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ABSTRACT: As four-year human service programs proliferate
across the country, professionals in social work and human
service programs are attempting to articulate similarities and
differences in training approaches and worker competencies.
This article addresses a series of issues relevant to both
professions ~nd details characteristics specific to each.~
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While associate degree human service

programs have existed for over fifteen
years, a more recent trend is the
development of four-year human service
programs, sometimes designed to build
upon the associate degree, but in an
increasing number of cases, existing as
an alternative to the bachelor's degree
in social work. As these four-year human
service programs proliferate,
professionals in social work and human
services are attempting to articulate
similarities and differences of each type
of program in an effort to clarify
approaches to training, and identify
roles and competencies of workers. The
purpose of this article will be to
examine a series of issues relevant to
both professions in an effort to better
understand the uniqueness of each.

BACKGROUND

The human service profession has its
roots in the paraprofessional movement.
A monograph, Mental Health Manpower
Trends, written by George Albee (1959),
documented shortages of professional men
tal health manpower and called for the
development of a new type of worker,
trained in a shorter period of time to
meet projected needs for mental health
services. In the mid-1960's, Southern
Regional Education Board (1973), with
grants from National Institute of Mental
Health, sponsored a variety of projects
designed to create training programs for
mental health workers at the associate
degree level in community colleges. Pro
jects were developed to address virtually
every facet of training for this n e w
worker, including defining roles and
functions, identifying program and course
objectives, developing faculty
competencies, following up graduates, and
more recently, program approval and
worker certification.

Since the first associate degree
mental health program began in 1966, over
400 such programs have appeared
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throughout the country, both in t wo-sy e a r
and four-year colleges (CSHSE, 1980). In
their early years these programs were
v i e w e d as "paraprofessional" training;
most focused on mental health, with
titles such as mental health technician
or mental health associate; and training
was primarily at the associate degree
level. Over the years, the term "para
professional" has tended to be replaced
with the term "mental health worker" or
"human service wo r k e r ;" in an effort to
abandon the negative implications of the
term "paraprofessiona 1" and in an effort
to distinguish between the "old"
paraprofessionals - aides and attendants
- as opposed to the "ne","
·.paraprofessional - a formally trained
wo r k e r with "professional" skills and
values. Accompanying this change wa s a
change in p r o g r a m title to more
accurately reflect the gerieric nature of
most associate degree programs, so that
today, while a variety of titles exist,
the one most frequently used is human
services. Further, \fhi1e some programs
retain titles such as "mental health
technology," they consider themselves
"human service" programs, training "human
service workers." Additionally, all pro
fessional support organizations for these
programs utilize "human service" in their
titles.

The most recent trend, ho",ever, is
training human service workers at the
bachelor's degree level. Until recently,
when graduates of associate degree human
service programs desired to continue
their education, they had to choose one
of the traditional disciplines, usually
psychology or social work. Today, bacca
laureate human service programs and even
master's level programs have developed in
colleges throughout the country. "Human
services" is no longer a term used only
in a generic sense. The term now denotes
a fully developed educational sequence
which is the basis for a new profession
in our country.
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THE GENERALIST CONCEPT

Both social work and most human
service programs claim to be educating
generalist workers, but the concept is
defined differently by each. According
to Baer and Federico (1979), the social
..rork generalist has the "ability to
intervene in a variety of situations,
utilizing interventive mode(s) that are
most appropriate to the particular situa
tion" (p.154). This w o r k is based on the
premise that "all of a person's needs
involve a variety of systems, and the
social worker functions at the interface
of people and social systems or societal
institutions" (p.155). Social work it
self is defined as "concerned and
involved with the interactions between
people and the institutions of society
that affect the ability of people to
accomplish life tasks, realize
aspirations and values, and alleviate
distress" (Baer, 1979, p.155). These
definitions r e q u t r e , therefore, that
social systems theory be the basis for
holistic assessment and practice as a
g e n e r a Ld st ,

The generalist worker ai viewed by
the human service profession was defined
by HcPheeters and King (1971) as one who
"works with a limited number of clients
or families in consultation with other
professionals to provide 'across-the
board' human services as needed; is able
to wo r k in a variety of agencies and
organizations that provide mental health
services; is able to work cooperatively
with all of the existing professions in
the fie I d r a the r than a f f i 1 i a t in g
directly with anyone; is familiar with
a number of therapeutic services and
techniques rather than specializing in
one or two areas; and is a 'beginning
professional' who is expected to continue
to grow and learn" (p.lO).

The human service worker has been
more specifically defined by the National
Commission for Human Service Workers as a
worker "not traditionally affiliated with
any established profession, who performs
a variety of therapeutic, supportive, and
preventive functions for people with
emotional, developmental, social, or
physical problems within an organized
human service delivery program" (NCHS\v,
1982).

Clearly, the generalist as defined
by human services is view~d more broadly
than it is in social work, and while it
does not ignore the importance of under
standing and dealing with social systems,
it does not deliberately focus on
interactions between people and social
institutions as does social work.

CURRICULUM

Curriculum policy and guidelines
have been a long-standing interest and
activity of tpe Council on Social Work
Education (CSWE). Because the human
service profession is barely more than 15
years old, it has only recently begun to
deal with curriculum issues, standards,
and quality. However, in 1979, with the
support of National Institute of !'lental
Health through a grant to Southern
Regional Education Board, the Council for
Standards in Human Service Education was
founded. Its purpose was to give focus
and direction to the many human service
programs throughout the country by
developing national standards and imple
menting a process whereby programs could
u n-d erg opeerr e vie wan d r e c e i v e
"approval" by the Council. The process
for human service program approval is
virtually identical to that for social
work program accreditation - application,
self-study, site visit, decision and
feedback, with opportunity for appeal.
The Council is the only national organi
zation providing these services for the
purpose of improving the quality and
consistency of human service training
programs. Whether or not the Council
moves from awarding "approval" to
"accreditation" as social work did
remains to be seen.

A review of the CSWE curriculum
policy statement and accreditation stan
dards, and of the national standards for
mental health/human service worker
programs revealed a number of
similarities and differences. Among the
most similar aspects of these guidelines
is that both professions consider
themselves as preparing practitioners to
work as generalists. Both programs focus
on incorporating values and ethics, and a
striking similarity in the value base of
each wa s observed. For example, each
specifically refers to belief in the
worth and uniqueness of individuals, and
both acknowledge the importance of confi
dentiality and client self-determination.
Both stress responsibility, self-growth,
and commitment. Wh,ere social work
requires that curriculum helps students
see that social workers "contribute to
making social institutions more humane
and responsive to human needs," (CSWE,
1983, p.S) human services stresses that
students have the "belief that individ
uals and social and service systems can
change" (CSHSE, 1983). Although these
lists are not meant to be inclusive, it
appears that social workers tend to
stress more heavily their role in
creating institutional change than do



human service workers. Human services
also sets forth as a value orientation
the belief in the value of choosing the
least intrusive intervention in the least
restrictive environment. No such
reference is included in the social work
document.

A third major similarity in curricu
lum is found in the emphasis on practice
experience. Both types of programs
require a field practicum, with social
work establishing 400 hours as a minimu~

at the bachelor's level. Associate
degree human service programs require 450
hours; bachelor's level human service
programs require 700 hours, with 250
occurring in the junior and senior years.
In addition to human services' heavier
emphasis on field hours, it is also
required by human services that these
experiences begin early in the curricu
lum, whereas in many social wo r k programs
field work occurs only at the end of the
program •

. Differences occur not so much in
general content, but in how that content
is organized. Social work identifies
five professional foundation areas: Hu
man Behavior in the Social Environment,
Social Horle Policy and Services, Social
Work Practice, Research, Dnd Practicum.
Human Services, on the other hand, human
services organizes its curriculum
requirements according to knowledge,
skills, and attitude components, field
experience. Knowledge areas cover back~

ground of human service work and human
service population, including problem
areas, major models of causation, and
human service delivery s y s t e ms , Skill
areas include planning and evaluation,
information management, interventions,
interpersonal skills, and at the bacca
laureate level research, administrative,
and supervisory skills. Attitudes are
viewed in terms of those which are client
related, and those which deal with devel
opment of self, and with motivation and
responsibility.

Differences also occur, as expected,
in the disciplinary focus. Social w o r k
requires that faculty who teach social
work practice hold social work degrees.
Social work education requires a heavy
reliance on the social work knowledge
base and literature. Human services, on
the other hand, is based on a mutlidisci
plinary v Le w, Although most faculty in
human services represent social worle,
(NcClam & DeVoe, 1932) for program
approval human service faculty must
reflect viewpoints from a variety of
disciplines. The human service knowledge
base is derived as much from psychology,
guidance and counseling, nursing, etc.,
as it is from social work. This
multidisciplinary focus represents a
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major difference between social work and
human services, and helps maintain a
large degree of flexibility so as to more
easily and rapidly meet changing
community needs. A requirement, in fact,
for human service program approval is
that c o n mu n Lt y needs assessments and
graduate follow-up studies occur on a
reoular basis to insure that students are
being effectively trained for employment
in human services.

Another major difference is found in
how both programs a~proach the liberal
arts. Social work requires that students
have a liberal arts perspective, but
leaves the determination as to how that
perspective is achieved to each program.
Human services does not address the issue
of liberal arts education, but focuses
exclusively on curriculum material
essential to effecti-ve p ra c c Lc e ,
Presumably, the extent of liberal arts
content in any h u ma n service curriculum
is considered a matter left to eac~ pro
gram or institution.

