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INTRODUCTION

A group of eleven second year social work students of the University

" of Manitoba, School of Secisl Work, after camf@rﬁiﬁg with their research

advisor and members of the staff of the Family Bureau of Greater Winnipeg,

decided to conduct a study on the telephone intake sctivity of the intake
workers of this agemcga This paper deals with a report of this study and
includes the purp@s@. method used, snalysis of the findings, and the con=

clusions that were nade.

?réblemkaﬁé Pgrp@se ;

@he problem which was studied centered arcund the intake activity
of inteke workers of the Family Eﬁf@&ﬁ of Greater Winnipeg. The aspecific
question to which ait@nti@m was dirscted was whether or not the social
wmrk@rﬁ' telephone in@ak@ activity which resulied in "No Made Cases” sug-
gested the need for a Community Informetion Center in Winmipeg. The spec~
ific focus of the study was the "No Made Cases" of all telephone intake.
calls between the October 23, 1967 to December 16, 1967 time period,

%hi$ is of particular importance to the Family er@&u vecause of
this sgency’s concern sbout erhancing the effectivensss of thelr intake
workers in providing better services to their clients. It is also impor-
%aﬁt to the agency in that the study might previde information which could
be a@@fﬁlbwith respect to prsgr&m ylaﬁaimg, ?éli@y formulations concerning

the ﬁ@@léym@nt of agency's resources, apd interpretation to the publiec
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¢hat uses and supports its services. The Director of the agency expressed
the opinion that the image of the Family Buresu in the Community is not
clear, and that it is providing an information and referral service which
approximates that of a Community Iaformation Center.

It is of concern to this é@@ﬁcy because it reflects a lack of commun-
ity understanding and knowledge not only of the Femily Bureau's functions
put alse of other community resources. itfi@ of concern, also, beciuse it
'réfiaéts the bewilderment of individuels er families experiencing péf&@mal
or social problems, and their confusion as to where they should direct
their problems, Of concern to this group slso is the lack of research and
literature in this perticular area. This study will hopefully provide
long term gains for the group in terms of schieving 2 better understanding
éf th@’theoretical aspects of the intake process, problems encountered in
this area,‘and their implications for social work practice. |

This séuéy way, therefore, serve thearetﬁ@&l as well as pr&cti@ai
purposes. In terms of thé agéncy it may provide some clues as to realistic
ch&ngeskth&t may‘b@ necensary in its intake éep&rtmeﬂé or stimulate further
thinking in this ar&é@’ It may also indicate the ue@&‘faf aﬁéitimaallﬁaka
vice agencies ig the community or gréater c@wﬁfﬁiﬁ&ﬁi@ﬁ ®f existimg‘@méga
This study msy atimél&t@ aimiiér or ﬂiffer&ai studies ih other agencies.
For th@rgr@ug invgivaa in this study, it wes é learning ex@érienea through

which greater knowledge of this specific area of this agency was achieved.

Setting

The physicsl setting for this study was the Family Bureau of Greater
Yinnipeg, Intake Department. The totsl time which was required for the

conduct of the study extended over a five month peried. This included the
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pime spent on initiel contacts and conferences with the agency's persennel,
and for the devising of the guestionnsire, The period fer data collection
was October 23, 1967 to December 16, 1967, This included the time alloted
for the pre-test of the questionnaire which was conducted from October 23,
1967 to November 3, 1967, The analysis of the findings wes effected be-
§w@@n the December 16, 1967 to April 1, 1968 time period.

Thiﬁ study focused more narrowly on a g%léct@é aspect of the broader
problem of gémeral intake procedures or practices of the Family Buresu of
Gr@a%@r Winﬂip@gs The theoretical context is the nature of the intake
process and the role and r@span&ibiiity mf’thé goeial workers in this ares

of Family Bureau's funetion. .

