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PART X
IITRODUCTION

Jcope of Problen

This study concerns the caseworker and the family age
ency's responsibility to meet client needs more effectively.
Emphasis in this study is on that area of casework practice
involvinz client=worker recornition and definition of the
client's presenting prodlem and its relationship to contine
uance beyond four in=person intexrviews. A secondary focus
relates the above to social class of the client.
dustification of the Studyv

Efforts to survey this problem are warranted in the in-
terest of makins possible preater attainment of social case-
work goalse This study is pertinmant to this end in as much
as it concerns the client's problem which he presents to the
family agency, the solution of which is the charce that the
a~ency, worker and client must mutually assume.

This investicators interest in this study problem stems
from a desire to test and reveal the sicnificance of meetinz
the individual client where he is in his perception of his
presentines probleme This is considered one measurs of the
opportunity afforded by the arency, which influences the clie

oent's dacision to use service.



Potantial Yalue of the Jtudy
Is 1s anticipated that the findin~s of this study could

have theoretical value in formulatinz hypotheses to test
causal relationships between workere-client perception of the
presenting problem and the type of client, the nature of the
problem, the opportunity afforded by the arency and client's
environment in rezard to how these factors affect the client's
decision to continue use of service. It is possible that the
findinrs of this study may be of practical value as a backe
drop acainst which to evaluate a~ency policy, practice or ade
ministration related to intaks, the waitinz period, the fee
 schedule, staff development, community education and publie
relations.

Ihe A-ency and Its Interest in the Study

The Fanily Service Center of Kalamasoo, Michisan, where
this study is to de carried throuch, i{s interested in this
area of researche Primarily, their interest stems from & gen=
eral desire to exanine and evaluate azency process and casework
practice knowins the inherent value of self examination as a
foundation for future growth and planninge.

A~ency personnel has expressed their belief that the
focus of this study is related to certain arency operations,
and as & result the findinss misht have value in several areast
(1) As an indication in determininz whether revision in intake
procedure is necessary. (2) To determine, in part, what attie
tudes exist within the community tomard the agencye. (3) To



rain knowledre of causes of clicit non=acceptance of service
offered and to determine the derree to which the arency is
meetinz client neede (L) To determine who are the clients
of the e~ency and the implications of this for staff educae
tion and pudlie education. (5) To have an adiitional basis
for evaluetion of the administration of the a-ency fee schede
ules (46) To determine what problems are presented and the
imrlications of this for public ecucetions

Past arency study efforts, related to this investi-~ator's
survey, have been in the area of study of the nature of elie
ent's prodlamse The azency has many times been aware of clie
ent discontinuance durinzy the study phase and has been intere
ested in determininz whye One approach in findins answers to
this has been to en~aze in cursory study of cases to detemine
cormunity attitudes about the e~ency as a reflection of the
nature of problems brou~ht to the arency.



PART IX
ASSIPTIONS AND HYPOTHESIS

The general assumptions upon which this study is based
is that continuance is a function of client motivation and
opportunity afferded bdy the agency and the clients envirene
mente AlsS0, that that opportunity involves, &monz other
things, that worker and client perceive the presenting prode
lem oonsistentlye. Such perceptions it is assumed can de
deternined from the recerded data of the "intake® inmterview
and from the responses of the client to & questionnaire
Surveys

A highly definitive hypethesis 18 not being tested here
because of the psucity of theory which would lend itself to
pin point causal relationships between eontinuance and workere
¢lient pereeption of the presenting probleme However, inhere
ent in this study problem is an implied hypothesis. It ie
that & client with motivation will decide t0 use agency sere
vice deyend four in-person interviews if there is a mutually
consistent perception of the presenting prodlem dy the client
and worker, providing that restrictive factors are not present.
It s also believed that factors of help expested and nature
of the problen as they are related to consistency of percepte
ions will influence continuance.

In view of & secondary focus related to social class, the
data of this study was correlated with social class of the
client.
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Terms in the above hypothesis will now be defined.
Clisnts Any adult in the county served by the Kalamasoo
Fanmily Service Center who presents a probdlem for which on
going service will be made available and is offered, and
vhere the individual does not refuse service durins intake.
Vore than one individual in the sane family may be conside
ered & client if the above criteria is fulfilled.
lativations When a client indicated a desire to be helped
and indicated drive in the direction of solvins a focalised

pmblcn.

Clients in need of continuing service who elect to receive
more than four ineperson interviews.

Presentinz Problemt The client's question at issue proposed
for solution. (That focalised i{ssue With which he wants help.)

Lutually Copglstent Perceptions Client and worker evaluated
as to be in agreement on the nature of the personal, intere
personal, or envirommental situation which poses difficulty
for the client} and client and worker agreement on how this
difficulty affects the cliente (This later point means how
the client sees his prodlem, which in turn is a major influe
ence determininz that with which he wants help.)

Dastrictiva Factorst These are construed to mean anything
involved in the client's decision to discontinue use of needed
agency services. These may be internal factors (such as lack
of motivation or confused expectations of help wanted) or
external factors (such as restrictive envirommental situation,



lack of family support, improvement of problem situation,
or negatively perceived experience with the worker or with
agency as rezards fees, waitinz period, etcs).



PART II1
PREVIOU3 STUDIES

Back-round of Studz Frobleg

Social workxers respondins to their professional oblie
gation and their human desire for accomplishment have always
undertaken efforts to serve those in nced in the most cone
structive nanner possible. Caseworkers in an effort to ime
prove and define practice have studied their clients, theme
selves and their interaction in rezard to problem solvinge
They have been concerned with the skills and setting they
have t0 work with, how to use their skills and settinz and
what they want to accomplishe The means of problea solving
has been thoucht to de as important as the end solution many
times. However, if solution or improvement does not occur or
the person with a problem dosan't use the service available
rmuch concern has been on the question, "Why?"

In rerard to those who are in need of service and who
have had contact with family agencies, but decide not to use
the service, much study has been done.

A recent study by Gurin, Veroff and Feld, of how "Ameri-
cans View Their Mental Health,” focused on the individual in
the general populations They studied attitudes toward mental
health and problem solving patterns of groups making up the
American culturee. The implications drawn from this study, to
be useful in planning for mental health, were in the area of
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psychological, cultural and educational influences bearing
upon the American publice. Particular emphasis was put on
the fact that it is the individual who is the Jjudze as to
whether he nesds helpe This relates to whether his needs
are felt, and it 1s "felt® needa which this national study
recorded,t Matching felt needs with resources is a challencze
requirinz: solution on many levels, This study added verifie
ecation to a study of "3ocial Class and Mental Illness™ by
Hollinzshead and Redlick which peints eut also the disparity
of uniform treatment or treatment facilities for different
social cluns.z representing of course different culturel
orientations with varied perceptions ¢f need and adaptative
behavior.

The study by Gurin, et al., involved factors relatincs
person (client) and resources. It did not concern itself
with what goes on in the treatment process or its ri:ults.’

Certainly many do not find their way to & treatment re-
source, but of those who do find their way to a family acency
only a minority continue in treatment.® It is here, at this

*
Curin, Cerald, Joseph Veroff and Shelia Feld
, . Tdew Tork: Basie Books xﬁc%.. .

PPe 5 ™

210111n-shesd, Ausust and Frederick Redlick, §85h4k Glasa
. (New Yorks John Wiley & Sons, 13950},

PPe 357=3c06
3Gurin, Veroff and Feld, gps ¢ike pe AOle

"Konn. Leonard 3., ®"The Short Term Case in a Family

Arencys The Study Plan,® Zocial Casework, Vol. 38, lNo. 5,
(M‘YQ 1957). Pe 232



level, that azency and staff are concerned with servine
those who actually seek ouS & rssource to whom they present
their problem. We must be concerned first with those in
need who zoke eontact with a fanily acency, but do not de-
cide to use the service, befors ws seak out an increased or
select clisntele who may also be in need.

Of course, every elient who comes to & family arency
for help Will not choose to make full Tuse of the service.®
Factors within the agency may act as detriments to the cli-
ents' use of the servicee Studies of these phencmena have
fallen into two general catezoriess those concernins the
client and those concerning the worker which includes his
settins and his processes. This writer, however, is not
studying how well clients make ®use of service,” per se,
but its antecedantecontinuance beyond the study phase. Stude
1es concerned with continuance in casework have of necessity
exenined discontinuances Such studies have revolved around
the intake process because it is at this roint that a majore
1ty of clients terminate their contact with the fanily azencye
Leonard Se Kozan has pinpointed that in & 1947 teo 1955 majer
study at the Comnunity Service Society, N.Y.Cs, the number of
cases in the otal latakg which terminated with fewer that two
in-person interviews varies from 56 to 65 per cent} in 1954
FSAA reported a median firure of 64 per cente’ 1Ia a CS3 study
in 1954 1t wes seen that 83 per cent of cases had closed before

]

m.. Pe 232,



*10=

receivinz a fifth interview}] when eliminatinr those without
any in~-person coutacts, the fisure dropped to 7§ per cent.®
FSAA, in a study of eleven west coast acenciea in 1954,
showed that of those cases having at least one in-person
interview, 8] per cent closed before receivins the fifth
interview.’

Dre Amn Shyne 0f CS3 has described a 1948 F3AA study of
3.4kh ga208 gloged With fewer than twe in-person interviews.
Of these, 15 per cent rerresented service completedg LO bor
cent were referrsd elsewherej and of 35 per cent who needed
casework services 22 per cent had unplanned termination and
the other 13 per cent wers umwillinz to accept a plan for
further contacte The remaininz cases were closed because of
unlikelinoed of modification or Lecause ether sppropriate
services were not available in the community,®

It 18 interesting to note that the above 35 per cent rep-
resents larrely discontinuing clients who requested service
for family or personal prodlems rather than environmental
problemse licwever, in a later study by ). Blenkner of new
cases opened with an in=person interview in 1947 at CSS, it

*
mg.. Pe 232

7&0. Pe 232,

8
Jhyns, Ann We, "What Lesearch Tells Us About Short Term
Casea in Family Apencies,®™ Sogcigl Cpsework, Vol. 38, Noe 5,
(ay, 1957), PPe 223«224,
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was discovered that clients who asked for help with psye
cholozical or interpersonal problems were more likely to
continue beyond intake.? These two statements are not as
inconsistent as they appear to be.

~ In Shyne's review of current research in several FSAA
agencies she reports that this subdstantial group of clients
who need service, yet who do not continue, refuse service
because of any mumber of factors cited, such ast lack of
realisation of need to participate in its solution, low mot-
ivation for selution, resistance to caseworker's explorstion,
and poor attitudinal responses of client's family. Dr. Shyne
questions whether caseworkers fortify these barriers te con-
tinuances She says that clients and workers have noted an
inability of the worker to meet the client on his own ground,
allowing him to develop his problem as he sees it, and ex-
plaining in & wvay he understands the kind of service being
offered, as well as conveying some encouracement about the
possible helpfulness of the service offered.10 Moreover,
differences in the social class of the worker and client is
surgested by Shyne and others as an obstacle in findinz a
oomnmon ground toward enhancinz the worker-client relationship.