EMPLQYMENT OF GRADUATES

il o s t f o L'l o v-s u p studies of Bachelor
of Social Work (BSW) graduates focus only
on one schoo 1, and 1 itt 1 e data ha ve been
avail-able for recent graduates. A
notable exception to this is found in a
recently published article on the expe
riences of the 1976-1979 graduates of 21
BSU programs in Pennsylvania (Attinson ~

Glassberg, 1983). The authors reported
that 34 percent of the graduates sought
social work jobs, and of these, 94 per
cent were successful. Job hunting, ho,.
ever, w a s reported as becoming
increasingly difficult. Ho s t graduates
were employed in family and children's
services, and a significant number were
e mp Lo y e d in fields of aging. The major
source of dissatisfaction for workers was
salary. The median salary reported for
BSH workers in 1980 w a s $11,000, far
below the HASH recommended minimum of
$13,470.

Although published follow-up studies
of human service graduates are also
scarce, there have been s o n e notable
ones. A 1972 study by Young, True, and
Packard (1976) in which 140 graduates of
20 associate degree programs were sur
veyed, revealed that 77 percent were
employed in relevant human service jobs,
performing the entire range of services,
and viewed by supervisors as performing
well. Most were employed in mental
health or mental retardation areas.
Salaries varied from the national minimum
wage to $12,000 per year. A more recent
study of all graduates of one associate
degree p~ogram in Ohio revealed that 62
percent were employed in human services,
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and 10 percent were seeking higher educa
tion (Clubok, 1979). Employment settings
were, varied, but most were working in
mental health or mental retardation set
tings. Salaries ranged from $7300 to
$16,000, wi t h an average of $10,259.

In a study of 1976-1980 graduates of
one bachelor's degree human service
program in Illinois, employment ranged
from 87 percent to 96 percent in each
graduating class (Hughes (Ii r e u t e r ma n ,
1982). Host graduates were employed in
counseling positions in a variety of
human service agencies. In 1976,
salaries were reported as over $9000, but
by 1980, 73 percent of the respondents
reported salaries over $12,000, and 41
percent had salaries over $15,000.

Although these varied studies and
mixed results make conclusions difficult,
it appears that despite job hunting dif
ficulties, most graduates who seek jobs
find them. Certainly more follow-up
studies are needed.

NATIONAL CERTIFICATION

for human service workers. Unlike ACSW,
'vhie h r e qui res a ma s t e r ' s d e g r e e and
serves as a standard for self-directed
practice, the Certified Human Service
Horker (CrrSH) is designed for persons
working within organized service delivery
agencies and who perform their functions
under supervision. The certification
system focuses on generic competencies
considered essential for wo r k primarily
in mental health, developmental disabili
ties, and gerontological settings. Eli
gibility does not require a formal aca
demic degree, although formal education
is the most rapid route to certification.
Specifically, there are six routes to
eligibility for certification:

1. Advanced student status (com
pleted 250 clock hours of field placement
and approximately 75% of the major
coursework)in a mental health or human
service training program.

2. Graduation from a mental health
or human service training program.

The Academy of Certified Social
Horkers (ACSH) is a program of the
National Association of Social Workers
(NASW) which is designed to evaluate a
worker's competency for self-directed
practice. To be eligi:)le for ACSH, one
must belong to NASH, have a iIoster's
degree from a CSWE accredited school,
have two years of practice experience,
references, and complete a written exami
nation. The ACSW exam is comprised of
four components: content (including nine
areas of knowledge), abilities (six
levels of complexity of thinking
ability), methods (individuals, groups,
families, communities, supervision,
administration, research, teaching), and
fields of practice (such as family,
chi 1 d r e n , h e a 1 th, s c h o o 1 s ); The tes t
consists of approximately 175 multiple
choice questions emphasizing practical
problems encountered by social work prac
titioners. The award of the ACSW is an
"indication that the applicant has
reached a high level of professional
qualification and is capable of self
regulated practice" (Hiddleman, 1981,
p.12).

\Jhereas the Academy of Certified
Social Workers has been operating since
1962, certification for human service
workers is a very recent development.
Due to the increasing numbers of
graduates of human service programs, and
due to pressures from national groups and
employers regarding the quality of ser
vices, the National Institute of Nental
Health awarded a series of grants to
Southern Regional Education Board to
develop a national certification system

3. Graduation from a mental" health
or human service training program offi
cially approved by the Council for
Standards in Human Service Education and
six months paid work experience.

4. Graduation from a non-approved
mental health or human service training
program and one year paid work
experience.

5. Three hundred-sixty clock hours
of formal training in human services
(inservice, wo r k s h o p s , short courses, or
any combination) and three- years paid
work experience.

6. One hundred-eighty hours of
formal training in human services and
four years paid work experience.

Applicants who establish their eli
gibility and become certified under
Option fil or #2 can renew their
certificates for two yea~s only. At that
time, a current portfolio must be
submitted and successfully evaluated
(NCSIlH, 1983, p.4).

Applicants who establish their eli
gibility must first submit a portfolio
which requires documentation of
successful work performance. These work
examples are reviewed and scored by two
independent raters. Evaluation is based
on adequacy of information, relevance of
application of knowledge and skill,
amount and level of skill, soundness of
judgement, and level of positive outcome.
If a passing score is achieved, the ap-
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SUHHARY

4. Human services curriculum
places less emphasis on research, admin
istration, and supervisory skills at the
associate degree level, but does not

1. Uuman services maintains a mul
tidisciplinary approach in curriculum
content and in faculty perspective.
Social work relies on social workers as
faculty and on social work literature.

Having hiehlighted some similarities
and differences between social work and
human services in terms of each
profession's concept of the generalist,
curriculum, graduate employment, and cer
tification, a more detailed summary of
program characteristics follows.

12. Human services wo r k e r certifi
cation is not fully dependent on academic
degree, as is social work certification.
Human services certification is directed
toward wo r k e r s who are working under
supervision, unlike the ACSW which desig
nates ability for self-directed practice.

8. Social work requires a liberal
arts perspective. Human services does
not.

13. Human services w o r k e r a are not
trained to be private practitioners.
Although expected to be capable of some
autonomy and independent decision-making
ability, they are expected to work with
some degree of supervision and within an
organized service delivery system.

10. Both professions stress use of
self and professional values which are
strikingly similar.

11. Both educate generalist
workers, although the nature of that
worker is defined differently by each.

14. Human service workers tend to
assume a wider range of roles than do
social workers, often in non-traditional
are as. Han y ar e i n vol v e din aft ere are,
outreach, developing self-help groups,
working with chronic patients, activity
therapy, and a variety of counseling

9. Social work organizes curriculum
according to five areas: Human Behavior
in the Social Environment, Policy and
Services, Research, Practice, and
Practicum; human services stresses
Generic Knowledge, Skills, Attitudes,
and Field Experience.

7. Although emphasizing a
generalist approach, more opportunities
for specialization occur in human ser
vices curriculums than in social work.
Many programs, after offering a generic
core, offer tracks in areas such as
gerontology, child care, drug and alcohol
abuse, etc.

5. Human services programs are
required to do regular community needs
assessments and graduate follow-up
studies to insure that students are being
trained for changing employment patterns.

6. Human services programs stress
field experiences early in the
curriculum, and require more field work
hours than does social work.

include these areas at the associate
degree level, but does include these
areas at the bachelor's degree level.

Human services curriculum
less emphasis on social systems
although understanding it is
part of the curriculum.

3.
places
theory
usually

2. Human services curriculum tends
to be more skill-oriented than social
work, with more emphasis on psychological
knowledge and counseling skills. Social
wo r k curriculum places more emphasis on
social policy and social institutions,
and the social worker's role in the
interactions of people and institutions,
and in effecting institutional change.

plicant may then sit for a written exam
which involves 30 multiple choice
q u e s.t Lo n s and 20 case simulation
vignettes. All exam questions are job
related an cover these areas: 1)
personal and physical care-giving
(medications, basic physical processes,
nutrition), 2) treatment and intervention
(symptomotolo3Y, therapeutic techniques,
problem-solving and case ma n a g e me n t ,
helping skills), 3) treatment and inter
vention adjuncts (resource utilization,
legal issues), 4) agency-organizational
factors (recording, supervision, work
management). The entire system is
designed to assess the applicant's intel
lectual competency (reasoning, decision
making), human service knowledge (facts,
methods, terminology), intrapersonal com
petency (at ti tudes, va I ues orientation),
interpersonal competency (relating posi
tively to clients and s t a f f ) , and skill
in applying knowledee (interviewing,
communicating, referring, advocating,
e t c . ) . Applicants w h o successfully
complete the exam vlill be certified and
can remain certified by annual renewal
for six years. At that time, a
recertification procedure will be
required, although details for this have
not yet been completed.
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p o s Lu Lo n s , The public sector,
particularly children's services and pub
lic welfare, while not excluded as an
employment source, has not been a major
employment area as it is for social work.

CONCLUSION
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Carefully organized from its incep
tion, human services has encountered
broad-based acceptance and support.
Today, social work no longer has a
monopoly in social services training.
Areas 6f social services training have
become part of the domain of many
professions. Home economics, colleges of
education, counseling departments, geron
tology programs, and other groups all are
involved in training for social services.
Social work, with its long and noble
history, remains a major route to social
service work, but it is no longer the
only route. Furthermore, there is no
evidence that it is the best route. In
the .Lo n g run, demonstration of worker
competence will determine ,... ho survives,
and it is likely that many disciplines
will be recognized as capable of
producing competent workers. It is self
defeating for disciplines to d r a w
territorial lines intending to exclude
others. That social work and human
services have both been successful
professions demonstrates there is more
than one way to approach training.
Energy for each discipline should be
focused on developing the best training
sequence possible and on defining the
competencies of thos~ they train. Some
overlap will always exist and must be
tolerated. In the long run, it is the
client who will benefit from the supply
of well-trained, competent workers. To
avoid excessive and unnecessary duplica
tion, a continued dialog among members of
both professions should be maintained.



