see Appendlx H
for a full report of these ?omments). '"I have mentioned
counselling to others."; "Theykiistened, helped think ir.,'.
out and make‘up our own mind. Now a new.attitude to 1ife,'r
job and fanily."; ny went to 8 physicians in 15 years,
and I sot more out of the counsellor than them." "Thank
you."; “I thought we'ld be adv1sed_more instead of letting
us decide'what to do."; "Not pleased."; "I cannot stress
how disappointed we were with the counsellor{ I aeehmed
an'experienced, very capabie counsellor would be assigned.
We were two steps ahead‘of a/he all the time.";and
"Your counsellor didn't help but it was a beginning for
the end because later my daughter herself eoughtlr |

counselling,"
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It is apparent that’ client comments range frﬁm

glowing praiae to eevere dissappointment Some I'eSm= _fu

ipondents speak generally about what they 11ked or dis-'
liked abdut their experiences at the .agency; others are
.more precise;A The critical responses reflect thez;rob-l
- lems identified in other items such as fees, service

'not helping and dissatisfaction With the counsellor.

‘ The supportive responses foqused on positive results
to service, and satisfaction With the counsellor and
-~ the helping‘process.

'Summary of Research Findings

The sample was found to represent the CFSB popula—”
tion for the three variables tested:  marital status,-
number of lnteereWS ‘and geographic distribution. The
respondents represented the population for number of
interviews"and'geographic distribution. The respone

- e
dents also were found repreéﬁntative of the sample for

six of seven variahles: number of interviews,. geographic :

distribution, presenting;problem, total family income,
education of family head, and referrel_source. |
Generalizations of research findings can be made-from
the sample and respondents to the CFéB population..

Both the hypothesmes were accepted after examination
of supporting data and statistical testing. It was
found that a larger number of terminated clients reported

satisfaction with agency services than the number



ekt Rlgtel -5 T
4

'_description of their eatisfactignﬁwitn theboonnselling
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| reporting dieeatiefaction (Hypothesis 1, p. 84) Further-

more, a larger number of’ terminated clients reported _

1mprovement than those reporting lack of - improvement )

(Hypotuesis 2, p 88). ‘ |
The change score meaeuring improvement ~as reported

by the terminated client was found etatistically related

to five‘variables; .education‘of famlly Head, degree of

T N
goal. attainment, reason for termination of services,

satisfaction with counsgllihg relationship, and client

relationship.. Tests of association showed maderate ‘to -.
low degrees of assoclatiqn between variables.
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CHAPTER V. . .
| coNCLUs_iONs AND. eEcommNDA‘TIoNs

The purpose of thls research proaect was to examine

‘gaéﬁﬁge cllents' perceptlons of the. efrectlveness of casework

servrces whlch they received at the Cathollc Famlly
.SerVLCe Bureau of Windsor. Two hypotheses ‘were. developed
': to examlne client reports of satisfaction with serv1ces, .
‘and 1mprovement w1th problems presented for serv1ce. In
addltlon, research questlons were posed to prov1de further

-

N structure to the research process. A pqnp051ve sample

LB

was drawn from the CFSB populatlon, and selfnaddressed
mailed questlonnalres sent to the termlnated clients.
The design and instruments were based on the Famlly

Service Association of America Cllent Follow—Up Study

4
4 -

(Beck & Jones; 1973).

-~
-

Major Research Findingsr

The major research findings are reviewed in the
'same order in which they were dlscussed in Chapter Iv.
The sample was found to represent statlstlcally the
population for three var1ables‘ marital status, number
of 1nterv1ews, and geographlc distribution. .This indie
cated the findings related to°the sample can be generale
ized to the population.

For the variable, marital status, over one half of

’



. e*%her traditional family units, or alte

‘ units. The variable, number of 1nterv1ews

the county.
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the'sample‘hnd.popula%ion were‘married snd'over fhree
quarters of the sample and population were married, S

had been married, or were in a common, law relationship. .

The maaority of the’ clientele of CFSB were

two to five inﬁerViews. The next. largest group of -

clients, one—third,sreqeived one‘interView.