Of the multitude of factors bdearing upon the client which

results in a decision not teo use azency services, this

*

Blenkner, Marzaret, "Predictive Factors in the Initial
Interview in Family Casework,® Jogial Sarvice Review, Vel. 28,
Noe 1, (March, 1954), pPe 70e

10shyne, gRa Sikies PPe 230-231.



researcher is foecusing on the client's presenting problemj
that is, the worker's and client's perception of the pres-
enting problem as related to the client's decision to use
agency services. It 18 felt that this is one way to meas-
ure the opportunity offered by the agencye The theorstical
framework for this study grows out of Lillian Ripple's re-
search at the University of Chicago wherein the proposition
exanined was "that the client's use of service is determined
by his motivation, his capacity and the opportunities afferd-
ed him both by his enviromment and by the social agency from
Which he seeks help.ll

Before elaborating on that study, I should like to re-
turn to Kkogan's research at C33 on short term cases seen &t
intake during one month in 1953 and then review Georce
Levinger's methodology for studying contimuance. Kogan dif-
ferentiated his sample into planned and unplanned closings
and studied and compared one in-person interviews with two
to four in-person interviews. In cemparing the unplanned
elosing with the planned closing, he found that there are
more significant similarities than differences whether there
is one interview or two to four interviews before closing.
However, those who continue beyond one interview, but not
over four, have slightly more interest in working on their
problea and are more resistant than planned closers to

urRipptlo. L11lian, "Motivation, Capacity & Opportunity as
Related to the Use of Casework Servicest Plan of Study,®
Sacisl Service Review, Vole. 29, No. 2, (June, 1955), p. 173,
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exploration of their probleme They see their problem as
a fanily or relationship difficulty but attribute it more
frequently to others than themselves. They also appeared
to 1ike the worker bettcr.n In surveyingz workers and fore
mer clients on follow up, he found that workers tended to
attridute discontinuance to lack of interest or resistance.
Yet, half of these clients of follew up showed disatisfac-
tion with either the progsress made or disatisfaction with
the workere These clients also showed that the other most
comnon factors associated with discontinuance was either an
improverment of the problem situation or an inability eof &
practical environmental nature which prevented continuance.
By contrast, the worker ascribed discontinuance to possible
improvement or practical factors in oaly about 10 per cent
of cases. Al80, the unplanned closers tended to have more
complex problems than planned closers. The former were less
likely to have seen their problems emerginz durinz the first
interview,13

A framework for studying continuance has currently deen

suzrested by Ceor-e Levinger.l® ¢ has stated that "contine
uance or discontinuance is viewed as behavior in a situation

onq‘n. Leonard S., "The Short Term Case on a Family
Apengg—-!’m 1I,* Social Casework, Vol. 38, Noe 6, (June, 1957).
Pe 2

13 ®*"The Short Term Case in &
Am éumial Casework, Vol. 38, No. 7. (July, 1957),

1”Lov1nnr. Gocrr-ox ®“Continuance in Casework and Other

Helpine Relationships Review of Current Research,® Saocial
yg&. Vole 5, Noe 3, (JSuly, 1960), ppe &0=50.



inhabited by the (client) and the (worker) in a relatione
ship." Thus, it is assumed that the (client's) behavior
depends on the characteristics of (the client), the chare
acteristics of the (worker), and the nature of (their)
relationship. And it is assumed that the behavior of both
(client and worker) is a function of their personalities
and their environments. It follows, he indicates, that (the
client's) continuance in treatment is a function of varie-
ables in the following five areass (client's) personal
attributes, (client's) current environment, (worker®s) per-
sonal attridbutes, (worker?'s) current enviromment, and the
characteristics of the (worker-client) relationship.®

This researcher?s focus on the presentin-~ problem falls
in the first of these areas} namely, tho.client'l personal
attributes. Nowever, a study of worker-client perception of
the presentinz problem would sesm to fall into the later cate
arory of characteristics of the worker-client relationship,
Such a frame of reference as lLevincer proposes would probably
be useful in a study with a ri-orous research design. But
since the nature of this writer's efforts must be considered
basically empirical, lLevincer's framework is inappropriate
and of too broad a scope for this small research project.

Now, I shall return to Ripple’s work on motivatiom, cap-
acity, and opportunity, part of which was related to the nature
of the client's problem.15 Theoretically; she postulated

IgRipple. 1Lillian and Ernestina Alexander, "lotivation
Capacity, and Opportunity as Related to the Use of Casewo
Services Nature of Clients Problem,”

Vol. 30, No. 1, March, 1956.
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"that the client with approcriata asd Adequate rotlvatlon

and adequate capacity to whom the gerviges offered are epprope
Ziate and gupplie B ngrner makes usa of case=
work help provided forgea outgide the grency or cllegt influe
ence pre not restrictive and unmodifiable.*1® And she alse

wA -

Dot _orerative in a positive sense that the client would not
make paa of agency service, Incidentally, ®use of service®
she quantitatively observed by measurins mmber of in-person
interviews) continuance being five or more,

The previously stated frame of reference provides an exe
amination of econtinuance as a function of four general varie
ablesy the client's motivation, his capacity, the epportunity
afforded by his enviromment, and the opportunity afforded by
the arencye This framework, I believe, 'px'ovidn for a effice
iently methodological approach to studying worker=client pere
ception of the presentinz problem as & function of Ripplet's
fourth variableg the opportunity efferded by the azency. It
should be clarified that Ripple's fourth variable includes two
general conceptsg fLirst, that services offered are apprope
riatej and second, that the services are supplied in an ade-
quate manner (resultinz in the client's decidin: to uag case-
work help)e This researcher?s study is prinarily concerned
with this second concept, but apggumes that in the study sample
the service is appropriate for the client's need,

T ipple, gpa ites Po 17he
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Use of service of course assumes continuancej however,
continuance 18 not to be construed as efficient "use®™ of the
service acecepteds Moreover, in attempting to correlate cone
tinuance with a workereclient perception of the presenting
problem we must realige that worker-client understanding en-
hances their relationship and continuance gssumes a good
relationship} but, we cannot yet say that mutual understand-
ing of the client's presenting problem is a necessary ante-
cedant to, or results in, continuance beyond four interviews.
The findings of this survey should clarify this.

Ripple's findings are oriented to her problem classifie
cation scheme. Before outlining her findings, it is important
to understand the basis for her problem classification scheme.
The scheme is not based on pathology because this represents
cause and not the presenting probleme Her definition of probe
lem 18 a "question proposed for solution®. Therefore, since
casework 1s a problem solving process the foundation of the
classification scheme rests on two general concernss Firlt;

a concern not with aggregating problems; but with that queste
don which is identiried by client or caseworker or both as
requiring solutionj Second, a concern not with describing a
problem, but with describing broadly the in-person situation
as this has relevance to common elements of problem solvinge
®Otherwise, they developed a system that would contain a
relatively small number of mutually exclusive categories which
describes the problem situation and the client's relationship
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In an ex poss facto fashion, she drew up problem cate
gories based on eontent of narrative statements made by
Judges of the cliant's prodleas There were two general
classes of problens. In one the question for solution ine
volved external, envirommental, maladjustments or deficien~
cies and, c¢onoemitantly, the prodlem selving precess contains
some elements of acting upon that envirommente In the other
class the enviremment bas & miner place in the question for
solutione The fires and second classes are termed "external®
and "psycholegieal,® respectively, Within each of thess
classes there are four definitive catecories for classifyine
the presenting mu—.“ This classificatioa scheme 18 be-
ing used in this investizetort's study and is outlined rore
definitively in Appendix A.

Ripple presemted her findings ia relation te the dive
ision of whether the presenting predlem (as Judzed) is externe
8l or psycholezieal. The externsl problem presented for
solution in many eases existed along side a psychological
problem, but the latter was net presented for solution.

Concerning gxtarpal problena cresented, the findinzel?
showed that differences bdetween these that eontinue and do
not are distinetly related te the realities of the client's

I,mpplo and Alexander, fR¢ Likes PPe 39=40,

181014, Ppe 40-bhe

1934pple, Lillian, "Factors Asseciated nt cmimuco in
cug;urk orvlocs 30aial ¥ork, Vols 2, Noe 1, (January, 1557)
. [ ]
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enviromental situation, the client's motivation, ard ons
aspect of service--its appropriatenssse In rezard to capace
ity, Ripple states that "our analysis to date indicates that
in these cases the client's capacity for prodlem solving
and for use of casework help appeared to de unrelated to
continuance or discontinuance."20 However, amonz those that
do continue capacity 1s sugzested to be important as to hoy
the client uses service. It was also found that continuance
and discontimuance ean be differentiated in terms of the
client’s enviromment almost totally, Continuers were those
whose housingz or employment opportunities wers rsatrictive,
but modifiable. Discontinuers were those whose enviromment
was restrictive and ummodifiable.?!

Ripple associated with continuance the client's motivae
tion in tems of hope that his (her) problem can be resolvedg
and that the client's efforts toward problem solvinz have
good direction and strencth measured in drive. Also she found
that 1f the client is seekins an appropriate service this
factor is positively associated with continuance. Neratively
associated with continuance was the factor of lack of discome
fort onm the part of the client.23

Now in reviewing findines yhan pavchelocical problena
Mora presemted, Ripple reports that the two groups, Psychoe
logical and External, were very similiar as rezards general
T

21
Ibide
211014,
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variables associated with continuance or discontinuance.
However, the specific nature of the general variables dif-
fered when problems were psychological. That 1s, environ-
ment was important as to the role played by others. The
support of others in the family toward resolution of the
problem was positively associated with continuance. The con-
verse was associated with discontinuance as was also indife
ference or when no specific role was defined for others.
Motivation was positively related to continuance when client
was seeking chances in ways of acting and where service is
®clearly” appropriate. Motivation, and therefore continue~
ance, was weakly positive if neither of these two factors
were present if, hmvor; there were no other negative factors
inhibiting continuance. Asseciated with discontinuance was
poor drive or seeking of inappropriate service.23

In developing a composite or the above factors on the
basis of their relationship to continuance, categories favore
able and unfavorable to continuance were defined. It was then
seen that the ratio of clients in categories favorable toward
continuance preduced 8 out of 10 continuers among those pre-
senting txternal problemsj it was 7 out of 10 among those in
favorable categories presenting psychological problems. In
both group-; external and psychological, 1 out of 10 in un-
favorable categories coatinued.u Such a relatively high

m-. PPe 89’”0

2 Ibid.
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rates of continuance suzrests that Riprles factors assoce
iated with continuance or discontinmuance possess a good deal
of reliability which supports their use in this survey,

Since Ripple found that appropriateness of service is
positively assoclated with continuance, this investirsator
sou~ht to verify this and also study other variadles which
are considered as reoasures of the opportunity afforded by the
argency, including primarily workereclient perception of the
presenting problem,

It should be pointed out that Ripple's study compared
the nature of the preseantinz problem with e¢ontinuance and
found that thers was a definite association between these two
factorse !'alf of external problem group and a third of psye
cholorical problem group continued beyond five interviews.25
This su~zests there are factors related to the client's probe
len which Influence continuance other than those studied by
Ripprle,

This investisator attempted to get data directly from
the client rezardin-s his perception of his presentins problem,
rather than usinz a judze's evaluation of the client's probe
lenm as Ripple dides This arproach is taken in consideration of
Ko~zan's studlies, mentioned previously, that point out the dise
parity between the reasons given for discontinuance by casee
worker and by client on follow upe Also this approach was

Ripple and Alexander, loce £ites Pe L8.
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taken in cdnnideratién otladvantaeea surrested in recent
ntudieazs of usinz precoded instruments when clients are

accessible,

“Sor~atta‘ ¥d~ar F., Pavid Fanshel, and lenry Meyer
antions ‘ : (lew Yorks Rus

Y".’.- *1!: ops

“arg Lowidatlion, s DPDPe



PART IV
NMETHOD3 AND MATIRIALS

e [

First, data was obtained representinz thae worker's
Jud~erment of how the client saw his problem, It ssemed that
the best method for accomplishinz this was to go directly to
the intake worker and provide him with closed case records
for readine the initial interview. The worker was also proe-
vided inftially with instructions and criteria for classifye
fn2 the presentings problem utilising Rirple's scherie?’ as .
contained 4n Appendix A, Because of the limited availability
of time and personnel it was obvious that rigorous methodole
o~y would not be possibls. Since two workers classified
problens of clients known to thenm, it was felt that infore
mation rerardinz "restrictive® continuance factors obtained
from workers would dbe blased and tharefore such data was not
gathered from the worker, but instead from the client. Basice
ally, then, from the two intake workers data wers obtained
rararding the nature of the presentinz problem and the clients?
relationship to it.

The other type of data needad came from the client, which
was collected usin< & questionnaires 3ee Appendix Be ObJjecte
ive material relatin~ to soclo-scononic characteristics was

EF.ipple and Alexander, 19cs cite, PPe 38«L5.
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collected in this fashion. Sudbjective data was alse cole
lected by askinz for attitudinal and descriptive responses
which would enlist a dezree of positive or nezative response,
or provide for a selection smonsz multiple answers.