Hahnemann University
School of Allied Health Professions

Invites Application to Pursue Our Junior Year Entry Level Curriculum
Leading To a Bachelor of Science Degree in Mental Health Technology.

1985 - 1986
Fall Semester Spring Semester

JUNIOR YEAR SENIOR YEAR JUNIOR YEAR SENIOR YEAR
Neurobiology 3 Clinical Case Seminar 2 Neurobiology 2 Clinical Case

Personality& Medical Information 2 Adult Psychopathology 2 Conference 2
Psychotherapy Child Psychopathology 2 HumanDeveloprnentIl 2 Intro. To Clinic Res. 2

HumanDevelopmentI The Chronic Culture & Community 2 Practice Issue & Ethics 2
Community Mental Mental Patient 2 Alcohol & Drug Abuse 2 Administration in M.H. 2

Health ClinicalTraining 10 Philosophical Reflection Clinical Training 10

Approaches to on Human Nature

Family Therapy
Cognitive-Behavioral

Therapy

TOTAL CREDITS 14 TOTAL CREDITS 18 TOTAL CREDITS 13 TOTAL CREDITS 18

Contact: Hugh Rosen, D.S.W.
Director, Mental Health Technology Baccalaureate Program

Hahnemann University (M.S. 507)
Broad & Vine, Philadelphia, PA 19102-1192

(215) 448-7889
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ABSTRACT: Human Service program objectives and curricular re
quirements from a survey of four year colleges were collected,
categorized, and analyzed using the National Commission for
Human Services Workers competency domains. Although Human Ser
vices programs contain courses facilitating the informational,
intellectual, and interventional competencies, the interpersonal
and intrapersonal domains were less well represented. Sugges
tions to augment competence in these domains conclude the study.

Two domains, the interpersonal and intra
personal, are abilities, the Commission
acknowledges, that "go beyond the
traditional component of knowledge and
ski 11." (NCHSH, 1982) These abi 1 i ties
require the active alliance or coalition
of worker and client, what McPheeters
calls "... using oneself in helping
clients" (NCHSW, 1932) and the ability
of the worker to select and match client
with needed service.

A review of the literature
determined several surveys of Human Ser
vice programs offered nationally at the
associate, baccalaureate and graduate
levels. Brawley (1982, 1981) compared
dates of program inception, numbers of
students, numbers of faculty, overall
educational purposes, and various insti
tutional demographics. McClam and DeVoe
(1982) published results of a national
survey analyzing and comparing back
grounds of human service/mental health
programs' faculty. While these surveys
looked at similar information, and
touched upon similar comparisons, no
study provided an analysis of program
objectives or kinds of courses required
of their students.

BACKGROUND

The establishment of procedures for
worker registration and certification by
the National Commission for Human Service
Workers (NCHSW) is timely. Behind the
certifying measures is a position paper
on competence written and distributed by
NCHSW (August, 1982).

Specifically NCHS\v defines
competence as ".•. the ability to achieve
favorable (client) outcomes." (p.4)
Favorable outcome in turn means " ••. some
inprovement in the levelof function
ing ••• "(using) ••.~ measure ••• that is
appropriate for the kinds of clients
served by the wo r k e r ," (p.3) Examples
provided by NCHSIv' include "improvement in
functioning, prevention, prevention of
disability, or stabilization of an
ex i s tin g con d i t ion. " ( NCHS\v, 198 2)

Iv'hile acknowledging the customary
definitions of competence, the
traditional emphase~ on knowledge acqui
sition and skill training, the Commission
expands that outlook to include several
other capabilities.

. The domains of mental health/human
service worker competence are defined by
the Commission as follows:

Informational domain - knowledge
of the content of human service w o r k such
as theories, facts, principles, termino
logy, developmental process, etc.

Interventional domain
interviewing, helping skills,
listening, consulting,
resources, etc.

(NCHSI,V, 1982)

skill in
counse 1 Ln g ,
locating

I~~~ll~£~~~l £Qg~i~ problem
solving, decision making, reasoning,
analyzing, comparing information, inte
grating information, etc.

Interpersonal domain -relating to
others, communication skills, working
with others, giving and getting supervi
sion, etc.

Intrapersonal domain - value orien
tations, attitudes, motivations, person
alitystyle, reactionpatterns, etc. -

8

PURPOSE

The competencies deemed necessary for
certification as a human services worker
and the lack of program analyses in the
literature suggested a study of course
offerings might well answer several ques
tions. Are human service program
purposes congruent "lith the National
Commission's demand for multiple
competencies? Are current required
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courses facilitating competence in the
five domains? This study sought to answer
these questions by an analyses of program
literature collected from a national
survey of human service programs.

BETEOD OF STUDY

(6) The intrapersonal domain was
assigned to clusters wherein course
titles and descriptions mentioned an
examination of student attitudes,
values, motivations, personality
style, etc. as being part of the
content of that course.

(3) Since academic courses usually
involve some form of evaluation
procedure, all courses were assumed
to foster intellectual competence as
defiried by the Commission.

(4) The interventional domain was
assigned to cluster names wherein
the word "skill" or "method" was
used in course titles or descrip
tions. Note': Exception the c 1 uster
research methods)

(1) In keeping wLt h the Commis
sion's definition of domains
(NCHSH, 1932), assignment of one
domain to a category of academic
class did NOT precl~de the catego
ry's inclusion as another domain.
Domains are not mutually exclusive.

California State University, Dominguez Hilla, CA

California State University, Hayward, CA

California State College, San Bernadino, CA

George Vashington University, \>'aahington, DC

Earlham College, Richman, HI

University of Wisconsin, Oshkosh, WI

Western Wnshin8ton University, Bellingham, WA

Fort Wright College, Spokane, WA

College of St. I-Iary, Omaha, liE

Has tLn gs College, Hastings, NE

St. John's University, Jamaica, DY

University of North Carolina, Charlotte, Me

University of Scranton, S~ranton, PA

University of Rhode Island, Kingston, RI

Incarnate Word College, San Antonio, TX

Untve r s I t y of IIinnesota, norris, liN

Friends University, Wichita, KS

Her r i mac k CoLl o ge , Harth Andover, HA

La~c Super10r State Collcgc, Sault Saint Narie, HI

SienD Heights College, ~drian, Ht

University of }lnssachusetts, .Amherst" NA

Simmons Col1ene, Boston, tiA

ANALYSIS OF DATA

Table I

Ruman Services ProBrams
if ~ 23

Sangamon State University, Springfield, IL

1),
Of the 23 programs analyzed (Table

While the designated rules of thumb
we r e applied to all descriptions, other
rules of thumb might accurately argue
that interpersonal and intrapersonal com
petencies are at the heart of post
secondary education. The obverse point
limits this study as.well; namely,
neither presentation of nor participation
in a university class guarantees the
acquisition of knowledge, skills, or
values.

Notwithstanding these limitations,
data was collected and analyzed to faci
litate the answering of the aforemen
tioned concerns. The analysis of the
data follows.

courses were assumed to
information and thus were

as facilitating the acquisi
k nov l e d g e.,

(2) All
include
classed
tien of

(5) Use of the interpersonal domain
designation was reserved for courses
within the interventional domain
which appeared to offer the student
opportunities for interpersonal be
havior through experiential activi
ties or exercises in relating and
communicating and in the giving and
getting of feedback.

In the fall of 1981 program descrip
tions were solicited from 56 colleges and
universities listed in the 1980 Chronicle
Four-Year College Databook as offering a
baccalaureate major in Human Services.
By spring, 1982, 25 schools from 15
states had responded. Two schools of the
25 did not have a current program, thus
the sample collected for analysis was 23.

Two kinds of analyses were
undertaken. First, program descriptions
and course requirements were read, ana
lyzed for similarities, grouped into like
clusters using titles and catalogue
descriptions, and then tabulated. After
that tabulation, a second ~rocedure was
undertaken. Clusters were analyzed to
determine what domains of competence
appeared likely to be facilitated in the
implementation of that class. For
purposes of that second analyses, this
study devised and used the following five
rules of thumb as a rationale in
assigning domain designator:

· r

\

\
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10 were colleges and 13 were universi
ties. In the uni versi ties, nine human
services programs were housed in and
coordinated by education. Of the four
housed in liberal arts, the contact per
son for the program was in either the
department of sociology or psychology.
All programs were multidisciplinary.
Programs coordinated by education
typically required a number of core
classes labeled human service as well as
liberal arts classes in psychology and/or
sociology. Liberal arts based programs,
if providing any courses labeled human
service, reserved that designation for
field work or senior seminars.

Program purposes presented in the
responding samples, catalogues and promo
tional brochures were analyzed for state
ments of outcome or overall curricular
objective. A little over half the
programs described their educational
purpose using the word "c a r e e r c-o r I e n t e d",
Three of these schools elaboratrd on that
term and named "skill training" as
an additional program objective. Eight
programs named "skill training," sans
career orientation, as their programs'
overall outcome expectation. Eight pro
grams named graduate study preparation as
a program objective. Student self
knowledge or self-development was also
named a program objective in 6 of the 23
respondents' materials.

In all, four purposes or objectives
were named in the materials provided by
the sample. Ranked in order of most
frequent mention were: career orienta
tion (65%), skill training (48%), grad
uate study preparation (35%), and self
development (26%). Three schools of the
s~mple (13%) used all four phrases as
descriptors of their human service
programs' overall objecti v e s ,

Programs, in this survey, are
typically structured in three blocks,
requiring that students take a portion of
their course work in general liberal arts
classes, e.g. English, speech, science,
etc., a portion in their major, usually
designated as human service classes, and
a final portion in field experience.
Nineteen colleges and universities (83%)
required from one to four field place
ments, awarding each placement from two
to eight academic credits. One school
provided students field experience as a
credit option and three made no mention
of field wo r k as part of their
curriculum. Hours required in the field,
i.e. clock hours to credit hour ratios,
could not be compared because of lack of
specification in the catalogues. (The
interested reader may find more
information in Brawley, 1982). The
average number of externships required of
students in programs that made field work
mandatory was two.