- ‘

receiving less than six interviews made up the majority

Lof both the sample and population. -The geographic

distribution varlable showed that . two thirds of the
clientS\fesided in the city of" Windsor, with the other '
one-third living in munlcipalities .and rural areas in
-The respondents were statistically reﬁresentativa
of the population for number of interv1ews and geographic.
distribution. The respondents also were found statis-

tically representative of the sample for six variables.'
\

"** number of interviews, geographic distrihution, present—.

ing problem, total family income, education of family

'head, and referral source. These tests of goodness‘of5'

fit allow generalizefions to be made from findings’
related to the réspondents to both the sample and the

population.
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. . ‘
An examinatlon of preeentlng problems of cllents

'1ndicated that over one half of the prese ting problems

were marltal followed by parent—child probleme, and

4

| 'thlrd,-lssues of-lndividual pereonallty development.

iThe total annual 1ncome of the cllents showed that

while the mode of incozes ‘was from $15 000 to 324 999

(over one-quarter), on quarter of the group had 1ncomes‘ Ce //

below the 19?? poverty level (1ees than $9,390). The . /,//

A

'agency is eerv1ng poor famlllee as well as middle 1ncome

»-famllles. The majority of cllents had less than univere

sity or college education, with the mode being high
school, grades 12 and-l13. Finally the variable,

referral‘source, indicated that the cliente;oame to the

’

?gency via a wide range of referral sources. The four

highest ranking sources'of referral were: self, family

“physicians;'commﬁnity agencies, and clergy.’ Cs

. Acceptance of the Hypotheses . -

Stafistical tests of the data led to the acceptance

of the two hygotbeses.. It can be said that:

1. At'the time of the questionnaire, satisfaction

.‘:: - "was reported by a larger number of terminated

clients than the number of terminated clients
who reported lack of satisfaction.

2. At the time of the ouestlonnalre, improvement
: was reported by a larger number of terminated
clients than the number of terminated clients
who-reported lack of improvement.
The acceptance of the first hypothesie,,concerning
client satisfaction with agency services, was furtuer

gupported by the findings of a positive degree of goal
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7 attainment few complalnts about agency serv1ces, pOSl-"
tive or neutral reasons for/terninatlng serodces, and
1nd1cations that clients wouldjyeturn to the agency\
agaln if servmces were needed in the future.

The acceptance of the second bypotbesls, reported

1mprovement of problem sltuatlons was: fuﬁther supported

by a statistically 81gniflcant relationship between change

tsd“res measuring 1mprovement .and global reports of 1m—
provement. This prov1ded ev1dence of- the valldlty of

the lnstruments. Issues of cause and effect can not -

be. examlned within. the descrlptlve desigh of the research“

_proaect however, 1n reply to the questlon, "How do you
feel tbe service prov1ded by the agency lnfluenced the

changes you have. reported?", tbree juarters of the res~

pondents indicated that the agency services had influenced

the‘changes that they had reported.

Findings Related to the Research Questions

The research questions foclsed on the following areas
related to the hypot eses‘ the relationship between the
,-reported outcome of g8 rvice, and partlcular serv1ce, and

client characteristics

client comments and complaints
about agency service; andNQomparison of particular |
findings‘to other.slmilar studies.

The following variables nere'found”to have a sta~ -

'tistically significant relationsbip to change scores

~

.



f?epqrted by_élients,.an a low to‘ﬁoderafé degreejéf
asédtiét%g&: ‘;ﬂﬁcaiidh éf faﬁily héa&;‘ggai aftgin— o
' ment;;reasﬁns'foq ta}miﬁétién; satisféction‘with fﬁe
éo%néelling.relatipnship;-énd ;11ent'déscripx;on of

the counselling relationsﬁip} -The educat 63 variable

was not Qiscuésed'eg?énsiﬁel§,due to ‘the high degree ’.'

of missing data. ‘When findings indicated positive l
results in attaining client goals féf-service; positivé~-
. to” neutral reasons fdr“terminétihg'ser?ices; satisface

 tion with the counselling relationship, or'client

descriptions of thé counsellof as ;nﬁerested and help—“‘

- ful, ¢hange SEofes were morellikely;to.indiéate
rimproéement. ' | |

Finally, péfticulaé'findings of this research’
project compared favdhrablijith similar fepdrts of -
. ~————

client follow-up studies.