The client's subjective responses it was felt are & re~
flection of perceptions of the client in resard to (1) his
presenting problem and his relationship to 1%, (2) worker-
client understandinz and agreement, which is a measure of
oppertunity afforded by the agenoy, (3) his experience with
the adninistration of service as regards Low apprepriate ser-
vice seems to client which is a measure of oppertunity alse,
(4) his thinking that influenced his decision on whether or
not to continue tO use aczency casework service, which is a
measure of motivation and opportunity, and (5) what help
client expected.

~ Two points of further explaination of the above pare~
graph seem necessarye. First, it is assumed that certain atti-
tudinal (No. 1 above) data will constitute a basis for classe
ifyinz & client's perception of his presentin- probleme. Bee
cause the intake workers' classifications apnd guestionnairs
doguiries recarding the client's presentinz problem are
oriented to Ripple's descriptive classification scheme, it is
believed that this will provide a common dase tO measure Worke
er and client consistency in perception of the problem pree
sented for solution.
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Second, questions rezarding workereclient understanding
and sa:rrsenent are included to act as & verifyine check of,
a3 wsll as a control of, comron fectors related to the worke
er~client relationship which may influence client's decision

to continue.ze

o) » .o 4

The Questionneire Canvas sttempted in zeneral to seek
cut factors to measure nature of the client's prodblem his
wotivation, ths help expected, the opportunity afforded by
the azency and client's environment, and the social class of
the clieat, Such factors have been mentioned in the previcus
raracraphs, These factors are related to specific questions
naire inquirics as followss

(1) nronriptoness ¢ (A Veasure of Opportunity
sency

Question 1. soucht t0 determine 4f the client Was satisfied
with the practices or services of the acency to have an in~
dication of whether or nos the client felt that the agency
service was appropriate to his needs, Questions 17 and 18
were secondarily used to this end alac by attempting o0 intere
pret responses in the framework of ®appropriateness® from the
¢lient's viewpointe L&ter parazrarhs give editingz and coding
retionale for “appropriateness®,

.

25Por1ml.n, Helen Hep, ®*Intake and Some fols Consideratiens,”
Casaork, Vole d‘ Noe by (April, 1960), pe 172,
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Question 17. was buically usad %0 scek out the clisat's
reason for coatinuing or dissomtinuing interviews beyond the
study phases Queotion 13. was a check on Question 17, to the
extent that the former ¢ould be usud to evaluate the kind ef
help expected by tne client which might shed rore li-ht on
their reasoa for continuance or discontinuances ZEditing and
coding information for these factors is found in a later sede
tion of this repors.

(3)

Questions 2«%5. souszht to determine whether the client's reace
tion to the role of the worker was generally positive or nege
atives Editing and codinz of these responses 18 included in
another sectioa of this parte

(s)

Questions 6-16+ attempted to sesk data which could be used to
caterorise the presenting problem as seen by the client in
either of two major catereories each includins four gudbe
cate-oriess The mathod of anslysin~ this data is included in
ancther section of this part and in Appendix Ae.

{5) Education and Occupation (A Neasure of Social Class)
Questions 19 and 20 souzht eccupational and educational data
which was conbined with respondents address to determine social
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class according to & formulation by Hollin-shead and Redlich.?’

Editing and codinz is descridbed in the next section of this part
and Appendix D.

Data secured usinc & questionnaire and closed case rece
ords rerresented 35 clients. The total numder of respondants
numbered 36, however one response was incomplete. The study
sample, numbering 110, was mailed a questionnaire under a
cover letter. (See Appendix B). Adout 28 per ceant of the
saniple were continuers while 72 per cent wers discontinuers.
Of the 35 respondants, 3L per cent were coatinuers while 66
per cent were discontinuera. It was hopefully anticipated
that returns would mumber adbout LO per cent after follow up
by telephonej however responses smounted to 33 per cent of
the sample.

Prestestine was done on 25 clients with a prelininary
questionnaire. Responses on pretest ran 42 per cent or 1l
out of 26, Individuals who received the questionnaire in the
pretest were picked amone clients who had intake with a former
worker., Particular attention was paid to petting a spread on
the pretest sample accordin~z to the time they made application
for service. Yore discontinuers (40 per cent) than eontinuers
(L0 per cent) ware included in the pretest sample.

The createst difficulty in usinz a questionnaire lies in
the possidility of roceivins a limited number of returns for

27 ol1ingehead and Redlich, 19cs citie, Ppe 389397,
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analysis. Therefore, to offset this limitation it was felt
that by preecoding the questionnaire to determine identity
of the respondent, social class and prodlem data could be
related to specific individuals instead of relatinz data to
just mumbers of individualsj thersby improving the specife
icity of the findinss especially in re~ard to workere-client
consistency in the perception of the presentins prebdlem.

The closed case records were used to determine the nature
of the clients presentings problem as Judred and classified by
two intake workers. The closed records contained a face shest
and corplete detalled inforration of, at least, the intake
faterviewe Subsequent interviews were rensrally of the sume
mary typee The intake workers did the recordin~ of the inite
18l interview following intake but before the client was seen
by an assigned caseworkers This period fluctuated from days
to wesks. The sample records, because they are closed cases,
were held by the worker until the closing sumnary was dictated
and then the case file was stored in the ¢losed record file}
wherel{rom the majority of the sample were obtained. In a very
few casea the records were obtained from the worker assirned
to the case because the closin~ suemary had not yet been
dictateds

The intake worker read the initial interview and, if nec-
essary, subsequent interviews in the study phase in order to
make & rlobal Jjudsment of the client's presentins problem as
the client saw it, (See instructions to the intake worker in

Appendix A)
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1iritstions inherent in the records and worker's orien-
tation may have influenced the workers jud-mente A small
number of the records had a minimal amount of recordin-~ of
the inttial interview which would act as a handicap to easy
classification, However, since the intake worker was classe
ifyine a prodlem of a client whom he (she) saw in intake, the
worker's memory or impressions should have alded appreciably
in nakin~ a better founded decision as to the classiflcation
of the client's péennt.inz problenm. A realistic limitation
presented itself in rezard to sufficient time available for
ons of the intake workers who agreed to classify about 30 par
cent of the sanple. 3Since this was an additional responsie
bility in an already full schedule there existad a possibile
ity that the pressure of time may have limited full study and
evaluation of data regardin~ the nature of the client's pre-
sentin~ problems

The evaluation of first interview data and classification
of the presantine problem by the intake worker was supervised
by the researcher until the worker indicated familiarication
with the process, Prior to and durine the process of making
Judments when rationale for classifyin~ selected problems
was discussed extra emphasis in driefine the two workers was
on the fact that the problem to be classified is that {ssue
with which the client yanted help at the end of the firat ine
terview. E.7. & woman complains adbout her husband’s dbehavior
and benoans their relationship, but says she Japtg to be able
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to ixprove her extrafamilial epportunitiesj or, & mother
can't stand her daushter and JAnka socmethinz done about the
daushter's cleft 1ip. The first example usually would fall
in the psycholosical problem catezory as maladaptive behavior
instead of oonflict in interporsonal relationships and the
second would fall in the cxternmal cstezory, beth because of
the help anked. R ..... _
This researcher read each record in the sample te
nine the nmme and address of the client, the mmber of ine
persen iaterviews, the epeninz and clesing dstes, and factors
(describved in the section on ssmpling) which represent ressen
for excludinz a case from the sample. |
A schedule was not used to extract data frem the saple
case recordse However, an 8 x 5 card, Was used as & punch
card for recording and tabulation of (ecoded) questionnaire
responses and workers classification of the problem presented,
and shewed the clients name and address and whether he oentine
ued or not beyond four interviewss, Data from the punch eards
s tabulated on a master data sheet for uses in creatinz charts
showing kind and frequency of variables. (S3ee Appendix ])
Editinz and Codinz of Malor Factors Joucht
A The ®appropriateness® of a~ency service as ssen by the
client called for a subjective judzment by the researcher
of previcusly mentioned questionnaire responsese This
Judzment calls for the codinz of responses into one of
three possible catezoriest (1) Service Hicshly Appropriate,



«30=

(2) Jervice Satisfactory and (3) Service Inappropriate.
Catezory ) 1s essentially positive, while cate-sory }
18 nerative and category 2 mixed as recards the attitude
of the client towvard the agency as an appropriate source
of help.

The retionale for classification into these catee
gories (the editing process) is as followss
Saryice Hizhly Aporeprigte-where the client checked that
there need bde no change in agency practices or services
and didn*t qualify his response in any way. Also, the
absence of any disperaginz remarks toward the agency was
noted in the questionnairs.
Saryice Satiafactory-where the client checked that no
chanze should be made in agency service or practices,
but qualified his attitude by indicatinz that a chance
should be made, or indicated displeasure mildly in only
one aspect of his arency experience. Or, where client
indicated a chanze should be made, but put this in form
of positive sugrestion rather than necative comment. Or,
where the question was not answered and necative attitudes
or comments Were not discernable anywhere in the question~

naire.

darvica lnapcroprista-where client did not answer quest-
ion or checked that a change should de made and 8180 ine

dicated displeasure toward the agency policies or prace

tices.
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3. The following relates to factors developed from client
wreasons for continuance or discontinuance® and "help
expected.” The reasons clients gave indicatinz what
nade them "decide whether or not they would continue to
use counseling services® after the initial interviews
were 1listed beside the "help client expected to receive.”
This 1istinz of respenses wWas then edited and coded.

In general the coding is related to the purpose of ques~-
tions askedj i.e. to sesk an {ndication of the oppore
tunity provided by the agency and the client's environ-
ment, and the client's motivation.

Continuers'! responses were coded to fit into & two
cstegory schemes (1) lMotivation and (2) Opportunity
afforded by the azencye The rationale for editing re=-
sponses to classify according to this scheme is as
follows}
lotivatign-where client 4ndicated personsl nsed and de-
sire (with drive) to be helped.

Qpportunity-where client fndicated an attitude which
represented & response of confidence in the agency and/
or worker.

These two categzories are not mutually exclusive}
howsver ons factor usually predominated over the others
There seemed tO be no responses on questionnaires that
a catezory could be created which would represent the



«32-

influence of the clients' envirommental opportunity
among econtinuerse

‘ Discontinuer'’s responses were coded according te
a five catesory schemes (1) Apency limitation (2) Ree
lationship limitation (3) Envirommental limitation
(4) Lack of motivation (5) Relieved or helpeds The
rationale for editing responses to classify according
to this scheme is as followss
Azency linitatiog=where the client discontinued because
of a realistic limitation in providing service as
needed} e.g¢p lonz waiting period,
Lelationship limitation-where the client discontinued
because of dissatisfaction or disacreement with worker
or workers methods.
Zovirommental limitation-where the client discontinued
because of physiclogical, distance or transportation
obstacles, or becsuse of familial non=support toward
usinz counselins help.
lack of Motivationewhere the clients'! response showed
lack of desire to work on problem or becoro personally
involved.
Eelieved or Helpgdswhers the client discontinued because
the prodblem was satisfactorily handled by client, or
wvhere there was relief, or where the ¢lient indicated he
felt sufficiently helped.
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These caterories are not mutually exclusive be-
cguse the nature of this data is inherently overlappinss
however, classification was based on subjective Judre
nent of where client seemed to put emphasis, Category
number ], 2 and § represent the nature of orportunity
provided by the agency, number } represents the nature

£ opportunity provided by clients?! enviromment and
punber 4 represents the nature of clients motivation
for using casework service. Caterory § represents dise
continuance based on "sufficient® help having been re-
ceived indicating opportunity was afforded by the agencye.
The factor of "help expected® as indicated by the client
seened to be "lozically® related in some cases to reasons
for continuance or discontinuance. Moreover, the ®"help
expected® responses sided in some cases to the interp=
retation of the meaninc in corments about reasons for
continuinco or discontinuance. The creation of coded
catevories which would descrihe a relationship between
the reason for continuance or discontinuance and "help
expected® was not attempted because of the extent of
nonespecificity between these two factorss In listing
the responses of "help expected" for codinz purposes,
the focus was on creatins catesories which would indicate
the peneral kind of help expected. The cate-ories cre-
ated were (1) Personal lielp or Counseling (2) Help Ane
other (3) Budret or Haterial Cervice (L) Advice or
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Infermation (5) D14 Not Knows
The ratianale for editinz responses to aid classi-
fication into this scheme followst
Parasnal Counsalins-shere client primarily expeets per—
sonal help for self and shers is seuze indication of the
worker being seen a8 havingz a ocounselins rele.
el _Angthar-where the client expects agency o help by
eausing chance in another who may Or may met initially
have comtact with agencye. Or where client expects help
by a discussien of attitudes and behavier of anether.
Budeet_or Matarisl Jarvigg-where the client expects
agency will help in procuring funds or material services
or help in dudreeting,
Advice and Informatiop-where client expects agency to
provide advice or information, and this is supported by
an indication of non~invelvement of self.
Did Hot Kagsewhere client indicates he did net know er
Yas not sure what help to expect.
The factor of "cliemt-worker understanding and acreement®
was developed from questions which souzht to detemine
whether or not the client perceived the workers role as
basically eonstructive toward the end of werking toe-
gether on elient's problems This 1s felt t0 de one meas-
ure of the eppertunity afferded the client dy the agency.