An analysis of courses, aside from
externships, within respondents programs
yielded 14 clusters or courses of similar
kind. These clusters and the frequency
with which they appeared are presented in
rank order in Table 2. A second analysis
was undertaken. Using the five rules of
thumb deducted from the Commission's
definition of domains resulted in assign
ments of competency to cluster name as
presented in Table 3.

DISCUSSION

The limitations of this method of
study are several. Curriculum evolves
and changes. Current courses listed may
no longer be offered, and new courses may
not be in university catalogues. Two,
course descriptions are distillations and
often do not do justice to course objec
tives. Three, course descriptions do not
routinely mention the manner of presenta
tion used by an instructor of record and
that methodology might model, as well as
demand, interpersonal and intrapersonal
skills.

This study set out to answer two
questions; namely, are academic program
objectives congruent with certification
demands and are current human services
courses facilitating competence in the
five domains specified by the National
Commission of Human Service Workers?
Results indicate several observations.

As to the first question, while
human service program purposes do not
wholly agree with the Commission's equi
valent emphasizing of the five domains,
three academic programs do have multiple
aims. Hhile the "stuff" of the program
outcome career orientation is not defined
in catalogues, it is hoped that the tools
of career making, i.e. re-sume writing,
professional career ladders, certifica
tion procedures, job hunting techniques,
etc. are found in more courses than the
two classes named. With only two
schools indicating a specific course in
career development or theory, perhaps
"career orientation" is a module within
or a general focus of some other class in
the 13 other schools mentioning a career
bias in program purpose.

Whil~ it appears human service pro
grams are substantially endorsing the
development of interventional skills,
that endorsement was found to be more
likely in university programs housed in
education than those in liberal arts.
Education programs named skill training
or competency development as an overall
purpose and tended to require more
courses that focused on the "how to's"
and elements of communication than on
imparting theory and information.
Although little more can be made of this
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Table 2

Nwaber d SChoolB ReqUiring B1lIIaD service. COlIne. bJ KiDd

senoc s-
Course Kind* 1 2 i:l 17 8 19 10 11 12 h, 11 1<: 6 17 18 1Q 120 21 22 23 T

1. Externship X !xix ,xix X X X X X X X X X X X X X 19
2. Special seminars.h!ethoda

in spectfio populational
!xlx~problelll8 XX X X X X X X X X X 16

3. Introduotion to Human
servioes Iv Ixx X X X X X X X X X 1)

4. Senior seminar, Project,
CulIIlinating examination X IX X X X X X X X X X 13

5. Group Dynamics, Skills,
/xixetc. X X X X X X X X X X 1)

6. Individual Intervention
SklllB b: Ix Ix X X X X X X X X 12

7. Human Development X ~ xix ~X X X X X X 11
8. SystelD8 Anal)'1lis X I peX X X X X X 10
9. Research Methods, Test-

Ixing Statistics X X X X X X X 9
10. Organization, Administra-

tion Supervision, Con-
~sultation X X X X X X 8

11. PracticUID, Laboratory
Ix IxObservation X X X 5

12. Values, AdvocaCT IX X X 5
13. Ethics Ix X X 3
14. self-Development Ix X 2
15. Career DeveloplDBnt

Theory, Methods X X 2

*Kinds determined by cOlIne title. and desoriptions
-Random order

Table 3

Domains and Cluster Comparleons

Infor- Intel- Intra- Inter- Inter- " of
mational lectual personal personal Vent10~1 Kind Emp.

Course Kind Domain 1 Do_in 2 Domain , Domain 1 Domain All Domains

1. Externahip X X X X X 100

2. Special!kethods X X X X 80
3. Intra. to H.S. X X X 60
4. Senior Seminar X X X 60
5. Grp.Dynamics!

Skills X X X X X 100

6. Ind.Inter.Skills X X X X X 100
7. Human Developm't X X 40
B. System Analysis X X 40
9. Research Methods X X 40

10. Org!AdIII/Sup!Con X X X X eo
11. PracticUID.Lab,Obs X X X X X 100
12. Values, Advocacy X X X X eo
1). Ethics X X X 60
14. Self-Developm't X X X 60
15. Career Dev'mt X X X 60

" of Total 100 100 47 47 60

Kinds Emp. Domain

11
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finding given the limited data, the point
may reflect a traditional difference in
outldok between schools of education and
colleges of liberal arts.

The Commission's (NCHSW, 1982) ac
knowledgement of the nontraditional char
acter of the interpersonal and intra
persopal domains seems reflected in
program purposes and numbers of courses
~llocated for these ends. Six responding
schools stated personal development was
an overall program objective but only two
schools offered courses in self-develop
ment. Thus, while human service program
purposes and aims are not incon-sistent
with the Commission's definitions of
competence, these programs could be more
congruent if additional curricular atten
tion was paid to the interventional,
interpersonal, intrapersonal domains 
comp~tencies that would enhaice persona~

development and professional role
development.

\<lith respect to the second
question, an examination of Table 3
indicates that externships, practicums,
laboratory and observational experiences,
individual and group interviewing and
participation courses appear to foster
competency in all domains. What is
important to note is that 18% of the
responding schools did not require field
experience, 43.5% did not require group
work, 48% did not require individual
interviewing sk~lls classes, and7S% did
not require p r a c t Lc u m, laboratory, or
observation. Horeover, it' most schools
allocate externship to the end of a stu
dent's program then the development of
certain competencies, particularly the
intrapersona 1, interpersona 1, and in ter
ventional, will become the responsibility
of the field supervisor and not that of
the college program the student has
chosen.

RECOMMENDATIONS

Additional research could rectify
the inherent weakness of this study by
so 1 ici ting and ana 1 yzing course sy llabi
and/or 1 ists of beha v iora 1 competencies.
Field supervisors might also be surveyed
to determine what areas of weakness they
see most frequently in college interns.
In the meantime, several suggestions
emanate from this research.

Academic programs could extend their
curriculums into the intrapersonal and
interpersonal domains. The addition of
whole course devoted to personal develop
ment, wh Ll e an expeditions method, may
well overburden programs that have few
elective credits available. Adding
~pecific interpersonal and intrapersonal
obj&ctives or time-limited learning
modules to existing courses are perhaps
less taxing ways for greater emphasis on

these domains.
Another approach would involve stu

dents in career or personal counseling
sessions within the university through
the schools student personnel office.
Encouraging or even requiring students to
name a career or personal concern needing
interpersonal clarification, attend at
least three counseling sessions, and
report their reactions to the experience
is an easily added assignment to an
introductory or methods course. Horking
"on" each other in any skills class would
also facilitate interpersonal and intra
personal competence. Inviting students
to be involved in an on-going, open or
closed group, based on student rank, held
monthly or bi-monthly, led or co-led by a
rotating faculty person and a senior
human services student is another alter
native. Finally students could be
instructed early in their programs on how
to xeep a psycholOGical journal and then
charged to keep that journal throughout
the program. Evaluation of the
aforementioned measures would consist of
passing by completing the task or failing
by not completing the obligation.

This study sought to analyze
academic programs using an interpretation
of a professional credentialing body's
definitions of competence. The results
indicate that curricular programs of
study in the human services could
emphasize the interpersonal and intraper
sonal domains of competence to a greater
degree.
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Footnotes

lCompetency based was a term also
used by specific schools and treated by
this research as synonymous with "skill
training." Competency based programs are
known and widely mandated by schools of
education in teacher training. The dif
ference between a competency based and a
traditional program is analogous to the
difference between the Commission's paper
and pencil certification examination and
their examination portfolio. Competency
in the latter sense, so familiar to
teacher of teacher, requires behavioral
evidence of acrued skills or abilities.
Orientation or a career-oriented program
while meaningful to a liberal arts
educator would not likely be translated
by the skills training educator as any
thing necessarily behavioral. Instead
career-oriented would mean cognitive
knowledge of the field.
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ABSTRACT: Human service wo r k e r s need to learn to make z r e a t e r
use of local newspapers, radio and television to 'educ;te the
public about community problems, the needs of vulnerable popula
tions, and the activities of human service workers and organiza
tions. Exanples of opportunities that exist in mo~t localities
to obtain positive and accurate media coverage of human service
issues and activities are presented in this paper. The poten
tial contribution of the media to self-help and prevention
efforts is discussed and the role of human service education
programs in preparing their students to use the media is hioh-
lighted. b

Human service workers, the services
they provide, and the populations they
serve are not we LI understood by the
public and, consequently, they do not
command wide public acceptance and sup
port. (Condie et a L, , 1978; Cook,
1979). Despite this public image prob
lem, little or nothing is done to prepare
human service workers for the public
education activities that are needed and
are possible in the context of their
everyday service activities.

Public antagonism towards or
ignorance about vulnerable groups (the
mentally ill, single parent families, the
unemployed, people with drug and alcohol
problems, to name only a few) and disre
gard for their needs are not likely to be
greatly al tered through the information
provided by the news media, if the latter
are left to their own devices.
(Dedinsky, 1977). We should not allow
our discomfort and lack of familiarity
with the workings of the newS media
(local newspapers, magazines, radio and
television) to prevent us from trying to
communicate accurate information about
the human services to the public. Nu c h
can be done at the community or local
level by individ~al practittoners who
have the motivation and some basic tools
to educate the public about community
issues and problems, about the needs of
various groups, and about the functions
of the human service. (Brawley, 1983;
Brawley and Martinez-Brawley, 1982;
Jos 1 yn-Scherer, 1980; Schlachter, 1980).