Scove and Limitations

The extent of the topic imcluded an anaslyeis of all initial telephone
contacts made to the intake depariment during October 2%, 1967 to December
16, 1967 which r@ault@@ in QN@ HMade Cases®, B

The study was applicable to callers to the inteke department who re-
@ueg%@ﬁ information with respect ﬁ@ self or others, and also included re-
ferra@s by other soecial welfare agencies, or other gréfe&&i@mal diseiplines.

The analysis did not extend to the following areas: requests per-
taini@g to employment with the Family Bursau or calls handled by the recep-
tionisty intake activity’imiti&ted by correspondence or walk-ing"™; and teo
“Made Cases” during the gtﬂﬁ? period. These activities wers recorded and were
ugéﬁ to cemparé gquantitatively th@ "No Made Cases” and "Made Cases" during
this period. Because of these omissions in the analysis, the apglicééility
‘ @frthe findings would be limited. The entire study must, thar@f@r@, be

viewed in terms of the limited time period and the Tact that only one aspect
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of the intake process in ¢nly one agency was studied., These will limit

the universality of the findings.

| Mo specific hypothesis was formulated but attention was primerily
focused on an é#pl@réﬁi@a %4 %ﬁé following questions:
1) Is there a need for a Community Information Center in %i@@i@ég?
2) What is the image or c@mceﬁt of the Family Burcau's services as
- evidenced by the nature of reguests made at the intake depart-

ment?

%) 1s there a need f@@ tk@ intake workers of Family ﬁuy@&u %@ be
uged diffsrently? ,

The ratienale for the choice of this focus is related to two differ-
ent but inter<related aveas of concern -~ those rélateé to the agency and
those related to clients or eamllers needing services.

The agency believes that there iz a large number of requests for
information and referral services which could be more ay@?@§ri&t@ly gf-

fected by a Community Informstion Center. At the present time professional
workers are @ag&g&d’im p?@viding’aé@h services at intake, The &g@ﬂcy be-
lisves ﬁha@ professional workers could be more effectively &%ilia@ﬁyiﬁ
yr@viéiﬁg’a@cégsary gervices in m@raycmmylex problem-solving arsas. The
Lime &y@mt at intake in sorting out calls for appropriate service and inm
p?évi&ing information and referral services could be ubtilized more @fficw
i@n*ly if a Gﬁ%muniiy Igfﬁr%ati@n Center was available. Tﬁ& &g@@cy would
11&& 124 impr@v@ the qu@llty or stendard of service al intske, to &@yi&&%@
its present policy with respect to deployment of staff at intake, =nd to
_aéaﬁ%& the present deployment of agencies' resouwrces. Such a study, ém@

the questions explored, might provide some information which will hopefully
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assist in program plawming and pelicy decisions with,rasp&a% to its intake |
department;

In regard to callers requesting services, there i3 a concern Tor

those imdividualﬁ in need of service who do not have the knowledge of com-

munity resources to which they could more apypropriately direct their re=
quests. The comcern, in part; is for those individuals who asnop around”

for services and are not able to receive them in time of need. It is

- believed that this study might indicate how many veople fall into this

cat@gory‘and wvhether a Community Information Center might have been ine
a%fumentél in providing a more adequate information and rafé&r&l service
to such peoples ' | ' , é

Tifaugheut this study there were several terms &mdAswﬁé@@ﬁﬁ which |
were useds These require further explanation so that they could be more

clearly understood in the context in which they occurred.

Definitions

1 Caller Any person who through telephone contact requested service from
any intake worker at the Family Buresu. For the purposes of this study, |

the term was extended to include requests for service initiated by core

respondence or by "walk-ins".

to the

2. Walk-ins This referred to persons who without appointments

intake department and requesisd services,

3s Intake Department This term referred to the part of the agency concerned
with the intake process. The intake process included those activities
dealing with the assessment of callers' requests and deciéiﬁ% the dispos=-

ition of these.

by No Made Cases This definition ineluded those situations where contacts
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gere initiated by telephone or correspondence which did not lead to an

erson interview between the caller or correspondent and the intake
worker. In terms of "walk-ins" the term referred to théaé vituations
where contact was initiated by ”walk%iﬂs” but which did nobt lead to subse-

' quent in-person interview. The definition of the term "No Made Cases", ag.
used in this context, encompassed the definition of the concept of short- |
term contacts whieh will be alluded to in this paper.