Respenses were coded into three catezoriesg L.e.,
Distinotly Positive, Slightly Positive, and Mostly
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Jerativee. Editinz was based on the followinsz classie
fitory rationale.

2istinctly Positivg-when questions asking yes or mo
answers and explanitory comments Were distinotly posie
tive and/er where descriptive statements of a neutral
pature were made in response to questions.

Sizhtly Pogitive-where positive responses appeared in
greater de-ree and kind than nezative responses.

Xoatly Nerative-where negative responses appeared in
greater dezree and kind than positive responses.

The faster of the "presentinz problem at issue, as seen
by the client, with which he wanted help® is determined
from eleven questions.

Since these questions were based on requirenents
of classes as estadlished from Ripple's classificatien
schene (3ee Appendix J), it was fel$ that the responses
would give indication to the nature ¢f the prodlem in
such a fashion as to facilitate classification by the
Ripple schemes

Therefore on this basis the responses were edited
to detemine first 1f the prodlen eould de classified
as psycholorical or cxternale. Then editing of responses
further provided for sub-classification. The ratiomale
for editinz was similiar to that included in Appendix j.
The factor of %social class® was determined in three
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ateps.’o First the occupational, cducational and
residence data was coded using three separate schemes
to develop rankinzse 3Second, the rankings were placed
in a formula to get a total raw scores Third, the raw
scores were compared to the Hollinesshead distridutien
of total scores to determine position in one of five
social classes. Refer to Appendix { for the coding cate-
gories, .
Specific mention should be made of editing residence
and ocoupation data. For residence, the block of the
street where the ¢lient lived was given to a publiec ef-
ficlal of Kalanasoo who was familiar with social and
housing conditions in the ¢ity. He was adble to make a
global judpment of the quality of housing in each casey
thus obtaining a rankinge Alse, & local realtor opened
his files to this researcher so that using market values
of the house, or houses adjacent to, where the client
resided it was possible to assign an alternative ranking
of the residence} again according to the scheme in
Appendix Co The average of these two rankings, obtained
thru the public official and the realtor, was then used
a8 the final ranking of the residence in question.

The editing of occupation was dased en data of the
clients® job title and type of business. Where this

”Hnmng.hud and Redlich, 1oce 8ites PPe 390-396.
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information was not clear, the closed record file and
the City Dirsctory provided informatien. This researche
or because of prior personal knowledze of the nature
of various dusinesses and jodb descriptions was adle to
make & global judmment to renk the occupation of the
primary wace or salary earner in the client's family.
| Additional enalytical information ef sSrensposinz
raw sceres of secial positieon inte 3ocial Class positien
18 found in Appendix L. |

Ge The factor of "continuance or discontinuance® was deter-
mined by countinz the mmbder of interviews as recorded
in the case file. Coding the client as a coutinuer was
done 1f there were five or more in-persen interviews,
and as & discontinuer 1f these Were fewer than five in-
person interviews. The first interview was always held

at the acency.
Jampling |

A sampling method was employed te select units to be ex-
amined ia the total universe. The initial ogplc represents
all “cases made® in a specific time span except for (1) ex-
clusions from the universe representine cases that have net
been clesed, and (2) pertinent exclusions frem the remaining
saxple. The universe represents about 334 "cases made® which
were epened with an in-person 1u§omw in the period 5-1-5%9
thru 10-31-50, "Cases made” actually represent more than 334
clients because more than one person in a family may be



eonsidored & clients %Casas male™ are generally those cases
where an application for servics has been received and cone
timinz service offered, excopt for the followinst where
service is comrlete in one interview, where dacision for on=
going service has besn left with the client because the cliemt
made no decision durinz intake or, where the sarvice requested
Was inappropriate to the arencye

¥ithin the total universe, the initial sample invelves
enly those cases which have been closed on or before 10-31-50,
Of the 334 "cases made™ 107 were closed by this date. A
eertain numder ol the J.7 closad casss had to be excluded frem
the initisl sample because they were recpensd (12), or had
planncd closinzs at the fourth or earlier interview (8), or
where service was complete in two to four interviews (5), or
had insufficient data recorded (17), or had moved to an un-
known address (12), or where primary client was a tesnager (5),
or where service was later deemed inaprropriate (2), or where
‘referral of the client was subsequontly made (3), or where
elient was considered incapacitated for purpose of responding
to & questionnasire (§), or when a client who had experienced
intake with a worker whe had resizned from the agency (3L4).
Of these latter 34, 26 were used in the questionnaire pretest.

The mumber in the {inal sample was 110 which included 22
spouses Or others W0 Were considared clieats in a "case made®

(family).



Some of the criteria for inclusion or exclusion from
the final test sample, nsedless to say, wers not mutually
exclusives VYhen the selection was completed there were
73 cases (individuals) 4in the group havinz four or less in-
Serviews and }] cases in the croup with five or more intere
~ views, a total of 110 in all. These may be generally des~
erided as adults who made one application for service, for
whom casework was deemed an appropriate service, and who
eontinued or intended to continue with interviews deyond the
range of ons thru four interviews,

Santrol of tha Jettinz

This 1s a study of worker and client problem perceptions
of elients Who were 0ffered and needed service and who cone
Sinued or discontimued usinz servicee Therefore factors which
influence ocontinuance or discontinuance must be controlled.
The primary control 18 exercised by cemparinz continmuers from
the same universe as the discontinuers. However, only about
half of the glogad cases from the universe are represented in
the test samples The cases in the test sample could de con=
sidered representstive of the universe in Jli-ht of the purpases
8L this study. That is, a study of most of the clients as
showm to be excluded in the section on sampling would de in-
appropriate with the purposes of studyinsz continuance as it
relates to perceptions of problems. Moreover, of the 99 exe
cluded cases from the initial sample only a minerity of about



30 per cent of thase exclusions ware made for reasons which
could result in a sonewhat skewed fest samplee I refer
specifically to those exclusions where there is a paucity of
recorded data and whare the client discontinued and coacure
rently rlanned to rove to a residcnce unstated or undeteme
inedeo

Vany cases in this universe were active and tharefore
not in the sarmrlel however, the only basic difference between
active and closed cascs is the tire differentisl wherein the
majority of sanple casaes repres’cat cliants who csme to ths
agency durinz the earlier part of the ei~htcan months and the
majority of the yot active casss came to the s&zoncy durin~
the later part of tha eic-hiteen months? period,

3¢ raminded that this stuly 4a its droadest sense 1is ex»
amining selectod aspects of the grportunltr afforded by the
@gencye liowever, the adninistration ¢f and practices within
the arency relatinz to the fee schedule, waiting psriod,
assizmment to caseworker after ons intake interview, the
eharacteristica of workers, etce presumably affect coantinuers
and discontinuers. Therafore, the specific influence of such
factors on continuance or discontinuance may create differe
entes between continuers and discontinuers which operate in
an uncontrolled fasrion thus influencint the findinrs to an

unknown dozrees
S{-nificant fectors influencin~ continuance such as



motivation or envirommant of the client, as studied by
Ripple, are not adequately controlled excapt for atteits
at & reneral determination with the Questionnaire of the
possidle presence or nature of such factorse.



PART V
AUVALYISIS ADD PLLEITHTATION OF TATA

The results of this study are based on 35 clients out
of a sample of 110 who responded to a questionnaire survey.
These results are stated driafly 4in the followins parasraphs,
followed by a presentation and interpretation of tables of

collected datae
Of sirnificance was the findinz that where perceptions

were inconsistent betwesn client and worker, the client ale
most alwys discontinueds And, almost all continvers had a
oconsistent worker-client perception of the presentins prodlemg
however, half of those with consistent perceptions discontine
uede

More than one out of four adult clients, in need of and
accepting onroing service offered, contimied beyond four ine
person interviewse A little more than three-fourths of all
elients saw their presentins problems @8 psycholo~ical rather
than external., Where problens were sesn as psycholocical by
aizhar elient gr intake worker, about one in three of these
oclients continueds Data was too sparce to develop a finding
rercardinz continuers with external prodblems,.

Vhere & client’s problem was seen by the worker as rsye-
cholorical, half of these clients saw their problems as bYeing
in a different psycholo~ical eate-ory or as an externsl prode
lem, However, there was a much rreater consistency in workere

ol2~-
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client perception of external rroblems of ®dislocation® come
pared to "rmaladjustzente®

When clients experienced other reasures of opportunity’l
affordod by the a-ency only the clients who also had consiste
ent perceptions coatinued in half of the cases where both of
these factors were presente Amonz cases of inconsistent pere
ceptions, over half had been afforded opportunity vet alrost
always thoey discortimeds All clients who were jud~ed not to
have bsen afforded opportunity discontinued.

lhere client "expected personal counselins® 7 out of 10
respondonts continued aronz those with éonaiotent problen
perceptionse These 7 clients also preucated psycholorical
problers and felt oprportunity was aZfforded. Those with cone
sistent porceptions of the problem who expected help of a
different nature other than porsonal counseliny usually dise
continued.

The continuars wera thoss clients who ®"decided to use
sorvice®™ bacause they had motivation usually combined with
opportunity afforded by the acencye Cata was inconclusive
in differentiatinz nature of opportunity afforded by the
apency from restrictive factors in the client or his environe

rent in relation to discontinuance.
Continuance rates renerslly aprecared similar re-ardless

,!;;;:rtunity here refers to a positive type response to

the combined factors of ®"understandinz and agreement” and
sgppropristensss® of service.
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of locial claso.’z Yowever, percentazewise clients in the
top class as compared to the bottom class are more likely to
discontimie When perceptions are inconsistent. A rreater
ratio of bottom than top glnas clients had consistent pere
ceptions§ howsver this didn't appreciably enhance the contine
uance rste of bottom class clients. Curioualy, there was &
grester rate of inconsistent perceptions of problens (7 out
of 12 or 53 per cent) amonz top class clients (all in Class
I1I) compared t¢O clients of the bottom classes.

About three=fourths of the clients of both top and bettem
classes felt oppbrtunity was afforded by azencyj moreover, &
similar ratio of tha clients in the bottom class (6 out of 14)
continued as compared to the top clasa (5 out of 13) when
oppertunity was afforded.

Personal counselins help was expected te a little greater
per cent amone clients of the top class (7 out of 16) as come
pared 0 clients of the bottom class (7 out of 19)s Data was
pot definitive towards showing a relationship between this
expectation and contimuance amonz clients of different classes®.

The client's reason for continuing as made by those in
the top classes was stated usually in tems of motivatione
In Class V it was stated in terms of opportunity that had been
afforded by agency} in Class IV it was stated in terms of

motivation.