- ~Recommendations

Baged on the research findings and related'readings,
the researcher bresents‘the following recommendations
to CFSB, family agencies, and the social.work.profession.

~

Social Work Practice

-Thef%%riables related to the number of interviews
(the maj y was less than six), and goal attaine
meﬁt‘?po%%%?ve goal attainment related to positive
‘improvemént scores) are viewed as indicators of
the appropriateness of a brief treatment approach
in the family agency. Attention must be given to

time~limited service and client-specific goals”
(Reid & Epstein, 1972).
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" «The variables related to satisfaction with the -
) - ‘counselling relationship, and description of the :
i : ' counselling relationship are indicators of the ,
‘& importance of the relationsuip factor in counsele .
ling. The Social Work profession muast move beyond.
. the general concept of. relationship, givin
attention to its facilitative components ?Fischer,
1978,. Moore, 1974). . - - .

. =The varlablea\pf marital status and total family
income. indicate the presénce of certain minority
o - . groups such as the poor and none~traditional family
‘ units. The social ‘work profession must address.
itgelf to issues particular to these. groups
(Mayer & Timms, 1969, Ccnstantlne, Constantine &
g Edelman, 1975).

. ' Agencv Policies and Programs o,

-

- - =Referrals were received from three ma;n sources-
SR the clients themselves, other social work agencies,
and non=-social work professignals. Public relations
efforts of family agencies mist recognize and reach
. . out to these three foci pointd.' Information must
. ° 7 be effectively dispensed to the potential referral
. : sources. - This information must make known the
existence and nature of the services, and facilitate
appropriate expectations and utilization of services.

b : . =The high proportion of county cases at CFSB should.
lead to an examination of the possibility of serwvice "
= _ needs specific to this non-urban community. . ~

—— ’ ’ -Although few specific complaints were made, fees
ﬁ\ . . were most often mentioned. The agency should be .

"\, sensitive to the unique situation of each ¢lient,

' and be facilitative of client understanding. of the

rational of dgency fee systems..

— Ag;ncy Record Keeping

] ‘ ‘ . ~Record keeping must be comordinated with present
g ® -~ and future research needs of agencies. The use
; Vo .0of such informative measures as the Blishen so0cio=
- economic index could be utilized with minimal
‘changes to present record keeping systems (record
client occupation to correspond with occupational
. _ claasification used for the census) (Bllshen, 196?,
‘ - McRoberts, 1976).
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- =Agencies_must give attention to the consistent

collection and-ease of retrieval of important

client descriptive data. ‘Such items as "family .

Bize",. "total family income", "number of interviews",

~and "educatlon" must be defined, and conslistently
~recorded. . Broad categories which obscure specific

. data must be avoided (such as "marital problems"
which means the stages of marital breakdown,

'. separation and divorcée are 1ndlst1nct)

Further Research

~Over one half of the sample responded to the
guestionnaires lndlcatlng that clients are prepared.
. to provide service ‘feedback, This willingness to
. provide feedback should be utilized by building

- research into the counselling program to provide
important information about clients! perceptions
of services. A follow=up system using an appro-
priate instrument could solicit client perceptions
at termination, and after three montus,. Such a
system would be-a valuable part of program
~evaluation. ‘

~Research should be bullt into practlce to establlsh
the effectiveness of specific interventions,. and

to develop practice concepts and tecuniques approe-
priate to particular problems. Clients could i;
asked to evaluate each counselling session at Nts
close, providing the worker with immediate feede
- back. Before and after measurement of the client's
coping abtlities could be carried out, and related
to worker—specific intervention methods and
techniques., This can be done in a way which will
not jeopardize the uniqueness of the client as a
person, nor the individuality.of the profe351onal's
style zFlscher, 1978).

-Where fea51b1e the two areas of research, thé ¢client
follow=up system and the practlce research, could
be correlated to provide further information.
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APPENDI'X A
X . FAMIIX SERVICE'STUD
.;.Since you receﬁtly have been to our amigv service aggncx,

you received from cur agency was helprul or not end in what ways.
Please answer all Questions even 1 you have: to guess.