Examples of the opportunities that
exist in most localities for such activi
ties and guidelines for initiating
sympathecic and accurate coverage of
issues and services are presented in this
paper. In addition, the potential
contribution of this type of activity to
self-help and other prevention efforts in.
the human service field is discussed.
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Finally, the role that human service
education programs can play in preparing
workers for these activities is
highlighted.

USING THE HEDIA TO INFORM AND
INFLUENCE PEOPLE

The mass media constitute a ~owerful
and per v a din g for c e i n 0 urI i v e s • i-l ear e
exposed daily to a bombardment of media
messages. Most of the information we
receive about our community, our state,
the nation, and the world comes to us
through newspapers, magazines, television
and radio. Our understanding of and
attitude's t o wa r d s people, events, and
problems are greatly influenced by the
information and views communicated
through these media. (Stein, 1972;
Stevens and Porter, 1973; President's
Commission on ll e n t a I Heal t h , 1978).

Any effort to promote public under
standing of social issues, community
problems, human service programs, or the
concerns and activities of human service
workers is likely to be significantly
enhanced by the appropriate use of the
media. It is probably correct to say
that, without the access to the public
that only the mass media can provide,
human service workers are unlikely to be
able to help the public to develop a
clear understanding of the needs of vul
nerable populations and appropriate
community responses to these needs. In
any given community, there are certainly
many more people who could be informed
about problems or issues, involved in the
development or support of needed
programs, or assisted in coping with life
tasks and crises than human service
workers are able to reach in the course
of their ordinary professional
activities.

Good use of the media can help
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people function better in the community,
by providing information that can support
the coping capacities of persons under
stress, and, consequently, it can signi
ficantly expand the imvact of the human
services in any community. A much wider
range of community residents can be
reached, not only those who might benefit
from the human services but also persons
and groups that may be willing to provide
tangible and intangible support for these
efforts, as a result of being better
informed about them.

There is clearly a heightened
concern among members of the public about
their health and social functioning and a
wi 11 ingness on the part of many
individuals to take a greater responsibi
lity for their own physical and
psychological well-being. In the area of
mental health, there is a great deal of
public interest in ways of successfully
coping with all of life's challenges.

Human service workers need to playa
greater role than they have done so far
in providing the kinds of information to
the public that will support people's
capacity to respond constructively to
normal problems of daily living and to
critical episodes and transitions that
are likely to occur in their lives.

At the same time that individuals
are taking a greater interests in their
physical and mental health and taking
more responsibility for their own well
being, what are called "natural support
systems" (Baker and Northman, 1981),
"natural helping n e t w o r k s " (Collins and
Pancoast, 1976) or "informal helping
services" (Froland et a L; , 1981) are
becoming more important.

Natural helping systems, including
self-help groups, have quite limited
information about the tangible and intan
gible resources that are available to
them. They can benefit enormously from
the specialized knowledge that human
service workers possess, although they
might both have or want direct access to
this professional expertise. The mass
media prOVide ideal opportunities for
human service workers to share their
knowledge with persons who want to
improve their own functioning without
resorting to direct professional help.
Supportive messages and helpful
information can be channeled effectively
and efficiently through newspapers,
magazines, radio and television to these
individuals, as well as to natural
helpers and mutual-support groups.

Many human service workers are aware
of the powerful influence that the media
have on public perceptions of the human
services but feel ill prepared to take
steps to use the media to get the human
service message across. They do not know
what is possible or where to begin. ,Most
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have not been taught about the mass media
during their training and have had little
or no opportunity or motivation to ac
quire the skills necessary to use the
media effectively. Furthermore, there is
a mystique about the mass media that
inhibits the uninitiated. They are awed
or repelled. They view the media as
unapproachable, antagonistic to th-eir
purposes, and disinterested in their
activities.

Skilled human service workers show
little hesitation about speaking out ina
variety of settings on behalf of their
clients and programs and seeking support
for them from all manner of community
groups and decision-makers. However,
even the most resourceful and assertive
practitioners appear to be inordinately
reticent about dealing with the news
media. Regardless of the reasons for
this reluctance, it constitutes a real
barrier to the appropriate use of the
media and needs to be overcome if the
potential benefits of this major
community resource are to be more fully
realized. Fortunately, some human
service workers have begun to comprehend
the important role the print and broad
cast media can play in the areas of
public relations, public education and
prevention and are beginning to acquire
sufficient knowledge about the workings
of the news media to enable them to
engage in these activities effectively.

TYPES OF MEDIA COVERAGE POSSIBLE

Efforts to use the local news media
do not have to be ambitious or elaborate
to be effective. They can be as routine
or as simple as getting a newspaper ·to
carry announcements of special events or
meetings of self-help groups sponsored by
your organization. It is not diffic~lt

to expand these bare-bones efforts to
include regular press releases on the
activities of an organization, a group of
human service workers, or a clie-nt group.

For example, human service
organizations might send out a news
release describing:

(1) Howa public assistance worker
is helping a group of single-parent
families to develop a day care
cooperative.

(2) How the local child welfare
agency has reduced the number of
children coming into fostercareby
providing intensive supportservices
to families under stress.

(3) The response of a group of
home-bound and frail elder community
residents to a telephone reassurance
service organized by the local area



16

agency on aging.

New spa per s- d ail y , wee k 1 y , e t h n ie,
underground,college, free "bargain
sheets" or "shoppers", etc.

Magazines - community-oriented,
special-interest, free advertiser
supported periodicals, etc.

regular column devoted to particular
human service topics can be p o w e r f u L
tools for influencing people's attitudes
and behavior.

M0 s t 0 f us h a v e 'a ten den c y tot h ink
of the news section wh e n ...,e are thinking
about newspaper coverage for our
activities; however, it is important not
to overlook the other sections of the
paper that also require a supply of
material and that may be more appropriate
targets for particular kinds of coverage.
Those sections include but are not
limited to those that are generally
characterized as opinion-editorial (op
ed), life-style, features, etc.

A letter to the editor of the local
newspaper is an excellent and relatively
simple way to get your message before the
public. Most papers publish letters from
their readers. It is a way of gauging
community opinion on a wLd e range of
topics and demonstrates the paper's com
mitment to providing a public forum for
diverse points of ~iew. Letters from
individuals representing human service
groups or organizations within a
newspaper's circulation area have an
excellent chance of being published. A
letter to the editor is probably the
easiest way of gaining access to the
community through the news media, even
for those human service workers or groups
with the most limited skills or
resources.

In addition to news releases,
feature stories or articles, and letters
to editors, the following methods can
also be used for achieving media coverage
of human service activities and concerns:
press conferences, feature stories
written by journalists based on materials
that you provide, editorials based on
information you provide or on topics you
suggest, and weekly or monthly columns on
a particular theme or themes (drug and
alcohol use and abuse, health or rn e n t a I
health issues, child-rearing, or the
like) •

Many people fail to take their local
newspaper seriously, regarding it as
lacking in serious coverage or analysis
of social issues. This is an error,
according to lIacShane (1979), wh o
stresses the importance of local
newspapers since "they relate as directly
as it is possible to the immediate life
of the people in the immediate
circulation a r e a " (p.20).

In man y communi ties, the 1 oca 1 news
paper is the most important source of
news and has an enormous influence on
local opinion. Newspapers are concerned
primarily with the communication of news,
in contrast to the broadcast media which
devote only a small portion of their
efforts ~o news gathering and dissemina
tion. News stories and analysis of

of a child welfare
showing the estimated
child abuse in the

(4) Results
agency survey
incidence of
community.-

Tel e vis ionS tat ion s - VHF, UHF,
cab Le , network-affi 1 ia ted, indepen
dent, public, educational, college
or uni versi ty, etc.

Radio Stations - AM, FM, commercial,
public, college, all-news, country,
rock, easy listening, classical,
Black, Spanish, etc.

Newsletters - produced by unions,
civic associations, businesses,
churches, community or neighborhood
organizations, hospitals, school
systems, tenant groups, etc.

Occasional feature ~tories on the
challenges facing a local human service
organization, its staff, and its clients
are not hard to "sell" to the local n e ws
media, nor are public information
articles that have high prevention or
self-help potential. It is simply a
matter of the time and effort one is
willing and able to devote to the task.

The range of media that exist in
even the smallest communities is quite
extensive. The following list contains
some of the more common media that exist
in most communities.

(5) A planned "open house" to
introduce the community to a new
special housing unit for the elderly
or the mentally retarded.

The majority of the n e ws items that
a human service organization sends to
local newspapers or broadcasters need
have no other purpose than informing the
community about existing services, new
programs, changes in procedures or
personnel, etc. Ivhile such items can
have some educational potential, their
primary function is almost entirely a
public information one. However, it is
possible to go beyond this type of
minimal media effort (at least on a
periodic basis) to write press releases
or articles that have a higher potential
for public education and prevention.
Feature articles, opinion pieces, or a



issues can receive much fuller treatment
in the n e ws p a p e r than on television and
radio. While most local newspapers
include international, national, state
and regional news (usually obtained from
the wi r e services), "newspapers have an
enormous stake in local affairs" and "it
i s 1..2..£.£1. s tor i est hat s ell pap e r s "
(National Committee Against
Discrimination in Housing, 1975, p.49).

The electronic media are the major
channels of information exchange and
dissemination today. Television and
radio constitute the primary sources of
information about what is happening in
the world. They provide a continuous
stream of news about local, regional,
national, and international events. By
the way they report and comment on events
and issues, they define for substantial
segments of the public what is important
about what is going on in the world and
how it should be interpreted.