V

For purposes of statinz results, social class usually
refors to two groupincss Top class, referring to Class I and
II1; bottom class raferrin; to Class IV and Ve There is no
dstsa for Class I.
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Anoag those who decided not to use service the data
shows no trends differsntiatin: reasons for discontinuance
on the baais of social class.

The fore~oing has been an account of the more siznifie
cant results developed from the data collectede An evalue
ative discussion of these results supported by pertinent
tables will now be attempted.

The results of this study were developed fron data obe
tained from 35 respondents. However, data was also collected
re~arding characteristics of the teat sample in relation to
(1) eontinuance and (2) workers definition of the presentinc~
problene In respect %o these two factors the data of the
ssmple should de compared with that obtained from the responde
ents a8 & base for Judsinz validity of major findinrs to be
discussed subsequently,

Within the sanple of 110, 28 per cent contimied and smong
the 35 respondents 34 per cent continuede This suztests that
within the universe of “cases made™ a little more than one=
fourth of the cases continues Also, it should be noted that
the above percentares indicate a sgreater tendeney for contine
vers to respond to the questioannairee The extent of this
tendency 4s amall and therefore not thousht to sirnificantly
alter the results of this study, The 25 per cent continuance
rate in this sample is similar to that reported by F3AA ia o
1954 study of eleven west coast a~encies which showed that of
those cases havinz at least one in-person interview, £l per
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cent clesed befors receiving the fifth 1ntcrvicu2’

In Kipples study the ocontinuance rate Was Ll per cent.
The sampla used in this atudy was patterned closa to that
used in Ripple's ltudy.3‘ Hoﬁever. the universs from which
both samples Were taken and the different azencles involved
undoubtedly eould account in part for the differences in the
continuance rates mentioned. |

TAZLE X

KATURE OF THZ PROBLEM AS SEFN BY CLIENT AND u‘C..iuA A3 RELATED
TO 30ULCE OF DATA

RN M
Source of Data
and Person ¥ho hature of Problem

LExtsrnal Eaychalozical Iatal

Baspondsnkh

Worker 3 (57) 1% 5 (100%

c?jm‘w 8 tzsa‘-) i ; 35 ‘mﬁg
axcle

Yorker L (132) 96 (87%) 110 (100%)

Client no data available) 110 ()

w

Table 2 showa the predominance of problems presented are
psycholocical in nature by whonever deofinede Yot the variance
between how worker ané client define the problem should be
poted. In comparing the number of external problems as seen
by worker and client to Fipple's findinz, we sse that she

———

Xocan, Leonard 8., "The 3lhort Term Case & Family Arencys
*rh.”.maa s Plan, Jgocial Sasework, Vole 38, ho. 5. ¥ay, 1357)
Pe ]

3 prle, 195e Sikes PPe 175-76s



found that A3 per cent of clients as judzed by workers and
37 per cent of clients as jud~ed by Judses were thought to
have presented external problema.” These firures are more
comparabdle with the 23 per cent above representing the clients
own definition of an external probleme. The greater number of
external prodlems defined by the client as compared to worke
er's definition may be due to a worker's tendency to define
certain external problems of maladjustment as psychological
which the following tadle of data infers. Therefore, we
misht attach more sirnificance to the ratio (23 per cent) of
external problems as defined by the client and then study
data in Table 2 to validate that about three out of four
problems prasented are paycholo~ical rather than externale.

TA3LE 2
CLASSIFICATION OF THE PLROZLEM AS STIX BY CLIZAIT AND WORKER

L e

Prodlem 3een
B Cliegt

Caterory of Problem as Judged by Worker
P ¢ WD A- D ¢ ¢ W ¢ 4- T 4 €- TP § £« SN - 7 ¥}

Ia Economie or 3 3
3o0cial Disloe=
cation

I Economie or 2 1 p 1 5
Social Malade
Justment

IXla Interpersoral
Conflies

I1b Yaladaptive 2 ) 3
Interpersoasl
Relatienship

IIe Other Tcrsonale 1l l 2
ity Disturbance
in Client

S § Sya—

Ripple and Alexander, log. Sltes Pe 47

¢
c.
()
&
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TASLE 2 (continued)

Problem Seen Cate~ory of Problem as Judped by ¥orker

by Client Ja Id Ila IIb 1IIe II4 Total
IXd Personality 2 1 2 [ S 9
Disturbance

in Another '
Totals 3 O 15 2 8 7 35

In Table 2 is presented a detailed picture of the dife-
ference and similarities of worker and slient pereceptiocns ef
the problems It can be sesn that there is similarity in
mmbers of perceptions of external problems of dislesation
and marked dissimilarity in mumbers of external problems of
maladjustmente There is about 50 per cemt similarity ia
mmbers of problems of Interpersenal Conflict and Persemality
Disturbance in Other than Cliente Over half of the cxtermal
problems a8 defined by the client were defined dy the worker
a8 psycholozicals Seven psycholezical problems were defined
dissinilarly between Personslity Disturbance in Other than
Client and the remaining caterories of psycholegical prode
lems. KNoreover, where the problem was defined by the workers
as Psycholozical, ia half the cases the client defined the
preblem in a different psychological csterory or as external.

Consequently, it may be inferred that there is a tendcncy
for workers to define extermsl problems of maladjustment as
psychologicall also, a tendency to define psycholorgical prode
lems of gthor than cllent as a psycholosical problem of the
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Slisnte This would surgest that there are actually more
elients who present extermal problems or psychole~iocal
problems in others than the worker defines as suche 7This
assunption supports our previous supposition that about threee
fourths of problems presented are psycholozical.

Is {8 difficult to compare the distribution in Tabdble 2
with Ripple's distribution’® ether than to say that differe
ences in worker-client perceptions im her distribution were
0% A8 creat a8 in this study. However, certain differences
in methodolory must be borne in minde Firss, that ERipple de~
veloped her classification scheme from judres® marrative
statements which was an attempt t0 list and drew out eriteria
for establishing a chopifimiou schemees Consequently, her
scheme Was crested frem the thinking orientation of workerj
whereas, in this study the scheme was upepod over the oriente
stion of the worker. Also, where she used trained judzes to
determine the clients' perception of his prodlem, this study
sttempted to obtain data directly from the ¢lient which esuld
%o used to determine the problem according te prearranged
eriteria. Therefore, limitations of the scurce and differences
in methodolory of e¢ollecting data could account for a diste
ribution which varies from Ripple'se It is more likely that
this variation stems from the application of Ripple's scheme
ia a testins situation using workers like this investizator
who are unskilled in professional social work research and

Addd.



who had the job of becomin: familiar with the scheme and
applyinT it to the intracies of each individual case.
Mador findin~s as enboiiedi in Table 3 and subsequent
tahles will pow de discussed relatine consisteancy of pore
ceptions, and other factors associeted therewith, to cone~

tinuvance.

TAHLE 3

CONSISTLHT PERCIPTICHI CF PRO™LTM BY CLIFNT AYD WONKER A3
wulAJsl 10 CUUTINCANCE

Prohlem 3cen as
31m11gr by ~ Per Cent
Qircsz orker  Zotal anuers [dacorflouers Lentiguers
Economic or Socfal 3 2 1 €75
Dislocatien
Psycholorical
other than below 16 7 ? L3
Personality Dis~
turbance-other L 2 2 50%
than Cl!ant

Totals 23 1 12 Ls»

Table 3 shows that when perceptions are consistent a
little less than half of the clients continues However, data
48 not conclusivs enouzh to 4adicate AL coatinusance rates would
be Ligher amony external or psychological problens perceived
consistoutlyes 1he rate of continuance seems significantly
greater when rasverolosical problens sre perceived consisteatly

as ccupared to the nature of the prodlem as being psycholociecals
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the former beinz about one out of two and the latter being
one out of three. That onesthird of clients with psychoe
locical problems continue will be substantiated in Table ke
This data would su~rest that continuance is more directly
related to consistent perceptions rather than to the nature
of the problen, especially as rezards psycholo;ical probe
dems,

~ Other data not shown in Table 3 was sirnificant} all
(12) the clients with problems as seen by worker and client
Which were not classified o as both perceptions fell inte
the same caterories as adove almost alwmys discontinued save
onse Therefore, these findin~s infer a definite association
between inconsistent perceptions and discontinuancej and alse
suzzest that consistency in perceptions is associated with
continuance and is necessary, but not exclusively so, for en-
hancinz continuance.

In & followinz discussion tables will be presented be-
gilonins with Table 5 which will relate consistency of pere
ceptions to factors of opportunity, motivation, help expeated,
and social class to determine whas other factors have a sige
atficant role in influencinz continuance or discontinuance.

However, we have previocualy referred to substantiative
data in Table & that concerned the nature of the problem as
related to continuance which should be discussed briefly at

this pointe.



o52e

TABLE &
PROBLEM A3 DEPINED BY WORKER AND CLIENT A3 RELATED TO CONTINUANCE

Contin= Discone Contin- Discon~
Exhernal Preblems Imtal .uoca. Simuers Zotal .uers. tiguers
Economic or Social 3 2 p 3 2 p §

Disloestion

Economic or 3ocial

Per Cent Continuing 38% 67%
Psychological ether 18 7 11 25 8 17
than below
Personality Dis~
turbance~other than

Per Cent Contimuing 33% 312

As can be seen slients with psychological prodblems by
whemever defined ocentimisd in adout one-third of the cases.
This finding was supported from data from the 110 saxple cases
where 28 eus of 96 or 29 per cent of clients continued who
were theught by the werker to have had pressnted psychological
preblems. Alse in the tetal ssmple the worker defined li
elients’ predlems as external of which 3 continued or 21 per
cents If workers have a slight tendency to define exteraal
preoblems a8 psycholegical, then in reality thers are fewer
payeholozical preblems than the 95 seen in the total ssmple
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as judred by the workere Also since clients with psychoe
lorical problens seem to continue more often than those with
external problems, we could suspect that clients presentine
psychological problems will continue at a rats sonewhat
rroater than 29 per cent as was indicated in the total sample.

The data in Table A is inconclusive as re~ards the oone
tinuance ratio smong clients thoucht to have presented ex-
ternal problemse Xevertheless, data in the total sarmple sugze
gests that continuance by clients preseatins external probe
lens eccurs much less frequeatly as corpared te clients pree
sontinz psycholorical problemses One reason for this is
offered in Table 4 and 2§ that is, clients who define their
own external problem as rmaladjustment are seen by workers as
presentine psycholocical problems and these clients cimost
always discontinue.

A sinfliar situastion occurred within the cub-csteqoﬂu
of psycholorical problense ¥Fhen prodlecs by whomever defined
wore Paycholozical 1p gthar thran client the continuance rate
was adout one out of four, whereas, in other psycholorical sube
caterories the continuance rate was in excess of one out of
threese FLoference to Table 2 shows that over half of the
elient3 Who dofined thelr problem as psycholorical in anothar,
the worker delfined as bein in a differexnt psycholorical catee
gory} Zhis rny be one reason for the lower continuance rate
anon clients presentine psychelorical problems i ppothor
with which they wanted help..



The foregoinz shows that almost one-third of the ¢lients
presenting psychologzical problems continue and surgests that
8 mearer munber of clients presenting external problems oone
tinues This finding is partially reversed from Ripple's
wherein she discovered definitely that a rreater ratioc (50
per cent) of clients with external problems ccatimued, as come
pared to about one~third who continued among those presemting
psycholorical problm.” In regard to such findingzs Ripple
econcluded that there 1s a definite association between the
nature of the prodblem and e¢ontinuance.

We cannot conclude here a definite association between
the nature of the prodlem and contiauance because there is
insufficient data involvine eclients with external predlems.