PN - ]
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are enger to knov whether the service
Your opinions are 1mportant to us,

If either you or Your fhﬁ&ly have been to our

agency befcre this 1nst contact, Please tell us onlv about your ‘'most recent period or service.- A

1. What vas the one most 1mpdrtént problem
. thpt brought you to our agency?

'

ing this. problem?

(FPlease be as specific
as possibles) oo

' Was this scccmplished? (Check only-on§ iteh.)‘

Yes, completely _
___ For the most part __
T Partislly

___ Made a beginning

Mzsde no progress
- Situation vorse
___ Changed my idea
of what I wanted

3.  Did somecne counsel yol or talk with you
about this or any other problems?

Yes . Yo
I YES, was this helpful?
Yery helpful . Not- helpful
Don't know -

ISomeghat helpful

4, Did our agency provide any other service?
Yes No
If YES, vhat vas'the service?
* Was it helpful?
Very helpful Not helpful
___ Somewhat helpful ___ Don't lmow
5. Did they suggest some, other place where yqn
might go”
Yes No
If YES, where?.
Did you go? __ Yes __ No (or not yet)
Did it help? __ Yes __ ¥o __ Don't know yet

If they suggested & SECOND place to‘go,

where was this?

No (or not yet) *

Did you go?  Yes
. No __ Don't know yet

Did it help? __ Yes

‘What did you most ¥hnt to gccomﬁiish regard~

T,
" with the way you apd your counselor got along
with eaph ' o

7* Very satiklied *

« . ) N -

Was there aﬁy kind of service or helb you
expected or needed rrom our agency that you’
didn't get?

-

No

Yes

If YES, what was it7

o

In gene}al; how satisrigﬁ‘uqre.you-pefsonally

Somewhat dissatislied
* Very dissatisfied

*Please tell us why Yyou féltlthis-why.

Was there adything about our: agency or .its
program or policies that made problems for. .

. _¥you or your family, such as fees, having to

If "YES,

~wait, distance to sgency, appointment Hours,
having to change to &’ new counselor, ete.f.

Yes No

what was it?

Why did you stop coming to our agency?

Would you consider coming béck to our agency
again if you needed help in the fu@ure?

Yes No

If NO, why not?

In general how -did you feel about the
services of cur agency?

— Very satisfied ___ Somewhat diasatisfied
Satisfied Very dissatisfied

No particular feelings one way or the other

-Any comments?

|
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The questions on this pageaask about problems that you angd your Tamily. hed when you came to qur
agency and whether these prob)fes are. now MUCH BETTER, SOMEWHAT BETTER; THE SAME smmw}m WQRSE, -or
MUCH. WORSE If you do not Live*with your rnmily, there may bé some.items that uon t apply to you,
-perhaps ' Problems betwean hy, bnnd and wife" or Raising children ..,“ ete.  Just skip those. ‘ ‘
12.° When you rirst cans to Eur agency dd - Now, . for eqch problem you have checked on. the left,. .
you or any ¥ other member )or your family please put a check mark in one of the five cdlumns ‘
bave any of the rollouins problems? * below to. indicate vhether that problem is now MUCH
(Read list below and chgck at the left BETTER, SOMEWHAT BETTER, THE SAME, SOMEWHAT WORSE,
All that were n problem for anyone in or MUCH WORSE compared with when you f£irst ceme to
‘ynur family at the time of your most the agency. The change could be either in the prob-
recent application. Yoo ‘ . . lem itself, or in the way you'or your family handle
i . it now, or in how easy or.hard it {s to live with.