Human service workers generally re
cognize that they could reach
significantly expanded segments of the
public if they had the kind of access
that only the broadcast media car
provide. However, they are uncertain ho~

to go about getting such access and may
be deterred from finding out by their awe
of the electronic media.

Since resources, personnel, and
priorities differ greatly among local
broadcast stations, it is always a good
idea to make direct contact with the
program director of a particular station
to hear at first hand what kinds of
public service activities might be appro
priate outlets for news or public
education messages. If the station is
large enough, it may have a public
service coordinator who can be very
helpful to human service workers.

News releases that human service
workers prepare for local newspapers can
just as easily be sent to local radio and
television station newsrooms. Brief pub
lic service announcements are an
additional means of getting your message
on the air. The League of Women Voters
(1978) observes that any nonprofit orga
nization that is committed to the
improvement of the community in such
fields as health, welfare, education and
public service is entitled to have its
public service announcements considered
for airing by radio and television
stations. (p.3) While broadcasters
usually receive many more public service
announcements than they can use, once
accepted for airing, the average PSA is
used 25 times over a two-month period,
making it "the non-profit w6rld's best
and least expensive method to get air
time." (Nutional Association of Social
\'Iorkers, 1981, p.27)

There are opportunities in many
communities for human service workers,
their colleagues, and their clients to
participate in "call-in" television and
radio programs. Hany of these programs
deal with topics or issues that are of
vital importance to human service workers
and their clients or that concern the
general well-being of the community.

It should be the easiest thing in
the world to participate in a call-in
program. As NacShane (1979) notes, "You
simply dial the number given, wait your
turn and then ask your question or make
your point." (p.169) Minimally, the
human service worker can correct miscon
ceptions or erroneous information about
community issues or 'client groups or
provide information about available human
services or other community resources
that will be useful to some members of
the audience. With very little effort of
preparation, the resourceful human
service worker can use a radio or TV
call-in program to deliver a variety of
modest but nonetheless significant public
relations, public education and preven
tion messages.

Many human service organizations
arrange to have members of their staff
appear on radio and television talk shows
where they have the opportunity to
provide self-care and other preventive
messages to large listening and viewing
audiences. Some human service workers
even serve as hosts or guest experts on
call-in radio and TV. n.Jhittington,
1980; Schlachter, 1980). On a more
ambitious level, a community mental
health center in West Virginia produces a
soap opera called "The Bramble and the
Rose" that is aired regularly by local
radio stations in Appalachia. The soap
opera, while packages as entertainment
for a mass audience, contains a variety
of mental health messages that emphasize
constructive approaches to problems of
daily living. (Kradel, undated)

Most of the activities described
above are well within the capabilities of
the majority of human service organiza
tions or groups, even those with the most
severe resource constraints. For those
human service professionals who feel that
their journalistic skills are not
sufficiently developed to allow them to
engage in "therapeutic journalism"
(Joslyn-Scherer, 1980) with confidence,
there are abundant aids available. For
example, the basic principles and tools
for working with media can be readily
gleamed from a variety of resources
rangi~g from short pamphlets to full
blown texts. (League of Women Voters,
1974. 1978; U.S. Department of Health

- and Human Services, 1980; Gordon, 1978;
NacShane, 1979; Brawley, 1983).
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TilE ROLE OF HUMAN SERVICE EDUCATION
PROGRAHS

Chenault and Burnham (1978) have
asserted that human service educators
"ought to increase initiatives to enhance
the public's understanding of human
s e r vic e pro g ram san d p e 0 p Le ;" ( p , I 4).
In order to do this, they must begin to
incorporate into their programs
curriculum content on the use of the
media. This content need not be exten
sive or highly sophisticated. What needs
to be done is to alert students to the
fact that they can (and probably should)
play an important role in educating the
public about human service issues and
activities, to introduce them to the
possibilities that exist for them to do
this through local newspapers, magazines,
radio and TV, and to provide them with
opportunities to engage in this type of
activity.

While a specialized course in the
use of the media would probably be the
most effective way to ensure that this
content is taught, there are other ways
to incorporate it in~o associate degree,
baccalaureate and graduate level
curricula in the human services. In many
existing courses, it is quite feasible
and consonant with course objectives to
include class projects, assignments or
exercises that involve use of the media.

For example, courses in human growth
and development can include an assignment
to wr f t e a newspaper article on some
aspect of mental health or social
functioning. A course in human service
delivery systems can include group pro
jects to prepare news releases or public
service announcement for local social
agencies, mental health centers, self
help groups, or other community
o r g a n i z a tions, as part of the process of
learning about the c o mn u n d t y ' s human
service resources. In practicum courses,
students can write articles or letters to
newspaper editors describing the roles of
human service workers and the people they
are helping. Arrangements can be made to
have them interviewed on radio or tv
public affairs programs for the same
purpose. In almost any human service
course, students can learn a great deal
by writing letters to newspaper editors
about some human service issue discussed
in class.

The opportunities to incorporate
'these kinds of media activities into
existing courses is quite extensive. Not
only do students gain experience in
working with the media but, in most
cases, the primary purposes of the course
are advanced by the freshness of, and the
excitement generated by, these types of
projects. Students respond enthusias-

ica1ly to these activities if they are
well planned and well executed and if
expectations about initial efforts are
realistic. Not everything that is
attempted will get into print or on the
air, but enough will to provide strong
positive reinforcement and the incentive
for continuing effort.

Some human sevice educators mq,y feel
ill-equipped to teach students to use the
media. A sensible approach is to benin
modestly in terms of the number, range,
and degree of difficulty of the media
activities attempted. Initial limited
efforts can subsequiently be expanded as
experience is accumulated and confidence
increases. In any event, there are many
sources of help available to the human
service program faculty member, aside
from the written materials cited earlier.
Hany print and broadcast journalists
welcome the opportunity to help human
service workers in their efforts to learn
m0 rea b 0 u t u sin g the me d i a . 11 0 s t wi lIb e
glad to accept an invitation to speak to
a class about the workings of their n e ws »

paper or· broadcast station and to tell
students how to get news or hunan
interest items into the paper or on the
air. Incidentally, some journalists are
the most knowledgeable, best informed
members of the community on particular
issues so that they make excellent guest
speakers on certain human service topics.
Having journalists as guest lecturers in
a class is one of the most effective ways
of opening up communication channels with
the local media.

For those human service education
programs that have advisory hoards or
committees, it is a good idea to include
local media representatives on them.
They can be a great help in publicizing
and interpreting your program in the
community, as well as serving as an
important resource in your instructional
activities.

Many colleges and universities have
journalism programs which can be an
additional major resource to human ser
vice programs. The potential for
mutually-rewarding collaborative projects
is enormous. All that is really needed
to capitalize on these opportunities is
initiative and imagination.

DeLoache (1976) observed that human
service workers can no longer be content
simply to enhance the quality of life of
the p e 0 pIe the y \v 0 r k \v i t han d t 0 dot his
competently and efficiently. Human ser
vice workers (and those of us who prepare
them for their role) must move beyond the
idea that public education isan endeavor
that is peripheral to their main concerns
and activities. Instead, they should
regard effective use of the media as an
important way to promote, support, and
strengthen their programs and services.
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A Writing Skills Approach to
the Teaching of Clinical Case Management

WiUi.... G, Wagner
Uai"e.';ty of Soathe.a Mi• .;..ippi

ABSTRACT: RepoTt writing and record keeping are major job
responsibilities for professionals in the human service field.
Processing paperwork in an effective and efficient manner re
quires basic skills in technical writing. The present article
outlines a training approach for introducing undergraduate stu
dents to the basic writing skills needed to successfully perform
the paperwork responsibilities required in the human service
field. Results indicate that students were satisfied with the
training they received and that most (92%) would recommend that
other students receive the same training.

Research indicates that human
service professionals spend more time
writing reports than. they spend in face
to-face contact with clients (Fraser &
Clowers, 1978). In a survey of 208
randomly selected rehabilitation
counselors, Zadny and James (1977) found
that respondents reported spending
slightly more time (29%) with clerical
tasks and report writing than they
devoted to.counseling (27%). Additional
support for these results comes from data
reported by Rubin and Emener (1979) which.
indicate that, on the average, survey
respondents spent 38% of their time with
record keeping responsibilities and only
21% of their work week performing
counseling or guidance functions.

Students preparingforemployment in
thehuman servicesfield mu~t developthe
report writing skills required to process
paperworkwork in anefficient andeffec
tive manner. Employers frequently use
experienceinreport writing as a criter
ion for hiring (Nish, 1979). In a
sur v e y 0 f hum a ns e r vic e age n c ya d min i s 
trators,Boltruck, Peterson, and Murphy
( 1 980) f 0 u n dt hat 8 5 % 0 f tho s ere s po n din g
identified report writing as a desired
characteristic for job applicants. The
ability to write psychological reports
was cited more frequently than skills
in interviewing and group process (81%),

'and knowledge of legal and ethical issues
(79%).

The importance of report w r Lt Ln g
skills is of particular significance,
given the recent attention devoted to
deficiencies in this area (Calhoun &
Selby, 1979; Camp1ese & Hayo, 1982;
Costin, 1982; Spiegel, Cameron, Evans, &
Nodine, 1980). Al though ways of correc
ting this situation have been suggested,
most have considered writing deficits
within the context of class papers and
laboratory reports (Spiegel e t aI., 1980)
or research and publication of scientific
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topics (Calhoun & Selby, 1979; Camplese
& Ifa yo, 1982). II0 1/ eve r, the rep 0 r t s 0 f
Boltruck et al. (1980) and !!ish (1979)
suggest that human service educators must
address the issue of poor writing skills
from a different perspective. Students
who are preparing for employment in the
human service field will benefit from
instruction in report writing that
focuses on the skills needed to success
fully perform basic case management
responsibilities.