Other factors which may influence continuance when ree
lated to consistency of werkereclient perceptions will now be

discussed.
TARLE §

CONSISTENCY OF PROBLEM{ PERCEPTION AS RELATED TO WORKER-CLIENT
UNDERSTAUDING AND AGREZHMANT AMONG CONTINUER3 AND DISCONTINUERS

Contin= Discone Per Cent
Jotal uare. sipusrs Coptinusra

| Positive _ 11 | é 46%
S1ishtly Positive 1 [ 5 55%

Xegative | é & é rgé
Adaratandins aod Contine Discone  Per Cent

CITE agka) .uera. Siouera  Sontinuera
Positive 3 b | 3 25

Sishtly Pesitive 3 o 3 0;
Neg‘ti ve & g & 3

371bide, pe b8
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Table 5§ relates coatiauance to the factor of workere
client understanding and a&-reomeat snon~ clients with cone
sistent and inconsistent perceptionsj thud usin~ one deternme
inast of the opportunity affordsd by the &cency to show its
relationshipy to continuancee

iiowaver, before discussini data relevant to the factor
of understandine~ end a~reemont, it seens thet definitely the
most luportant findla: ia Table 5 1a the positive assoclation
betwoen consistency of perception and continuance with oppore
tunity (in the form of understandin~ and a~reement) plsyinsz
a gsurportineg rolae

The data in Table 5 shows that of 29 clients who were
Judred to show a positive (includinr slichtly positive) re-
sponse to understandin~ and arreement, 22 O0r about thrcee
fourths had consistent perceptions, !Moreover, of the 23 with
consistent percertions alrest all of these had a positive type
response and half continuede Fhereas, 7 out of 12 with in- |
consistent perccptions who also had a positive type rosponsae
discontinucde: Those with necttive responsces whother the psre
ception wos consistont or inconsistent discontinuedes 7This
data seans €O sur~rost that noe-ative type respo:nnes 18 assoce
1ated with discontinuancej and positive type rosponses bears
a stron- assoclation with continuance goly 42 perce;tions are
consistante Iurthermorae, counsistent parception scax to ene

hance the frequency of pogitive type 1esponses, but it caznot



be said that inconsistent porceptions necessarily cause
nerative responscs.

Vorkereclient understandine and agreemont Was & measure
of opportunity afforded by the agency as was the factor of
appropriatencss of servicees Data relatinz this latter factor
t0 continuance amonz clients with consistent and inconsistent
perceptions was also amalysede The data was similar in its
distribution to that found in Table 5 except for the differe
ences in factors examined.

The findinss related thereto sucrested that appropriate«
ness of service is associated with continuance only if the
perceptions of the prodlen 19 eonum.f Vhen perceptions
are consistent this may enhance the client's feelin- that
service is appropriate} however, when the perception is inocone
sistent this does not necessarily osuse the clicnt to feel
serviee is imappropriate.

Flnpdinrs 4n recard to these two measures of opportunity
indieated that opportunity had been afforded to the rreat ma~
Jority of cliemts, dut that continuance or disocontimmance
osuld net be associated to these factors alone.

The clienth orientation as to the kind of help expected
Was oonceived as having & influence on worker-client percepe
tiens of the problem or continuancee Therefore, to cvaluate
this possibility data was collected which related to these

variables} however, since the charts were cemplex thoy will
a0t be presenteds Rather the major results will dbe bdriefly
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outlineds The data of most li;:niﬁcnncg will be mentioned
first. It showed that a creater ratio of respondants (14
out of 35) expectod personal counseling &s compared to other
expectations of helpe Ten of these 1) had consistent pere
coptionsg of these 10, 7 continued or 70 per cente These 7
also presented psycholorical problens and indicated oppore
tunity was afforded by the agencye !loreover, amonz thirteen
clients with consistent percoptions who expected gihar than
personal counselinz only four continuode

Another sicnificant resuls uncovered was that clients
with expectations of gther thag pesrscual counseling althouch
opportunity was afforded eontinued in enly 5 out of 21 cases.
These results susrest that when opportunity is afforded
clionts who expect persomal counssling tend to continue more=
80 than those who have other expectations of helpe Therefore,
13 appears that continuance may be more directly associated
with expectations of personal counselinz than with opportunity
afforded by the asency. |

More importsantly, these results stroncly infer that the
expedgtation 6f personal counselinz when the percejtion of the
problen is consistent will tond toward a high rate of comtine
uance, especially if the problen is psycholorical in nature.
Conversely, if the problem percepticn is consistont and the
olient expects othor than personal counseling we usually seem
%o find discontinuance. Consequently, we can stron:ly suscest
that expectations of other than personal counselins act as a
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"prestrictive factor® toward inhiditing continuance when
preblems are perceived similarly by client and werker.

To determine the existance of other "restrictive fac-
tors” inhibiting continuance or factors which enhance con-
tinuance, data was collected on the clients’ reason for de-
e¢idins whether or not to use service. These reasens relate
te the nature of elient motivation and nmature of oppertunity
afferded by the agency and the client's enviremment. In
Table 6 these reasens are depicted in relation te contimuance
and eonsistency ef problem perceptioans. However, for econtin-
uity ia interpreting results a few comments on data other than
that found in Table 6 seems in order at shis peint. In this
study of 35 elients, 27 felt opportunity was afforded them by
the agency and of these 27 only 1l continued. Amenz these 1l
eontinuers, 7 expressed motivation as their reason for cen-
tinuing or almest two thirds. These results support the in-
fer enee that motivation, whea opportunity is afferded by the
agency, is pol:l.t;nly associated with eontinuance.

Data was ineonclusive in differentiating nature of oppere
tunity afforded by the azency from restrictive factors in the
e¢lient or his enviremment in relation te discontimuance. Howe
ever, generally whem opportunity was not afforded by the
agency, or the client lacked motivation, eor where there was
aa eaviremmental limitatien to contimuing, or where the client
felt he had received "sufficient” help or relief the client
diseentinued for these reasons.
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TABLE 6

CONIISTEICY OF PROBLEM PERCEPTION A3 RELATED TO REASON FOR
CLIENT®*S DECISION OX USE OF SERVICE AMONG CONTINUERS AND

DISCOLRTINVERS
Mmm
Imsn for Dnctsien  Zmad m
Motivation
-Oppoertunity I& & }
Discontinusrs
Baason for Lecisien

Azency Limitation
Relationship Limitation
Enviromment Limitation
Lack of Motivation
Relief or Helped

2
2
4

In Table 6 we leck from a different view at reasons civen
for continuance or discontinuance} 1.e¢., in relation to the
consistency of worker-client perceptions of the prodleme.

Ve see that all (8) the clients who continued because
they had motivation aleo experienced consistent perceptioans
of the prodleme Here we can question whether motivation leads
te developing perceptions which are consistent or whether con~
sistency of perce;tions enhances motivatione The latter seems
ROre reagonable} however, both fasctors can be mutually supe
porting of one anothers lorsover, this finding infers that

motivation is positively associated with continuance.
Vith resard to discontiouers there seems to be no dife-

- VP
b o nnn

ferentiation apparent between reasons for discontinuance and



vhether the problen was perceived consistentlys Those who
discontin:od because they were helped or relieved Lad more
consistent perceptlons then other discoatinuers. ilowevar,
&8 this data 1s inconclusive, our previous inforence that
inconsistant perceptions are associatod with discontimiancas
stan!s unchanved.

, TA3LE 7
SOCIAL CLAS3 AS EELATED TO CONTINUANCE AMD DISCONTINUAICE
D T R

p N T e
3

Continuers - g 2 [ N 12
Discoatinuers - 10 Z 3 z;

Total by Class - 'y 12 1 8 35
Per Cent Continue « 75% 174 367 384 %

Averare Per Cent Contimue 31% * 378 ==
*({Class II & III) wx(Class IV & V)

The influence of social class > en the fore~oins factors
understudy will now de showne In comparinz the top and bottom
classes ia Table 7 4% can de seen that the continuance ratio
runs about one out of threee This surrests that contimuance
1s met appreciably influenced by social class of the responde
ame. ‘

Table 7 alse shows that there is & slichtly rreater mume
ber of dottom class than top class clients amons the responde
entse This surzests an equality in mmbers in the ongoins

Hereaft

or Social Class will refer to Class II & III as
the Top Class and Class IV and V as 3ottom Class.
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agency caseload amonz top and bottom class clients, which
perhapa 1s & reflection of the arency's "open door® policies
toward servinz the entire communitye

In rezard to consistency of problem perceptions as ree
lated to social class, some interestins data was collected
s seon in Table 8,

TAZLE 8

SOCIAL CLA33 AS RELATED TO CONSISTERCY OF PROJLEM PERCEPTIONS
AISORG CONTIRUERS AND DISCONTINUERS

5w PTS i quney oS SRS SN

mu%m 9 12 a3

continuers 5 11
Discontinuers ' 8‘ 12
Per Cent Continue 55% A35 4%

ngnqmm 7 { 12
ontinuers 0 b §
Discontinuers 7 & 11
Per Cent Continue o% 204 34

In Table 8 we find a greater percentare of continuers
(5 out of 9) with consistent perceptions in the top class than
4n the bottom class (6 out of 1h)s, But conversely, there was
a greater ratio (7 out of 16) ef top class than bottom class
clients (S out of 19) with inconsistent perceptions. This
gives esuse for an interestinz speculation. Let us recall
the social work assumptions that top class clients tend to be
"psycholezically oriented™ and that they tend to seek service
ia more mmber than bottom class clients} and further, that



they discontinue in rreater ratioa than botton class clientse
Pertars then Teble 8 provides one resson for such diseontine
ugnce within the top class2sj namely, inconsiatant prercepe

' tionse In Tadhle & 211 inconsistent percoptions of the top
class occurred in Class ITI. Thesa inconsistencies are pree
dominantly when the client saw the prodblem as external and
the worker sav it a3 psycholo~ical in the client,

This data su-~ests stronzly that inconsistencies in pere
ceptions are assoclated with top class clients, and that when
perceptions are consistert a top class client will continue
nore recadily than a bottom class cliente VWe mirht say that
decause top class clients are more sorhisticated they may be
influenced in eontinuing to a marked dagzrea by whother they
and the worker perceived the problem similarly. Conversely,
althouzh lewer class clients experience a rreater rate of con=
sistent worker=client perceptions this does not seem tO pProe
duce & hither degree 0f continuance probably because of other
restrictive factors predominating which tend to cause discon-
tinuance, Assumably, this xi~ht be in line with Ripples con=
clusion’? that continuance or discontinuance could be almost
totally differentiated by the realities of the clients eapvire
omment and motivatien, |

!:P.ipplo. Lillian, "Factors Associated with Continuance
in Service,” Social ¥ork, vole 2, Noe 1 (January,
1957)s Pe 87¢



osjo

TACLE 9

SO0CIAY CLAS3 A3 RILATID TO OUPQNTUNITY AFFOLIID II THZ ACENCY
AMOLG CONTINUANI AND DISCONTINUEKR3

Yes (Opportunity) Total 13 1 27
Continuers 5 6 1
Disocontinuers 8 8 18
Per Cant Continuers 324 L3 L1t
Mo (Opportunity) Total 3 5 8
Continucrs 0 1l 1l
Discontiruers 3 L 7
Per Cent Continuers o3 207 134

In Table 9 we see that opportunity has been afforded top
and botton classes in an approximately equal retios 13 of 16
tep class clients and lh of 19 bottom class clients. Also
when orportunity is arforded both top and dotton classes cone
tinued in about equal ratios, respectivelys 323 (5 out of 13)
and A3% (6 out of 14), Therefors, it appears that opportunity
afforded by the azency cannot be differentiated on the basis
of social class.

Data collected which relates help expected to social class
should be outlined trieflye Amonz the various expectations of
help, only the data rezardins the personal counselins expecte
ation seems worthy of mention. Data showed that 14 out of 35

clients expected personal counselinse Of these, 7‘out of 16
were in the top ¢lass and 7 out of 19 were in the bottom classe
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Thia sup~ests that this expectation could bo differentiated
on thoe basis of social clas3 &3 there scels to be a slizhtly
greater tenleacy of tcp class clients to have this expectae
tione.