Viade Cases Those conteacts initiated by telephone, correspondence, or Fyglke
sne’ which resulted in an in-psrson iolerview and subs sequent gontacts be-
tween the worker and caller, correspondent or Ywalk-insg"

Copmunity Information Center A community resource estsblished to provide

information, advice, and referral services to citizens with regard to social
wolfare resources in the community.

Spcial Work Agenecy Any formal orgenization where professional social work

service is provided. Such service may be sither primary or secondary b
that agengy.

Caseworker's Aectivity This ineludes phone calls, letters, conferences.

These may be to or from the elient, other agencies, with other professional
disciplines or activities within the agency to determine the disposition of

callers? regueslis.

For the purpose of this study the following assumptions were made:

1) It was assumed that all intake workers were equally knowledgeable
of the Family Bureau's function and of the social welfare resources
in the community.

2) That all intake workers possessed equal skills in waking judgements
with respect to the assessment ol the problems or reguests presented
and the intske service that was necessary.
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)

- -

That the study sample was representative of the total calls teo
the Family Bureau's intake department.

That on the basis of the sbove assumptions there was consistency
in the completing of the guestionnaires and that the data and
method of collecting them were valid and reliable.




BACKGROUND INFORMATION

In order to place in their broader context the gpecific questions to
which this study was directed, a review of the literature with respect to
intake theory will be pr@Senteﬁ¢ This will encompass a review of some of
the literature on related studies and those ideas concerning the need for
s Community Information Center. Although some of the studies conducted by
other agenclies are not specifically related to telephone intake, there avre
some common elements in theae studies which may throw some light to the
focus of this gtﬁdy»

. Frances H. Scherz expressed the idea that intake is one of the mea-
sures of the pulse of s community, a measure of social needs, met and unmet,
E:¥ -] %hey are made known to all the existing &g@mciesgﬁ' Because of this sitwa-
tion social &gencieg are constantly comcerned with examiﬁiag'%he flow of in-
tak@ﬁ 80 that over-all planning for social needs may be effected through
@entxalypléﬁmimg b@ﬁi@gsg

. Intake is conceived as a process in which the skill of a cageworkey
is utilized in an attempt to understand and to meet individual and family
needs thr&ugh_th@.m@dium of a relationship. Such a process reguﬁrég that
the caseworker @@s&@a& a body of knowledge about his community, his agency

and about human beh&vi&ur.ﬁ

1Framces H. Schersz, "Intake: Concepi and Process," Social Casework,
Volume XXXIII No. 16 (June, 1952), p. 233,

2

Ibid.

~ J1vid.
=R a @
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The purpose of the intake process is the achievement of an under-

standing between the client and the cageworker which mey result in a com-
pleted service, in supplying informstion about another resource, in refer-
ral to another resource in the community, in a decision %o continue ex-
ploration, or casework treatment in the agency, or in a combination of

theze.

The way in which a potential client is met initially and the manner

in which the agency responds to his reguest, his problems, his needs, or

to a combination of these depend on the agency's yhilosophy of imtake@%

Some &genciéé focus on the presenting request and éeterminevwhether or not

the person can be served by the sgency within its defined function. For

other agencies the important factor is the specific problem as seen in the

request and its attendant ramifications, and on this basis & deciszion is

made as to whether or not the problem is within their scope of service.

Other agencies strive to achieve an understanding of the persoen and his
need regardless of the specific problems or request or whether or not they |

have a yafticu&ar resource or certain skills to meet the need.