. EE

TYPE GF. PROBLEM MUCH | SOMEWHAT | gayg | SOMEWRAT | MUCH
o ‘ EETTER | BETTER | . WORSE | _WORSE
r— - — . - - - . . - .
Problems between husband and wife . . . . ... .| ' ' 3 S
) Problems between parents and children . ' B
fchild under 21) . ... . . . . N :
Problems between otne# family members e e : B |
‘{Whot ) ) .
Raising children, tsking care of their needs, ;
* training,. discipline ete. . . . - 4 . . . . .
' Taking care of house;' meals, or family health ‘ T o
matters, . . . . . e e e e a e e e e e
Managing- money, budgetins, orecredit . . . . . : -
Problems in social contacts or use of lelsure ' ) >
‘ time.‘...........A.*-......r.. '
Not enough money for basic famlly needs . — e : . : ‘ . -
Being unemployed or in a poor jJob . . . , N . - .
Housing problems . . .. . . 4 v o v o . o . -
Unved parenthood . . . . . . ., . . . . . .. T .
Legal prablems (such as divorce, custepdy, rent, . : . <
bills, etc., not involving crime) “ e e ‘ ‘
. K
Doing poorly at work or having trouble holding )
a jJob . .. . L e e e e e e ‘ )
Doing poorly or misbeéhaving in school . . . . .
Drinking' too much . . . . . . . . . . . . . .. -
Teking drugs . . + v v ¢ « v = « o s e e :
Getting inm troubleé with the lav . . . . . « . . - - . . - - N
Trouble getting along with others . . . . . . .| ’
Trouble handling emotions or behavior . . .~. . : ~
i Health'problems, physical ifllness, or handicap. l___
Need for physical care (for aged, child, sick .
< ete.). e e e e e s e e ) . .
Need for prctective services (for aged child, C ’ :
BEE.)r v v v e e e e e e e e e e e e e e e
‘Mental L{13ness. . . . 4 v 4 v vt h e e e ..
Mental retardation . . . . . . . . ... ... —
Other problem . . . . . .+« . . . . .+ . ¢« .« ., o
(What? . ) )
13. Now cirecle on the left the check for the one most important problem
you wanted help with.” If you had ro problems, please check here: ' .
\\ . T S TNTG L ALl T 1T AT b
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“1h. In eddition Lo the kinds of help we have been asking about rfacily agencies are alao_eoncernod‘

with neighborhood and ccmmunity conditions which cause problems Tor Iamilies. For this reason.:
we would like te- khow whether any of ‘the follouing vere a serious problem for you or your family
when you came tO OUT agency. (Check g1l that uere s problem.)

: Foor job opportunities Poor police proxection . Inadequate~1ega1 help
’ " Poor or no job training . Unfair credit practices - Discrimination {racial, othnio,
T cpportunities \ Poor Tealith resources . religious, etc.)

" Poor schools , . No day care centers ror ) Poor recreational opportunities
Rundown neighborhood . children = °  Poor or costly transportetion
Unsafe neighborhood’ . No home dare .services Other conditions’ (What?

Heavy drug use in area : ror aged or sick . - -
{ / N0 CONNUNiTY SITUATIONS WERE A SERIOUS PROBLEM EDR OUR FAMILY {Skip to Quistion'15. )
Do you knou:of any, \ay our agency tried to help with these community conditions? ___ Yes -;;_‘No'

<4

I” YES: How?

was what ue}did about these conditions helpful to you and your famil;? __Yes __ No ‘ . Don't know

15.. People vho have been to family agencies sometimes find. thnt regardless of what they came about,
there are changes in how the members of the family get along together. Would you say that since
you started at our agency this me there has been any change for the better or for the vorse in
the way the members of your family-~ . . {Check on}; one 2olumn for each item.)

‘If vou bave nc famiiy nearby, answer MUCH  SOMEWEAT SAhE SOMEWHAT MICH - NOT A
|4in terms of your other relntionshipé ~ BETTER- BEITER | - WORSE wonsk pnomm

.

2

Talk over problems, listen to each ot er, ) .
share £LINES .« « v v o 0 v o 20" n o e e e _ ‘ o

Handle arguments and work out differences . . . . b

Accept and help each other, pay attention to _
each other's needs . .. . . . .. . . oo .

Feel toward each other (how close and . .
comfortable, how you enjo) ‘each other) e e e e

How husband and wife get along sexually g ' ) . »
(Answer only if ¥you aré the husband or wife.) . '

— . . — — — —p—

Get along in othen ways (How? Y

16. Wnen people work ¢n their problems at a family agency, they sometimes find that there is a
change in how they feel sbout those problems and the way they handle them. If you hsve:
discussed any problems with our agency, would you say that you personally have noticed since
then any change for thilbetter or worse -in-- (Gheck only one column for each item.)