This article describes a structured
approach to the teaching of clinical
report writing and record keeping. The
method served as the basis for an
undergraduate course in case management
procedures that was offered by a
department of counseling psychology.
However, the writing approach could be
incorporated into other classes (e.g.,
Tests and lleasurements).

INSTRUCTIONAL PROGRAM

The course was designed to teach
basic record keeping responsibilities
used in the human service field. Class
room presentation of general information
on case management procedures was
supplemented with practical experience in
clinical report writing. After students
were introduced to the role and function
of a particular record keeping procedure,
they were required to prepare a written
sample of that procedure. Five aspects of
clinical record keeping were highlighted
in the course: the intake interview
summary, evaluation request letters,
client progress notes, the treatment
plan, and the treatment termination
summary.

During the first week of class,
students developed a detailed description
of a hypothetical client whose case they
would "manage" throughout the one
semester course. This client served as
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the basis for the various writing
assignments that students were required
to submit. Students w e r e advised to
develop a rather complex client profile
that included medical, psychological, and
vocational problems. Writing assignments
were graded for content and overall
organization as well as proper grammar
and spelling. As a result, students were
strongly encouraged to gain ready access
to a dictionary and a basic grammar text.
Those with extreme deficits in basic
writing skills were encouraged to seek
remedial services provided by a writing
laboratory available on campus.

General information on a particular
aspect of case management (i.e., the
intake interview) was presented through
classroom lecture and discussion of
assigned readings. Following this
presentation, the ,.riting skills
component of the course was introduced
through the use of a cookbook approach.
Students were given a summary outline of
the reporting procedure under discussion
(i.e., an intake interview summary) which
they were instructed to use as a model
for preparing their writing assignment.

The following example, which wa s
used for the opening paragraph of the
intake interview summary, is typical of
the summary outlines given to students.

(Client's name), ("a/an") (x)
year-old (race) (sex), was
seen for an initial interview
at the (agency's name) on
(c1ate). ("Hr./Niss/Hs.Hrs.")
(client's last name) (how
client got to the interview)
to the (agency's name or
abbreviated name for agency).
The client ("resides/Ii v es
with her 'y'/lives alone") at
(client's address). (Listing
of children with their ages
if client is a parent).
("}lr./Hiss/Hs.n·lrs.") (cli
ent's last name) was referred
to the (agency's name or ab
breviated name for agency) by
(name of person who made the
referral) from (referring per
son's place of employment).
The client's presenting prob
lem was (brief statement of
the presenting problem).

Although the information required in
this paragraph is quite specific, later
sections of the outline require more
independence on the part of the student.
For example, the last two paragraphs of
the intake interview summary require that
the student assume more responsibility
for proper sentence structure and organi
zation.
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During the course of the(x)
minuteintake interview,
("Hr./Hiss/Ns.Hrs.") (client's
last name) (description of the
client's behavior during the
interview). (Description of
the client's affect and
thought content during the
interview).

It is this ("counselor's
interviewer's/case worker's")
impressionthat (counselor's
impression of client's situa
tion). It is recommended
that (counse10r'srecommenda
tionfor treatment).

It is obvious that certain parts, such as
the counselor's recommendation, may re
quire more than one sentence. As a
result, students were confronted with the
challenge of conceptualizing case
material and presenting it in a form that
could be understood by others. Students
were provided with outlines for the
intake interview summary, a medical
evaluation request letter,a pscyhologica1
evaluation letter, a vocational evalua
tion request letter, case progress notes.
a treatment plan. and a treatment termi
nation summary. The outlines for evalu
ation request letters were presented
using different styles of letter format,
as described in \vebster's Secretarial
Handbook (Eckersley-Johnson, 1976).

RESULTS

During the last class meeting,
students were asked to evaluate the seven
writing assignments used in the class.
When ratings for individual assignments
were combined, 86 (51%) were in the
Excellent category, 69 (41%) were Good,
12 (7%) were Fair, and 1 (1%) was Poor.
TI.enty-two of the 24 students in the
class responded positively to the
question, "Would you recommend to a
friend that he/she take this course?" In
addition, 15 of the 22 who responded
positively indicated that they would
recommend the class because it was a
"practical" course that taught students a
system for completing the paperwork
responsibilities of human service work.

DISCUSSION

The basic purpose of written reports
in the human service field is the
communication of client information. In
'order for communication to occur, the
reader must be able tounderstand what
the writer is saying. Successful
communication of information requires
that the human service worker
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conceptualize case material in an organ
ized manner and present this information
in written form using correct grammar
and spelling,. A deficit in either
organization or writing skills
contributes to misunderstanding that
works counter to the needs of the client.

Although students frequently express
dislike for writing assignments (e.g.,
research papers), the students enrolled
in this class appeared to have a positive
attitude toward the written work required
in the course. This positive attitude
could be explained in various ways.
First, it is possible that students were
more receptive to writing assignments
after they learned about the record keep
ing responsibilities inherent in human
service work. Second, the writing .Eo c u s
of the course may have sensitized stu
dents to the practical need for basic
organizational and writing skills. As a
result, students apparently saw the
writing assignments as relevant to future
employment in the human service field.

Record keeping will continue to be a
major job responsibility for hum&n ser
vice professionals (Fraser & Clowers,
1978; Rubin & Eme n e r , 1979; Zadny &
James, 1977). It is important that indi
viduals employed in the field possess the
report writing ski 11 s needed to
efficiently and effectively process the
paperwork that will be required in their
work. As a result, human service
educators must recognize that training in
report writing is a valuable experience
for their students (Boltruck et a1.,
1980; Nish, 1979). The practical
significance of this training would
become apparent as students apply for
their first jobs and discover that
report writing is a marketable skill.
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TBEPROGRAM
The degree program is designed to prepare clinical
administrative specialists to assume leadership and
administrative positions in the diverse settings in
which mental health/human services are offered. The
program will provide individuals with the opportunity
to develop the requisite knowledge and skills to
assume more responsibility for the provision of high
quality care and to effectively administer the smaller,
community-based mental health/human service agen
cy or for middle-level administrative positions in the
larger, more complex mental health/human service
organization.

PROGRAM GOALS
• Provide greater breadth and depth in clinical
knowledge and skills
• Prepare mental health clinicians to assume admin
istrative roles in community-based mental health/
human service agencies or in larger, more complex
human service organizations
• Prepare mental health/human service administra
tors who can assume the role of supervisor, trainer
and/or consultant
• Prepare a mental health clinical-administrator with
the ability to understand the interrelationship be
tween human services and the social, economic and
political climate
• Prepare mental health clinical-administrators to be
knowledgeable in legal and ethical professional issues
• Enable graduates to be consumers of research

Graduate Study

CLINICAL-
ADMINISTRATIVE
SPECIALIST
in Mental Health and
Human services
Department of Mental Health and Human Services

~ Georgia State University. Atlanta

DEGREE REQUIREMENTS
For the Master of Science Degree, Clinical-Administra
tive Specialist, the student must complete 70 hours of
graduate coursework as indicated below.

Administration (25): These courses are designed to
provide the theoretical knowledge and tools needed to
assume leadership positions in smaller, community
based and larger, more complex mental health/human
service agencies. The courses are designed to prepare
students to develop and evaluate delivery systems; to
review and set policy; to hire and supervise staff; to
develop and monitor budgets; and to provide effective
leadership in all aspects of the administration and
management of public-sector agencies.

Clinical (23): These courses are designed to in
crease the clinical expertise of the students through
advanced courses in theory and skills. Attention will
be given to both individual and group approaches to
treatment strategies. Students will be expected to
develop a level of competence that would allow for the
provision ofdirect intervention, as well as the abilityto
supervise, train and consult with other service pro
viders.

Internship/Practicum (15): The practicum is de
signed to provide an opportunity to teach, supervise or
consult under the direct supervision of a faculty
member. Internships will be in mental health/human
service agencies. The internship is designed for the
student to work in collaboration with, and under the
direct supervision of, an agency administrator.

Research (7): Designed to provide the student with
the knowledge necessaryto be a consumer ofresearch.

ADMISSION REQUIREMENTS
• Satisfactory performance on the Graduate Record
Examination
• Baccalaureate degree in an applied field of social
sciences (or baccalaureate degree and relevant work
and/or volunteer experience)
• Three letters of recommendation
• Statement of purpose

FOR MORE INFORMATION
Department of Mental Health and Human Services
conege of Health Sciences
Georgia State University
University Plaza
Atlanta, Georgia 30303-3083
404/658-3039
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ABSTRACT: Funding for human services is being cut and/or not
keeping up with increased demand for services and rising costs.
The eff~ctiveness of volunteers in the human services has been
more than adequately demonstrated. This paper will present a
model of volunteer usage and the special role of the volunteer
coordinator in the implementation of this model.

At a time when funding for human
services is being cut and/or is not
keeping up wI t h increased demand for
services and rising costs, an effective
volunteer program may supplement existing
programs (Nicoletti and Flater-Benz,
1974). Volunteers are individuals who
give "free" time, usually serve for a
time-limited period, and usually live in
and have knowledge of the community in
which they volunteer.

Emphasis must be placed on using
volunteers to enrich existing programs
and the lives of the clients served.
Volunteers are not used, or should not be
used, to replace paid personnel. Both
can be appropriately used to provide a
fuller array of services than either can
separately. Designing and implementing a
good volunteer program will take time and
money (Haeuser & Schwartz, 1980; HcClam
s Spicuzza, 1983).