These agencies accept the concept that the primery focus of intake
should be on the person, his family and their needs. The functioms of the
agency become a consideration only after determination of néed and where
it can best be met. A specific decision is based, therefore, on the psycho-
social understanding of a need, on the function @f'thefégéﬁ§y9 and on the

5 i

availability of resources in the agency and community.

There is a need to be elear, in any setting, th&é until both the

%Ibié.g pe 234

S1bid.
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caseworker and client understand thé basis for the reguest and whether the
need and request are the same or different, there can be no valid decision
to grant, deny, or refer elsewhere for services. Ixploration at intake,
based on this concept, indicates respect for the client's ability to par-
' ticipate and to understand his part im the intake process. The caseworker
respects the client's rights to self-determination. He must be cognizent
of the fa@t;that only through mutyal sharing of facﬁu&l‘kﬂawi@ﬂg@ is the
client able to choose what is best for himself.

. Thias concept of intake suggests that agencies have &‘reapanaibiliﬁy
for first exploring need; that differentiation im meeting needs follows
according to the agency's place in the community, its functions, its ser-

vices both concrete and in the skill of its casework staff, and according

© to community rescurces. The intake process, according to this concept, has

- two immediate purposes - understanding of need and det@rminétian of how and
where the need can best be met. Beyond these two purposes the intake pro-
cess is concerned with further exploration in those cases that continue in
the agency leading to a treatment planeé

Emphasis is given to the initial phase of the intake process because
often e&aé& are made or lost during this period. The client may not ré%
turn, referral elsewhere may be poorly handled, or further exploration may
go off on an unwise tangent unless sufficient consideration is given to the
@arlieai contacts.’

The intake process has a purpose, a methodology, and a definable con-

tent of its own. It has an immediate purpose related to a quick appraisal

6Ibidag o 23}55

"1pid.,
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of where and how a person's needs, soclal and psychological can best be mat
whether in the agency to which he applied or elsewhere in the Community.
Appraisal of requests or application for service includes a decigion as to
whether or not a person ér family can or should use help from a specific
agency. Its long range purpose is related to the process of psycho-social
diagnosis and evaluation leading to planned casework treatment in specific
casework agency settings, or to treatment by other disciplines. Purpose
and methodology are affected by the philosophy of the individual agency, its
concevnt of its functions, and the place of the agency in the total plan of '
community organization for sceisl w@if&ré,

The objective of telephone intake is no different from that of intake
iﬁ general, though it is limited to some extent by the cirounstances of
ﬁ@léph@mingsg The obj@etivé is fourfold., PFirst, the worker renders "first
aid" to people in crises and helps them to orient themselves more r@&&iﬁiiw
cally to their situation. Second, the worker determines which agencies in
the community are most suitable in terms of clients problems and his p@rw.
ception of them. Third, the worker secures encugh identifying information
~ to search the agency's file and to utilize the Social Service Exchange, and
enough history to provide the fiés@ i@wgarﬁ@n iniervi@we Fin&llyg intake
workers strive to support the wavering client's resclution to get help and
to cl&rify what he can reasonably expect to hﬁ?@@ﬁ iﬁ his contact with the
&gemcysg .

Catherine M. Bitterman expressed the opinion that teleéphome interviewing

8

, Herton 8. Krause, "predicting Client Discontinuance at Intake,” Secial
Casework, Volume XLIII No. 6, (June, 1962), p. 309.

gibiﬁ.
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reqairéﬁ special skills since the caseworker has to gaugs the client's
peelings and reactions without the benefit of direct observation. The in-
sake worker, of necessity, has to relate @mickiy to mwany different kinds of
gitustions and clients. This requires considerable personal flexibility as
"well as knowledge of agency's services and community re%@ureas#qﬁ The tele-
phone interview,at the point of application focuses the problem sufficiently
eor some clients to ensble them to see their problems in a different per
spective. This leads clients to work out the problems on their own. The
suthor noted that of those clients who had cancelled their spplications
without accepting an appointment 13.9% later re-spplied for gﬁrvie@wﬁﬁ