MUCH  SOMEWHAT  gavp  SOMEWHAT  MUCH
BETTER  EETTER WORSE . WORSE

The way you feel about your problems (how
worried, overwhelmed, angry, confused, guilty,
ete.) . . e e e e e e e e e e e e e e

. 3 .
The way you understand your problems (what . . ' %

they ere and who or what contributes to them) . ‘ . o '

The kinds of ideaﬁ'you have on what to do |
. sbout your problems (what shopld or should
not be tried) . . . . . .. L. o e .

The way you work with others in handling
problems (telking things over instead of
fighting or avoiding, ELEC.) v e ¢ e e e e e e

Since coming to the agency, have you actually-- ‘ .

Made any decisions on what to do sbout your problems? Yes No

Taken any specific action on your problems? " *__ Yes No

*If you have taken some action, . belp greatly ' make things somewhat worse
did thiﬁ turn out to-- : help somewhat : make ‘things much woree
: . make no difference can't tell yet

e AT LT D IO e S TN A G T T e A B TN AT e S L T
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17. " List ‘beloy all members ot yuur_ranil&, ihciudin ou.rs'elr,. regardlelssh of \}hether‘ they vere seen

—

.at our agency.

our agency,.provided our agendy contacted them

]

: " RELATIONSHIP = -
{List husband, wife,.son, uncle,
-- hiece, etc. Include yourself.)

Persons 21 or Over (or under 21
Af now or ever married):

Hus Band-father :
Wir_e-mothcr .

Persons Under 21 and Single:

.. -

Do not use pames, but give instead .their relationship to the head of your family.
Also liat any others (rglatives, friends) who were involved in the

in regard to it.

problex for which you came to

+

After each person ‘you have listed, place & check in the colurn that best describes the direction
" of chagge (even ir slght! in his or hen.behavlor: 'attitudesz i‘eeliggs. or agilitz to handle °,
Problems since service with the agency began. - Co : .

..~ ' DIRECTION OF CHANGE
"Somewhat. " . Somewhat
- Better Same Worse -

FEEL
NERR!

I
]
1

Write "self" in front of line you Mave. used to report yourself.

19.

20.

18, Considering 81l members of your family and g1l {21.  Digd anything not related to sgency service
: roblen*you discussed with your counselor, influence the chs s you have reported?
hot woul you say things are now compared with {Check below all Gt had an influénee.)
vhen you first came to our agency this time? - oL
: —... Other services or aid, such as from .
Much better *If things got worse, doctor, lawerer, velfares sc 1
'___ Somewhst better Please describe what (Wnat? L ! )
___ Unchanged happened: -
* _ Somewhat worse ‘ ‘ — Changes in your life situation, such
* Much vorse ' as \Qealt_h, Job profrotion, birth of
¥ Better in some ways baby, loss of income (What?
T but worse in others - )
7 gzsgli::z;ms Influence of an important person not
involved in agency service, such as
& friend, relative (Who? ' )
‘How'do you feel the service provided by our Other (What? .
ggency influenced the changes you have i v )
reported? . .
___ Helped & great deal [ 7 Uo such influence
Helped some ‘
~ Made no difference ' - Did the factor(s) checked above make things
: Made things worse (Please explain: - better or worse for you and your family?
) —  Better —_ Worse —_ Some of Both
Any additional comments about your experience 22. Whq filled out this questionnaire? N
with our agency? ' Husband or father
" Wife or mother
" Husband and wife together
___ Other (Who? )

Please make sure you have answered all the questions. Mail the
addressed envelope that came with it.
studied carefully eslong with many othe
families and {ndividuals,

Copyright © 1976 Family Service Association of America

Thank you very much for your help.
s Iln order that we may continue to improve our services to

questionnaire in the atamped, self-

Your answers will” be

FSAA FORM NO. 27 Rev.2

vt Ji s e e e

L ——
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o . aPPENDIXB ., . . W& o
..+ _CASE DATA.SHEET . (;;\-_f -
Study No. - L I Yo

Primary Clisnt: _ -~ : - .