Siegel (1973) through a ' t h o r o u g h
literature review, concluded that the
effectiveness of volunteers in human
services has been more than adequately
demonstrated. Volunteers provide many
services that paid staff find they do not
have time for (Nicoletti & Flater-Benz,
1974). Riley (1981) reports that approx
imately ten percent of staff positions in
community mental health centers are
volunteers.

The f u t u rep 0 ten t i a I for
volunteerism is still unknown. The con
tribution made by volunteers to human
service organizations will continue to
grow. This can be seen in the amount of
literature that has been published in the
last decade and the current emphasis of
the federal government to move back to
the community for the provision of direct
services as well as other resources to
support those services.

The focus of this paper will be on
the role of the volunteer coordinator and
~pecial concerns related to working with
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volunteers. A model for conceptualizing
and effectively utilizing volunteers will
be presented. This model will include a
discussion of the recruitmerrt and selec
tion process, orientation, training,
supervision, evaluation, job satisfaction
and rewards.

VOLUNTEER COORDINATOR

The volunteer coordinator is the
individual assigned the responsibility
.for the overall development, implementa
tion and evaluation of the volunteer
program. In some organizations one indi
vidual will be assigned this
responsibility as their total job
function, in other organizations an indi
vidual will assume this role in addition
to other responsibilities or duties.
Sometimes part of the responsibility will
be shared or delegated to a variety of
staff members. The size of the organiza
tion and the extent to which volunteers
are used will determine the importance
placed on this role function.

Briggs (1982) suggested that it is
necessary for the vo I unteer coordinator
to be sensitive and to have the
diagnostic ability to be flexible and to
be a continual learner. Baeuser and
Schwartz (1980) state that the volunteer
coordinator should have counseling,
management and public relation skills and
be able to educate volunteers, staff,
board, clients, and the community.

THE VOLUNTEER PROGRAM

The first step in the effective use
of volunteers is defining the roles and
functions to be per{ormed by the volun
teers. Operational job descriptions
should be written which reflect what is
expected by the organization and the
opportunities that are available to the
volunteer (Briggs, 1982; Scheier, 1980).



In an effort to make the fullest use of
vo~unteers for the benefit of clients and
the agency, all types of work necessary
for the effective functioning of the
agency must be considered (Scheier,
1980). These could be presented in the
form of lists which suggest possible ways
of making a contribution (i.e. individ
ual, group, regular schedule, occasional
on-call basis, direct client service,
staff assistance, e t c , },

The volunteer coordinator must be
sensitive to potential resistance on the
part of the staff and professionals. The
volunteer might be seen as representing
cheap labor that will eventually replace
funded positions (Haeuser and Schwartz,
1980). By including staff members in the
early planning siages of the volunteer
pr 0 g ram the pot e n t i a 1 for res i s tan c e
night be reduced and the suggestions made
from the various units of the agency
involved will probably strenghten the
volunteer program. As part of the
agency's continuing education emphasis or
professional inservice training, work
shops on working with the volunteer might
be offered (Haeuser & Sc hwa r t z , 1980).

The second step is the actual re
cruitment. The individual responsible
for recruitment will need to be creative.
Some of the recruitment efforts, if not
most, can be done with no expense to the
agency. Recruitment efforts range from
word of mouth to public announcements on
television, radio and in the newspaper.
The methods used will depend on the
amount of time available to the individ
ual responsible for recruitment, the
number of volunteers that can effectively
be integrated an~ supervised by the
agency and local resources that already
exist in the community for this purpose.

The third step is the completion of
an application by the potential volunteer
along with letters of recommendation
(Hendrick, 1979). The application should
be fairly detailed and include past
experience, personal information, reasons
for volunteering, skills that the volun
teer is offering, and their expectations
of the program (Hjorten, 1982). 1:Ihen
designing the application form to be used
by the volunteer, the agency might decide
to use the same application form used by
paid employees if the range of job
functions for the volunteers is similar,
or they might want to design a special
application that is consistent with the
job functions identified and described in
the aforementioned first step.

During the interview the volunteer
coordinator should discuss with the
potential volunteer the list of possible
jobs available in an attempt to match the
desires, qualities, talents and expecta
tion of the volunteer with the needs of
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the program (Hendrick, 1979). The volun
teer's time commitment should be reviewed
in light of the demands of the specific
jobs that are made available for volun
teers, and the potential volunteer is
told that the agency is looking for a
specific ti~e commitment that is
renegotiable to meet the needs of both
the agency and the volunteer (Driggs,
1982). The volunteer coordinator should
be influenced by many of the same consid
erations involved in choosing a paid
staff member (Hendrick, 1979) as the
volunteer wI 'l I represent the agency and
the clients' needs remain unchanged.

After the volunteer's h Lr Lri g , the
fourth step is orientation to the agency,
meeting the supervisor, receiving
instruction regarding their job functions
and responsibilities. Some of the areas
that might be covered include the issue
of confidentiality, organizational goals
and structure, and background information
on the types of clients being served and
the types of servic~s that are available
to the clients. The agency might develop
materials in the form of pamphlets,
brochures and readings explaining
s o me t h t n g . about the- population being
served and the interventions b e t n g used
(Hjorten, 1982).

The extent of supervision and
training needed by a volunteer will
depend on the kind of work they are doing
and the supervision available. Individ
uals who volunteer their services for the
kind of work that requires limited
contact w I t h clients or the public (Le.
typing, building maintenance, driving a
bus, etc.) will require less training and
direct supervision. Other volunteers
will be interested in providing direct
client services and will typically
require more training and supervision.
This will be infl~enced in part by the
level of professional training and
experience the volunteers bring with
them. Volunteers working directly wi t h
clients are usually best supervised by
the paid staff member who is responsible
for the clients being served by the
volunteer (Hedrick, 1979). In a small
organization this might be handled by the
volunteer coordinator or the clinical
director of the agency.

The majority of the training can be
provided by the supervisor and other
qualified staff members as on-the-job
training (Hedrick, 1979; NcClam &
Spicuzza, 1983). In some organizations
it may work for volunteers to meet once a
month to discuss problems and act as a
support group (Bishop, 1979).

Briggs (1982) suggests that
additional training for the volunteers
can result by en~ouraging them to take
courses related to work they are doing.
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In addition, volunteers might be included
in staff retreats, staffings, inservice
training programs. Besides increasing
the volunteers' effectiveness to the
agency, it wo u Ld also serve to increase
the feelings of closeness and commitment
to the agency.

At regular predetermined intervals
the supervisor should provide the volun
teer with feedback in the form of a
formal evaluation (Briggs, 1982;
Hedrick, 1979). This is the fifth step
in the volunteer process. This would
provide an opportunity to counsel, reward
a job well done, obtain feedback on how
the program is working, and change the
form or style of the volunteer's service
to the agency. The evaluation process
should be tied to the operational defini
tion of the job that the volunteer was
hired to perform. Prior to the evalua
tion, the supervisor should request input
from others who might be familiar with
the work the volunteer is doing.

In addition to the formal evalua
tions that occur on a regularly scheduled
basis, it is important that the
supervisor maintain an open-door policy
to handle problems as they arise and to
be receptive to suggestions from volun
teers and other staff for improving the
program (Scheier, 1980). Follo\~up

evaluations can provide important
relevant f e e d b a c k to the agency.
Followup evaluations should be a regular
and integral part of the overall
volunteer program.

SPECIAL CONSIDERATIONS

Job satisfaction is a very important
part of keeping good volunteers. Briggs
(1982) designed a study which looked at
those items which were most satisfying
and important to volunteers and how this
differs from paid employees. Areas of
g rea t est i mp 0 r tan c e for vol un tee r s we r e
the a P jJ art u nit y to do s'o met h i n g t hat
makes a person feel good about
themsel v e s , the opportunity to accomplish
souething worthwhile, friendliness of the
staff, respect for and from the staff,
and the opportunity to do the things one
does best. Briggs' ·study suggests that
staff members who will be working with
volunteers should be educated to the
needs and motivating factos of the volun
teers with whom they work.

Reward is a very important part of
having a good volunteer system (Hjorten,
1982). Public recognition in the form of
banquets, letters of appreciation from
high officials, news coverage mentioning
the names of those making special contri
bution are always appreciated. Volun
teers consider the praise of their direct
supervisor to be important. Being

considered part of the team is also very
rewarding. (Hedrick, 1979). But the
greatest reward probably comes from the
sense of having made a contribution.

Suggestions made by the volunteer
may be a source of anger to the regular
paid staff. Very often because the
volunteer's background is different from
that of the staff they see things in a
completely different light. Their
suggestions should be dealt with openly
and honestly wI t h a willingness to look
and see what is truely beneficial for the
clients being served. Sometimes this
will provide the agency with insight into
a problem area they mayor may not be
aware of. It may also provide an oppor
tunity to train/educate the volunteer in
what experience has shown to be best for
the client.

Record keeping is another important
aspect when using volunteers to
supplement existing services. Careful
record keeping should be done by the
agency on the methods used, effectiveness
of the services provided, the number of
hours of volunteer time contributed, and
the additional benefits derived by the
clients and the community (Hedrick,
1979). The report should include com
ments made by the clients either gained
through formal or informal means.

Volunteers should be asked to write
monthly reports of their work. These
records will reflect the types of work
done best by each volunteer, the training
received, the supervision that was made
available, and volunteers' evaluation of
the effectiveness of each. These records
will help to justify current expenditures
and establish need for future budget
requests. Vlhen appropriate, every effort
should be made to link client improvement
to the use of ·volunteers.

CONCLUSION

A comprehensive volunteer program
such as the one outlined in this paper
wo u Ld require time and money. It would
also bring many resources into the ser
vice'system and contribute to educating
the public about the work being done. It
is believed that the benefits to the
agency, staff, clients, and volunteers
would far outweigh any of the costs.
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