Helen Harris Perlman expressed the idea that at the intake level the
applicant does not only "feel” his problem to be a c?iaﬁﬁ but. 1%t sotually
is one., Periman noted her concern for the one of every three individuals
who is lost after the initial contact at intake., Although this situation
r@$u1§$ in sconcmic waste, = more serious concern is the loss of opportunity
to provide casework help at a tiwme when siresa and motivation are high
enough to push a person to reach out for helpuﬁg Perlman sees this sltue-
tion as a loss of opportunity to do preventive work,

In terms of crisis theory and ite imyliea@i@mé for soclial work prace
tice, Dr. James Tyhurst éﬁy@@@@@& the idea that the @@?@@m or family in
crisis becomes more susceptible te the influenceof "significant others" in

the environment. The degree of activity does not have to be highe A little

ﬁﬁCathé?iﬂ% M. Bitterman, "Serving Applicants Yhen There iz a W&iting
List," Soeis) Casework, Volume XXXIX Wo. 6, (June, 1958), pp. 359-360.

Mbide, p. 359.

"%e1en Harris Perlman, "Intake and Some Role Consideration,” Social
Casework, Volume XLI Neo. &, (April, 1960}, p. 171,
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nelp, retionally directed and purposefully focused at a strategic time, is
more effective than more extensive help given at a pericd of less emotional

13

a@c%ggibiliiy@‘ This is where social workers involved in telephone intake
activity could play a signifiecant role in enhancing S@coﬁéary prevention.

Apart from the fact that there are "No ﬁ&d@ Cases" that result from
obvious inappropriate requests, intake workers are faced with the problem
of sustaining for ongoing service those whose reguests are appropriate in
terms of the agency’'s funetion, Perlman sees the root of this problem in
the econfusion of roles between the individual sesking help and the intake
worker. For instance, if the caseworker conceives of intake as a "study”
or "exploratory process", and the applicant concelves of it as a help
getting experience, lack of understanding and difficulties in éammumieati@@

th
may resuli.

In her assessment of the intake process in the Community Service
Society, Divisigé of Family Services N.Y¥., Helen LaMar observed that only
58% to 60% of applicants who telephone could be given office appointments.
TQ those given office appointments only about 60% or 25% or the total ap-
plicants can be given extended study and service. The stafl of this agency
had to overcoms the desire to offer long term treatment of all cases. The
emphasis on continued serviece has been so strong that caseworkers someilmes
are inclined to think of short services as superficlal and éf dubious value.
To manage the total 10@& of appointments, Miss LaMar noted that intake pro-

¢

cedures must be geared to completing services in a single inmterview. This

4z sk . . . .
ﬁﬁ@war& Jo Parad, {ed), Crisis Intervention: Selected Readings,
(2ded., New York: Family Service Association of American, 1966), p. 30,

ﬁg?@fimgnv Ope Cite, Do 177




plan could be instrumental in easing the length of the walting list or in
1imiting it to extremely complex and serious cases. ’

Such plapning for short term televhene or office intake contacts
might be indicated for Family Bureau whose waiting lists are growing, and
the gaps between demands for service apd ability to meet them are widening.
This iz ome of the problems confronting this agency at the present time -
whether intake workers should be used differently. Mies LaMar belisves
‘that while there would be persons needing a continuing relationship with a
comeworker over a period of time, others could benafit from short-contact
services. Through such & differentiation it might be possible to cover
more casss apnd avoid the necessity of having intake telosed” or creating
long waiting Xiaﬁg»%6

In vrecent years the Famiiy Bureau of Greater Winnipep has been ex~
tremely concerned with the functioning of its intake departmwent, and in
snhancing the effectiveness of its intake workers. In Februery, 1960, a
“telephone intske study was conducted by the agency. Although the written
material on this study was limited, the findings iﬁﬁiaat@ﬁwé@rtaia trends
with respect to the agency's weiting lists and the smount of interpretation
work performed by intake workers on the telephone.