Worker:

Incoming Date:

Date of Closing;

District:’ : . L A

Male . ;-Femels _ ~

Date of Birth:
‘Marital Status: Married ; Single ;' Divorced
- Séparatéd_‘ ; Common Law s Widow 3

‘ Deserted {.Uther H

Date of. Marriage:

Occupation:

Education:

Religion:

=

Place of Birth:

Spouse: Male _ ; Female :

Date of Birth:

Uccypatinn:

f\\j . Education: | . o
B ‘ - o

Religion: : ‘ Lo

Place of Birth:-

Previous Marriages: Client 3 Spuuse’ 3
Children: Male ; Femaje ; (*Identified Patient)
' Dates of Birth:
At Home . . ?
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. Study ‘No. ' : o o : ‘ v

. Others in Housshold (who): ____ -

"
‘Who all was seen: : BRI .,
»
* ..
Type of Contact: Phone/corr. . : In Person ; 
*.” Contact on Behalf of Family ___ ;
.Rafe:fal'sburca:' Sglf - '
C.A.8. . - o
. Dr. (type) _ ' o
Lawyer : \
School
Clergy

Health.ert.
Hospita k
Other (whao)

Total Number of Interviews .(contacts):

Problem Receiving Most Agency Attention (Primary Facus

Total Family Income, (before taxas in t yeér): 3
. Family Head: , Highest school grade complete

flccupation:-

Reason for Termination: Referred Elsswhere
L ‘ .

Service Terminated By Caseworker Plan
Family Withdrew or Terminated Service

Further Service Not Possible

"Informationh Not Available
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Study No.: ___ - RN A B
) ﬁrogramrha Area: - Individual Qounsallling" k
‘ . ) __T_Fémill'y Therapy: MEI;I‘.in'GC.JI..IplB‘ ('c‘on-jbiht‘) o
| L S 8 "l-“a'm'ily Unit ('ail-or part)
© . Child Therapy -
____Gr.r;u‘p Eour;s'éllin:g‘ ,
____Information Not Available
Part I °
Social Economic Status: : ‘ No;'Eﬁbifonme tal Problems
upp'e# or .midd‘le — - less than 2 |
~ lower | __ . : . nr_‘more -
. External Factors . S Na. ‘oF Interviews : o
' pos_iti'ue - . | - ons |
\\g ‘ | neutraJT' (or r-'mnle)';__ | - twa ta f‘iue L .
| - n.egat.ive - - S ' six or more
Difficulty of Problam _ '  Other Factors, (if any)
1234567 |
L
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| - CAPPENDIX C - 119
Alert Sheet - Client Followsg Study - |

L]

.ﬁhis study ™ volves the cumpletidnsby the c}iént-of.a mailed
out quaétionn 'rs, with & stamped, addressad.return envelope.

The resturn: address to be used is 677 Ulctorla St., ‘Windsor
(no agency name) for both snvelopes. ' SR
Attached is a list oF your past clisnts whn will be inc udad
in the sampls. Please read over this list and lndlCItB any

. problem that you might foresee ar151ng From ths;r i clu510n. -

Thara are two main potential problem arBBS'
l) Confidentiality - other: Famlly membars not aware of.
‘client's visits. Could. this problam be clrcumvented
by my phonlng the cllant and asklng For an alternatlvs
- address”_ '
2) Inability. to complete questlonnalre. ”mentalvcr;physical
dlsablllt195° illiterate; language. N
Indicate your cencerns re: a client's lnclu510n in the sample
with an astsrlck and brief note ‘about the type of prqblem.
Please get this information back to me byThqrs; Sept. 271, 1978.
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Lo Ellent Follow-up Study o A Cathollc Famlly Sarumcs Bureau

' Thank you ‘for helplng mlth our study. Plaasa ansmer thasa quast;ons
- and those on the following pages.
If you want a’ translablon of this quastlonnalre in yuur mothar tnngue
(Franch Spanlsh Italian, atc Yy . pleasa call us at 254- 516&.

]

R what languages are. spoken in your homa?