Otlior data showad thet of 5 clients wio expoected help .
with otliers, 5 ware in Class III and they discontimcde VYo
ri<ht wonder what ir-portance this hes for the discontinuance
rate of Class III clfents. UData also ghowed that L of these
5 had iacoasistent perceptions involving‘ psycholosical probe
lens 23 gaothar, as defined by the client. !liowover, data
relative to expectaticns of mr_;m personal counselins
was generally inconclusive 4n differentiating such expectatiens

by social class in relation to discontinuances.

TAILE 10
SOCIAL CLASS RELATZD TO REA30N FOR CLIENT?'S DaCIsSiON CI U3E OF
S3RVICE AMONG CONTINUZRS AND DISCOLTINURLS

Social Class

Sentdaucra
Opportunity g ...7._h

2 .
i,ency @taum

helatianship Limitation
Environnent Linitation
Lack of :lotivation
kelief or lielp

Hrwvee ﬁrqg '

Hownrn
v SIS

Table 10 data was collected which releted social class to
reasons clients rave {or continuance or discontinuancee The



reador will recall that provicus findin~s inferred that
opportunity could not be difforentiatod on the basis of social
class. lowsver, when clients cave their reason for contine
uance 1t was discovered that all Class V clients (4) indicated
thay contiaued because oprortunity was affordnd by thas a~encys
Whereas all other classes who continued indicated they had
motivation for doins 80 However, this data should not be
interpretod to neceasarily mean that clients who continue be-
cause they have motivation have not had opportunity afferded
thenm} nor does this necessarily mean that those who had oppore
tunity afforded them did not have rotivation. FRather, this
data su7rsests that opprortunity afforded by the acency is assoce
fated wWith coantinuance amonz Clasa V clients.

Small ratios of clients im both top and bottom classes
discontinued for reasons of an enviromental limitation, lack
of oprortunity afforded by the arency, lack of notivntion. or
because they were helped or relieved.

Because of the raucity of data resardinz these factors s
is not possible to differentiate trends reletin~ these reasons

for discontinuance to social classe



PART VI
LWARY AND INMPLICATICHD

In review, the rajor findines and eircumstances under
which they were obtained will be outlined as well as the ine
plications thereof,

The findings supported the hypothesis implicit in this
study which was *that clients with motivation will decide te
use agency service beyond four ineperson interviews if there
is a mutually consistent perception of the presentins problem
by the elient and worker, providing that restriotive factors
are not present.*

Continuers were c¢lients who had motivatien, epportunity
afforded by the agency, expected personal counselins, and hal
consistent worker«client perceptions eof psychological prebe
lemss Vhen perceptions were inconsistent, or whers other than
persenal counseliny was expected, or where opportunity was not
afforded by the agency or the clients enviromment, or where
there wvas a lack of motivation, the client discontinued.

Consistency of perceptions when client had motivation
seemed stronzly associated with eontinuance especially when
elients expected personal ecounselins. LKExpectstions of other
than personal counseling seemed associated with discontinuance,
Alse, incensistent perceptions seemed to be strongly assoce
{ated with discontimiance. Opportunity afforded by ths aceney
alens Was not deenmed to be associsted with continuanceg however,
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lack of opportunity afforded by the agency or clients envire
orment seemed to be associated with discontinuances

The circumstances under which thess findings were obe
tained could possibly lessen their validity. It was noted
that continuers had a slichtly greater tendency to respond
to the ﬁuestionnaire. Aloo; this investigator in making sube
jective Judgments to determine the nature and decree of oppore
tunity afforded by the agency had to give the client the ben-
efit of doubt thereby tending to characterise the clients’
attitudes as beinz more positive. The same may be true of
judzing the presence of motivation and nature of the help ex=
cepted as personal counselinge The realities of utilising
workers, such as this 1nvestigator; who are not professionally
skilled in research to judge the nature of the client's prob-
lem according to a relatively unfamiliar scheme may have in-
fluenced decisions on proper classification of clieats' prode
lens.

Findings in resard to the secondary focus of this study
related social class to other factors studied. It was found
that consistency of perceptions seemed more directly associated
with continuance amonz top class clientse Moreover, that top
class clients tend to discontinue more readily than bottom
class clients when perceptions are inconsistent} and that there
is a greater ratio of inconsistent perceptions among top class
clients as compared to bottom class clients due usually to



workers classifyinz client external problens as paycholocieale

Axonz botton class clients consisteacy of percegtions
occurred at the hichest rate, but continuance scaned to bo
nors directly assoclated with opportunity affordad by the
azeacy or perheps by opportunity &fforded by tihs clieats' ene
viroermeute

Top and bottom classes were about equally represeanted
amonz the respondantse Cprortunity afforded by the a~ency, er
expectations of personsl counselinz were found to not have any
association with social class alone, &3 labeled top or bottom
classaese

The circumstances under which these fiundinzs were devele
oped deserve mention fog weishinz their validity. LReferral te
Appendix C will show that the respoandants under study represent
& greater proportion of middle class clients anl a lesser proe
portion of workinz class clients than 18 found in the normal
populatione Furthermore, because of the relatively stable ece
onony and good standard of livine in Kalamazoo, 'ichisan, it
18 eonceivable that basically workinz class clients have been
able to advance themselves where they kave beea classified as
middle class. Under either set of circumatances mentioned
the resultant larzer representation from the zeneral populses
tion of middle class clients amonc the respondants could ine
dicate that the group under study was skewed or else that the
middle class client requoests a~ency sarvice more frequently

than persons of other gocial classes.
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The findin~-s su-zest that tha hypothesis implicit in
this study is a renerally valid one for testin-. liowevaer,
for further testinz the hypothesis could be modified to re-
late sociel class to client-worker role expectations ard the
naturs of opportunity affordad by the a-ency (includinz prode
lem perceptions) in revard to their influence on continuance
or discontimance, Althouch Lipple found that contimance
or discontinuance could be almost totally differentiated in
the basis of envirommental factors, this does not take inte
consideration the human social factor of elasla position which
vet has to bhs accormodated to ia servin~ a total community.

In as much as this study was concerned with the casee
workers' and arencys® responsibility to meet client need,
the implicetions of the findin~s will be related to casework
practice and then to the a~ency.

A need appears to exist in exaninin-~ the casoworks? orie
teria of determinins the nature of a client’s problens Such
a detemination should be based on the problem at issue with
which help is wanted with other diarnostic or causative e¢one
siderations focused on surportinz a treatment plan and estabe
lishine realistic treatment goals., Meetinz the client where
he 18 in defininz his problem may be more siznificant in ree
latiom t0 continuance than other common mathods of affordine
oppertunitye. Further ressarch in this area relatinz these
fasctors to social class would seem to have value toward the
end of enhancins attaimment Of casework goals.
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This study saw that middle class clients bdoth applied
for service and discontinued at a higher rate than other
classes of clients and had a proportionately greater percent
of inconsistent perceptionse This would give cause to ques-
tien the application of the theory that middle class clients
are "psycholozically oriented® as usually the client differed
frem the worker when the latter defined the presenting prode
lem a8 psychological in the cliente This suzrests that pere
haps social determinants of a clients’ problem require more
attention and evaluation by caseworker.

Let us recall the finding that the enzoing caselead is
cemposed of primarily clients presemting peychological probde
lems, and that working class clients become "eases made” to
@ lesser decree than their proportien in the total population.
Alse, lower and working classes of clients send to continue
for retsen related teo opportunity afforded them, and other
elasses continued for reasons relsted te motivation. Con-
sequently, the distribution of psycholocical problems treated
implies that the agency 18 acting in accordance with the
therapautie role usually associated with family arencies.
However, the greater inclination of middle class clients to
seek service and their proportionately larzer rate of discone
timuance implies that agency community relations are oriented
towurd middle class clientse This possidly could be to the

detriment of the larzer mumbers of workinz class persons in
the ocommunity &8s intake responsidilities could dbe overtaxed



from the greater influx of middle class persons seeking
service. 3ince workinc and lower class persons tend to
have & greater need for opportunity to be afforded them,

1t would seem that emphasis on affordins opportunity te
these persons would be consistent with a policy of serving
the entire communitye This emphasis should l.og.l_onny be
“reflected in intake policies and it should not be difficult
t0 classify this class of persons using address and ocoupae
tional informatione.

Adequate afferdance of opportunity is & cesmunity probe
len as well as an acency concern Which is beinz tackled in
different waysj for example, interazency prozrams to coordine
ate and consult recardinz service for multiprobdlem families
who are ususlly members of the lower or workinz classes.
Altheugh such interarency prozrams have merit, this does not
asgate the need of reviewing or resadaptine agency policy eor
practice as circumstances chanse toward the end of servinc
the total cemmunity.



APPEXDIX A

d.structions for ¥orkers Classificatlon of Presantinz Probles

The intake worker is requested to classify the presente
ing problem of clients who are in the study sample after an
orientation by the investisatore In order to accomplish this
the worker should become familiar with the followinzs data
and the content of the intake interview in the case file.

The worker should make global jJud-ments relyinz when necessary
on oonsultations with the investizatore If classification
cannot be made on the basis of data in the intake interview,
subsequent interview data during the study phase should be
drawn upons The worker should keep in mind that he is class~
1fying the problem according to how the client sees the prode
lem which with help {8 wanted.

The classification scheme beins utilised has been desirned
for use in a family agencyes It has been created and tested by
11llian Ripple at the University of Chicaro in her studies of
"Motivation Capacity and Opportunity as Felated to the Use eof
Casework 3ervicet Nature of the Client's Prodlen®, It uses
mutually exclusive caterories classifying the "problem-ate
issue® which would descridbe dboth the problem situation and
sha_clisnts relationship 9 ite It i3 not based en patholecy.

Moreover, two classes of problems can be identifieds

1. That $n which the "question for solution® involves

external eanvirommental, maladjustment or deficiences
and, concomitantly, the problem solvinz process contains
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some elements of actinz upon that enviromment.

2. That in which envirommental circumstances, per

se, has a minor place in defininz the "question for
uiuuon" and consequently the problem sclvinz proe
cess does not invelve actinz upon this enviromment.

The next distinction is to delineate the part (person in
situation) the client has played in creatinz the problem. A
criteria of three stages from simple to complex is offereds

*First (X), there are victims of circumstance for
whom there is an obvious connection between their
social problems, their disturbed feelin-s about
their problems, and their external circumstances.
Furthermore, their feelinss are commensurate with
the extent of the stress®.

"Second, (Y) there are people whe have had some part
in creating their problem or whose problems have
activated underlying personality conflicts but they
also reach the lgonh:ly because t need specific sere
vices rather than ulf with troubled relationships
on their own perso ty disturbance per se... for,
despite their own part in creating the social
%‘-::‘{.l:cy now have realistic adversity with ch

»

"Finally, there are those clients whose ran;e in

pm{hy difficulties is from mild to ~ross

ology and who may be experiencins difficulties in

social adjustment whose own emotional disturbance

or personality pro is in the foresround®.

®Using these three basic differentiations, the classifi-
cation scheme divides all situations into (1) those in which
the problem to be solved is defined at least in part by ex-
ternal (as cpposed to psycholozical) factorss (a) the client
1s the victim of circumstance or (b) the client has contribe
uted substantially to the creation of these circumstancest
and (2) those in which the problem is one of interpersonal

relationships or personality disturbance®.



Each of the above two rroupinss are subdivided into
four caterories as followss

(1) EXTERNAL
A Fconomic dislecation
Be Social dislocation
Ce Economic maladjustment
De 3Social maladjustment

2) '?mﬁgzm interfamilial conflict
or
Be Maladaptive interpersonal relationship
Ce Personality disturbance - client
De :;irmty disturdbance - other than this
. -

Crerational Definitions of Above Problem Catecories

DISLOCATIONS A victim of circumstance (see above X).
&Hesmml The person whose behavior or attitudes have
ereated or excerbated his difficulties (see above Y).
m: The problem to be solved is limited to obtaining
more income for ordinary maintenance. Moreover, there does

not seem tO be & need to help client in plannins how to use
his financial resources.