" Por instance in Februarvy, 1964, the findings indicated that 25% of
211 intake ealls wers given appointments. The remainder acoounted for o
high proportion of @}@&éiﬁg and interpretation by phone calls. Betwsen

Jenuary and December of 1065, 2%% cases were sllocated f@r ongoing

Helen LaMar, "The Xnﬁaka Process in a Growing Gamﬁuﬁi@ygﬂfﬁgg§%§
Casework, Volume XXXIV No. by (April, 1953), p. 170,

Brpid., pe 173
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counselling services., Of this total, 126 were allocated to a regular worker
during the same month im whiech intske was completed. Of the 107 cases vre-
maining, 64 were allocated within a month, 21 were allocated within 2 months,
10 within % months, 1 within 7 months, and 2 were not allocated during this
'ﬁime péfi@éaﬁ? These findings suggest the long period of waiting which con-
fronts individuals in need of services. It might be interesting to find out
how many actually drop out within the waiting period, and of these how many
in fact re-apply for services. It is difficult to determine whether some
of these cases could have received adequate service through short-term con-
tact as suggested by previous writers on this subject. These Tindings,
nonetheless, indicate the severity of the problem which confronts the Pamily
Bursauw as 1t contemplates deployment of staff at intake,

During the July - August 1966 period the Fawily Bureau of Greater
Winnipeg conducted a survey of telephone intske contact. What was evident
in the findings, according to the Assistant Dirsctor, was that 25% of the
requests actually resulted in "Made Cases'', while 75% were either referved
to other agencies or provided with information or short contact s&rvi@@s@?
The majority of these information and referral services could have been
handled appropriately by & Community Information Center if one was available.
in Winnipeg. The time expended in sorting out these calls and in making
referrals might have b@@m,d@vgt@a-ﬁé other cases on the waiting lists.

Dorothy Eklund, in her paper, Short Contact Services in an Information

‘and Referrnl Center, expressed the idea that the Minneapolis Community

ﬁ7T@leph®me Intake Study of Family Bureau of Greater Winnipeg,
February, 1964,

ﬁgT@l@phom@ Intake Survey of Family Bureau of Greater Winnipeg,
July - August, 1966.
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puformation Center grev out of the community and agengy plans to estsblish
_one place where people could get information about social resources, and
19

pe referred without being sent from one agency to the others The aunthor

noted that increasing experimentation is being conducted in the use of
gelephone service, Many things which were formerly considered possible
_ouly by the caseworkers on one side of the desk and the applicant on the

other, could in fact be dome effectively on %h@'t@l@ph@@@@ga

In other words, in relation to intake workers, it does create pos-
sibilities for intake workers to be used differently. ~This would perhaps
reduce the need for office interviews and eonsequently avold overloading
of waiting lists. In this way, many crisis situstions could be handled on
the telephone especially when such individuals are in a state of greater
smotional accessibility.

In recent years c¢onsiderable attention has besn given to a consider-
ation of the desirability and feasability of a Community Information Center

in urban commmities. Such a center would be patterned along similar lines

nesd for a Gigiaeas’ Adviee Bureau for the following reasons: 1) to
advise the general public how best to use vast new welfare services, 2) to
explain the warxiﬁgﬂ of publie authority to the citizens, 3) to help pro-
test @h@ eitizen apguinst & public &athmxi%y-wh@n the latter through error
or ignorance is acting wrongly, and &) to make the world appesr to many

. . ; . . .24
ecitizens in distress to contain some element of reason and friendship.