“What language is spoken most often? - i -

8. Do yoﬁ work éhifﬁs”- yes__.; NO_._ .
" Do others in your home work shifts% yés__ 5 no__.

-If yes, who: (Namse .them, by statlng thair ralatlon "to
Famlly head. .8g. sun) .

~C. Did the fact that this is a. Cathollc Famxly agancy make - you
feel: more liks coming hers___ o ‘\w‘
} less llke coming here, '
. maks no leFerence to ydur camlng hars
Any camments° -

r

D. 'Since you stopped comlng to our agency, have you Gr anyone
- in your homs gone to another agancy axr hslplng person with
"a problem? yes___; ne___-

IF YES: Where did you go?
Why ‘did you go there?
SR

~

How many visits did you make there? 1 anly
7 to 5 visits ; 6 or more

° - What was the most 1mportantl/€ﬁﬁ7sm that you
o discussed?

Was going there helpful to fypu? yes_ .

Why did you not return to gu agency?

t

.ll.Il...llIC.I‘..‘IIll.0ll‘...ll....l..l.l.;ll....l.ll...l'..l..'.l

qu_eh k « DUE TO ROTATING MAIL STRIKES, MAIL
' @

SERVICE MAY BE SLOWED DOWN. IT IS
IMPORTANT THAT YDU MAIL BACK YDUR.
COMPLETED QUESTIONNAIRE A5 SOON AS
POSSIBLE TO AVOID DELAY.
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~The counsellor was- pollte and consmderate, but pushed

I wish T could Have cont
. portation problems and my. husband didn't want me to -

Y
TR

. . ! : L ! . . : A
- w..«_._..-..m_--.-m-.us.wﬂ -w*\‘ i i — ey, . - N e e e e
f
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Other client respongest to FSAA,queetionnaireg item 203

. "Any additiohal ‘¢omments about your experieuce with our
. agency?" |

" =] am very grateful for the good servmceq that CFSB

- gave me .
i
a bit too much--my husband is prlvatefand abusive.,

-When dlscu351ng problemq I felt better about myself.

_-In going we received th peace of mlnd wvhich we needed.

We could get advice and help when we didn't know. what
to do. Our.daughter is doing pretty good now and is

: able to cope a lot betterwith life.

3‘-The counsellor allowed me -to use them as a sounding

board to find myself. I will always be in their debt
for the help to myself and my children. , '

-ASSlEted us when we needed help,. but my daughter would
not accept it as I dld. .

','I wish you could find a better way to encourage “the

reluctant husband to come out ‘to some sessions; other=
wise, I felt alone trying to resolve my problems.
!
-Thank _you for all your. help through the CFSB.

~It made me face my 51tuatlon, really think about it,’
try to find reasons. for it, and then try to correct it.

=Very helpful to me when ﬁ needed counselling.
¥nued to come, I had trans=- :
come.

Communication has improved.

-1 was very pleased with the help the worker gave; the
counsellor hags become more a frlend

M;nor editing has been done to improve readablllty and

. maintain client~counsellor oonfldentlallty. )
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—Satlsfied with serv1ce and counaellor.‘
‘-Very helpful to ne.,

"oo=If my teenager had been truthful and willlng to co=
operate, it might have helped. -

=1 dldn't g0 long gnough.

I feel strongly that when one member of a famlly is
1n trouble, the whole family should go for counselling.

e;-I could help my son more because I could understand
why he had Yﬂese problems.

. =Because of the many 'talks', I now feel as 1f I know
myself better, and I feel able to cope with problems ‘
that come up. _ )

-They were'very prompt-after I Cailedfpé ask fof help;
~It helps to talk to somebody when you are in trouble.

~The only reason I never returned to your services was
tdat I found I couldn't get answers. I realize ngw
that you were trying to make me see the answers for
myself. ‘

~The social worker I spoke with was highly competent,
very kind and understanding, and the fact that T 4d,jid
not return to the agency is no reflection on that
PETrSOn.

~1 only made one v1s1t and did not get much out of its '

T did not go back because I couldn't afford $25.00 *
an hour. My doctor sent me there and he told me there ’

was no charge. The counsellor was very nice and made

me feel calm. ‘ :

3
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