§ The problem arose because of a change in the family
or vidual's situation which requires planning with the
elient or his family to effect an nt to the ¢ :
¢ircumstances over and bcyond financial assistance or the
use of special resources not commonly avallable to or used by
the ordinary family with a moderate income (ee.ze} home-maker
or camp placement).

The followin- are definitions in the psychological problem
grouping of caterories differentiated on the basis of whether
or not there is a relatively defined focal aspect of the probe
lem and what that aspect is.

between two or more personss : necessarily violent
in nature bt rather that there is rccor,nisod difference and
disazreement between individuals.
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- ; CTs The sane as above
but no overt co Cte Leve} OVerprotective mother or acting
out child (actine out to naeet unconscious enoctional noeds is
not considered overt conflict)e.

8T 3 ¥ { IR M pt
behavior related to a foc.li:ed question presented for solue
tione Zehavior may be mild, howavers




APPZIDIX B

FAMILY SZRVICE CENTER
814 "/, Kalamazoo Ave
Kalamazoo, Michigan

Re: A Study of the Services of
the Family Service Center

Dear '

This letter is written to you to ask your help in a study we are
naking of our methods., Some months ago you had & problem which you
orousht to the Center requesting help. By answering a few questions
about your experjence with the Center you can help us discover
mproved ways to assist individuals in solving their problems,

Tkis study will be successful only if you will be kind enough'to
omplete the attached questionnaire. The information you will furnish
111 be of more value than that which we could obtain from your'
onfidential record. The questions are designed to obtain information
clated to your experience at the time you had your first interview
t the Center. The questions are general and therefore you will not
sed to recall specific details, You willsee that of the questions
> be answered, directions show what questions need not be answered.

Be assured that the contents of the questionnaire will Ve
spected for its confidentiality; yet, your signature is nét required,

I shall be nost pleased to have you participate in this study
d ask your consideration in placing the completed quocstionnaire in
e malil on or before Tuesday, i'ebruary 21st. A self addressed
amped envelope is enclosed for your convenience.

Sincerely,

Lester K. Naden
(In charge of Research Study)
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APPZIDIN 3

AJSSTICIN/ IRE

(Requesting information which will bte used to deternine ways
to better serve those who come to the Family Service Center)

1. Based on your experience, do you think any of the practices or
services of the Center should ve changed? Yes No

2, Please explain the change, if any, wiich you believe should be
made,

. The following questions ask for information, as ynu remember 1it,
at the time you tegan your interviews at the Center.

Os Did you feel that the interviewer understood your prchlem? Yes
No Other Corment

4, Did you feel that the interviewer understood you as a person?
Yes Yo OtherComent

— -

5. Tlere you in acreement with the intsrviewer's method in halping
you to Work toward solution ol your rroblem? Yes No _Other
Co:'ment

3¢ In ycur own words, state briefly what was the major problem that
rought you to the Center.

-

'« In general, did you feel that you wented help with (1)Pecrsonality
)r relationship problens OR (2) Diificult personal, home or work
:ircumstances? (1) or (2)

"fo 'J"Iqu.%‘:.e.ck_ed a,ns}v;er"- (.l)_' :o.fﬂiz.es‘tion n‘,‘nm?oe‘r 7. ék,ip cvestuLons £told
3;’ﬁf%'j6u fobl"fﬁ%% jﬁﬂ}'problem 8iuvuuvaon, Which brought you .
enter, was caused from events or circumstances over which you had
10 control? Yes, I was a victim of circumstance I was not a
rictim of circumstance -

)¢ IL you answered Yes to question 8, did you feel that your reaction
0 being a victim of circumstance caused other problems which you
'rought tqaﬁbe Center seeking help? Yes No

Oe If you answered No to question 8, did you feel that you were not
t victim of circumstance hecause you had a significant part in
reating the circumstances? Ye3 Yo

l. If you answered Yes to either question 9 or 10, did you want

elp with a problem situation that upset your normel role o+ home or
ork causing you excess discomfort in your reletir 1.y tO Cilucrs?
es No
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APPZIDIX 2

12, %as your primary concern when requesting help to find a solution
for the need Ior more income for ordinary living expenses? No
Yes or Yes, for ordinary exprenses plus past unpaid bills

13, If you checked either Yes answer in question 12, did you want to
learn how to make better plans for using your money? Yes No

If you checked answer (2) in question 7, skip questions 14 thru 17.

14, Did you want help with disturbing personal feelings and/or with
a disturbing relationships you had with another person? Yes No

15 Did you want help with a definitely recognized individual
difference? Yes No

16, Did you want help because there was overt conflict between you
end another adult over a definItely recognlized Individual difference?

[es o

17, Did you primarily want help with a problem which you felt existed
n another person? Yes No

8. Please explain what helped you (at the time of the beginning
nterviews) to decide if you should maeke continued use of a family
\zency service.

9. Vhat kind of help had you expected to recieve at the Center?

J. iYe would appreciate the following information about the primary
a%e or salary earner in your family,
ob Title

yoe of work

le Please indicate the number of full years of schooling completed
7 the primary wage or salary earner in your family. Years







APPLIDIX C
NETICD FCA CoTESIRATION COF SCTIAL CLASS

Using @ formulation by Hollin-~shead and Kedlich in their
study ol Social Class & l'ental Illness, it 13 possible to
detercins socisl class from the characteristics of education,
occupsiion and residence.

SCALILS CF CUARACTE-ISTICS
Ae 29l 25

A five caterory classification scheme, improvised for

the preater Kalarasoo area, is a basis for retin-

residences « from the {inest to poorest homes and
rankinz thez along a 1 to § point scale, as followss
CAZZSCLY I (Rank 1 to 1.9 points)

The best homes on spacious lots fa the "best sections®,

or estatest

{40,000 and up is current markaet valus.

CATECORY I  (Rauk 2 to 249 points)

New suburban homes§ or top rrade apartmentsj or elder

homes in "socially desirable® area or "good® school

districte lLots are well landscaped and homes contain

6 « 8 roonsg

$£39,999 « £25,000 is current market value
SATECORT LIL

A new § = 6 room home usually mortrazed on lon~ term basis

{24,999 = $17,000 current market valuej or



A rented pood quality two fanily home or a ~ood
spartment§ or
A modeat older home of at least 25 years with
8 « 7 rooms located in good residential area whore
lots are amaller than Cater~ory 1I and less well
landscaped with houses built closer to the streett
£16,999 « £14,000 current market value.
ZESQG (Rank & to 4.9 points)
One family cwmers of Le5 room small houses!
$13,997 <« $3,500 current market valuej or
WO or three multiple family houses in workin-
class section of the cityes In such dwellinrs
ownsr ray live dowastairs and tenant upstairs.
CATESO2Y Y (Rank 5 to 640 points)
The worst kind of housinzg eeze, crowded or
blichted areas or very old flats next to sidewmlk,
Cutside the ¢city there are some who live i{n mske-
ghift homes without sewaze facilities and usually
located on unpaved roads,
Be Ihe Occurational Scalg (Rank descendins 1 to 7)
This 13 a modification of a classification system
used by the Us 3. Buresu of Census developinz seven occupae
tional catorories as followss
l. Executives and proprietors of larre concerns and

najor professionnls,



2.

3e

Le

Se
6o
7e

=8l

anar~ers and preprietors of medium=-zized businesses
and laesser prolessionals.

Aininistrative personnel of large concerns, owners
of suall independent businessss and ssuleprofesse
ionals. o

Owners of little businesses, clerical and sales
workerse

Skilled workerse

Semieskilled workerse

Cnskilled workerse

C. Zha Lducational Ccals (faunk descending 1 to 7)
This scale is based on formal education of varyinz dezrees
brokea dowvn into seven catesories as followss

1.
2.

3.
be

5e

Z,
Ve

7e

Cormrleted graduate professional trainin-e
Coampleted standard four year collere course to
obtain a dezrees

Partial collere traininz of at least one years
liish schocl graduation or less than one year of
college.

Partial high schoole-at least completed 10th prade.
Junior high schoole-at leagt completed 7th grade.
Elementary echool=-less than 7 years of schoole

Eaticatica el CAaaz Positicn
llollin~shead provides a formula for computinz an estimated

social position score which was used in this study.

For example,



olle

the tlireo scale rarkin~a end coastant vélves assi~nod the
esidence factor, Occupation factor and Education factor are
conbined in the followine~ hypothetical casae

Judred
Zaztos asala Lanh Sansiank
liesidenco 3.5 X 6 21.0
Cecrpatien L X 2 3560
Lducation 3 I 5 4520

Index of Haw 3ocial Position 3ccre 72.0
A rasn-e cf such raw scores was created and usins es a
ruide (1) the braaklowa points useld by 'iollin-shead and (2)
the principle of hcro~esneity of distributiong this researcher
estinmated the breezk off{ poiants between classes a9 shown below,

¢ — o o 1 29-31 2.7
11 L1e53 b 1265 11 32«55 Ge8
ITT 655 11 kI YA TIY 55§ 149
v £5113 10 31.3 1v €7=115 Ll
v 114121 2 2.7 v 15130 2042

32 100.1 100.0

¢ Three of the 35 respondenta wers spouses of respondents
and therefore not includede



TU TA3ULATICT RIS RSCCiDIMG QF PUNCH CAID TATA

Informetion re-ardin~ ci-ht factors was punched ¢a a

8 x 5 card for easy tanletion ci to a naster ghecte Transe

ferrin~ data fron the cards to the pasigl ghect dncluded

hierowith required for simplicity the use of the following

rQ e

fastor  &-¥4

I, Problen Judi-ed by Worker a3 =
External Ex
“a"chc-o'ical in clienat PC
Paycholo~ical in aunother PO

II, Froblew Secan by Cllent a3 -

External Fx
Psreticle~ical in cliont PC
Paycholo=ical in &acther PO

IIIe Tiscontinuance or Continuveance
teyond 4 Intarviows

Continuance C
Liscontinuance L
IVe LeaaoE fOf Countinuance or Liscontinvance
Spa s & 2 paee ~m -
i:gtivetion e
prortunity 0
o ﬁ' - v B DNNH -
~ency Limitetion AL
olat'oﬁ‘hin Linitatinon L
Euvircnmental Linitation tL
Lack of "otiration "3
Lelief or lielp 1



il

Ve ilelp Cllient ixpected

Porsoual Counselia-

iielp Cehnr

3ud~et or !'aterial 3ervice
Aivice or lnf'ermation
'idn't Know

Vie Appropristeness of service As deen by Client

ii4~hly Appropriate
satislacoory
In Arpropriate

Vile ClienteWorker Understandin-~ aand A-reement

Cistinctly Positive
3ii-~htly Positive
e ative .Cslly

VIiII. Jocial Class of Clisnt

U'pper Class
Uzper illddle
1adle
Vorkiaes
Lovier

1
13
I%s
LK

10¢ 1O

VW N



CASE
NOo
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Tabulation of Data on Master Sheet

—0ded Regults for Each Factor

Py il 111 X Y ' ¢
PC PC c M PH +
PC PC C M DK 0
PO PO ] 0 PH +
PO PO c M PH 0
PC PC (v M PH 0
PC PC c 0 DK +
PC PC c 0 PH +
PC PC C M PH 0
PC PC c M PH 0
Ex Ex c M M3 0
Ex Ex c M M3 -
PC Ex C 0 M3 +
PC PC D RL DK 0
PC PC D I PH +
PC PC D AL PH 0
PC PC D RL Al -
PC PC D EL PH 0
PC PC D I HO +
PC PC D I Al 0
PC PC D IM Al +
PC PC D M DK +
PO PO D I HO +
PO PO D EL DK +
PO PC D AL PH -
PO PC D M HO (o]
PC PO D RL DK (o}
PC PO D EL PH +
PC PO D M HO +
PC PO D AL HO -
PC PO D RL PH -
PO Ex D EL DK +
PC Ex D EL HO (o}
PC Ex D I Al +
PC Ex D P PH +
Ex Ex D AL M3 +

Showing Eight Factors on Thirty-Five Cases

F1 41401000141 44404001040+404404+4+4000+0 E
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