ﬁgﬁar@@hy Eklund, "Short Contact Services in an Inf@rm@timm and
Referral Center," Social Casework, Volume XXXII no. 10, (December,. 1951),
b
e ‘%j}% »

yggibiﬁeg peo 4355s
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The Citizens' Advice Bureau has evolved from an emergency general
gervice in time of crisis to an "every man's advisor" in normal times as
protester of the rights of citizens. In relation to social work, Miss
Audrey Harvey, critic and writer om spcial welfsre issues in Engalnd, be-
‘ZiQV@ﬁ that the Citizens' Advice Bureau acts as & siphon through which the
majority of social problems pass. Thus the time and ?%@ﬁﬁ?&ﬁ% 6f the family
agencies are saved. They are then able to provide more intensive long-term
care for the minority who need it mo&tagg

In Canads, Comwunity Information and Referral Centers have been incor-
porated into the system of Sogial Welfare Services in large cities. Such
services already exist in Momtreal, Toronto, Vancouver, Calgary and Edmonton.
Although they are not structured to provide counselling services, these
centers provide basic information éﬁd referral services. Reports from these

]

sities indicate that such s service is essential in large urban centars.

 The Community Welfare Planning Council of Greater Winnipeg has studied

the need for a Community Information and Referral Center in Winnipeg. Al=
though no official preposals bave been nade, the following tentative cone
clusions were indicuted: 1) There is a need for additional information and
reforral service, 2) On-going publicity and information giving would be an
appropriate service to be linked with an organization such as the United
Way of Greater Winnipeg, 3) Neighbourhoed Centers providing information,
counselling, snd referral services would appear to be desirable for those

e . . . ) JEST p]
sections of the ciiy whose citizens do not make use of existing PHSOUrCes.

Zﬁﬁildred Zuker, "Citizens' Advice Bureau: The British Way,“ ”Qcial
%ﬁrh‘ Yolume 10 Ho. L;‘g (QQ%@&@?, ?965}, Da %t« )

22rpide, pe 87.

gﬁCmmmﬁnity Welfare Planning Couneil, "Inter-igency Correspondencel
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John Frings in his article, What About Brief Services? - A Report of

2 Study of Bhort-Term Cases, indicated that the enmphagis oo shori-term

cases does not mean ignoring @& underestimeting the real need in the com-
munity for lemg lerm counselling. It’éeeg mean botar fuller recognition of

‘ the needs of a substantisl group of clients for whom extended service is i
not indicated, and also equal status in programming and training for the !
services and skills nscessary to meet these needs. The findings of the E

study indicated that the community saw. the famlly agency as the place to °

necessarily with the belief that the agencles can supply the service nor

that the service requested is the one wanted or needed by the client.>

|
turn to for almost every kind of soclal service. Requests are nade not
The family agency, in addition to its extended counselling function,

bas assumed a responsibility for a difficult screening and enabling task

simply thr@agﬁ‘th% traﬁiﬁi@a&i use the community mekes of itaaé The Family
~ Bureau of Greater Wiﬁ@iy@g hag been experisncing a similar situation over
the years, bui now ﬁﬁli@vea that some changes are necessery because of its
desire to emhance its inmtake functions and gquality of service to clients.
The findings of the study on short-tarm csses inﬁi@ateé that asmong
- re=gpplicants, self-referred re-applicants were more often referred to other
rescurces than agency-referred re-applicanta. It wes indicabed, also, that
. there appeared to be little difference betwsen ﬁh% cases seen in person and

27

those not seen in person,

gaibié¢

QgJﬁhﬁ Frings, "hat About Brief Services? - A Report of A Study of
Short-Term Cases," Social Casework, Velume XXXIT No. 6, (19%1), p. 233,

26

Ibid.
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5TUDY METHOD

For the purpeses of this study the primery source of data was the
questionnaives which were completed by the intake workers of the Fanmlily
Puresw of Greaster Wimnipeg. The workers' telephone intervisw with callers
was the medium through which informastion was obtained for the completion
of the %u@@ti@&nairﬁ%. The population was the "Ne Made Cases" of the
sEency - The sample used in this study was the "No Made Cases" of the
Intake Department of Family Bureau during the October 23, 1967 te ﬁ@@@&%@g
16, 1967 period. Since the study focused more parrowly on the "Ho Made
Cages! which resulted from the social workerat t@l@?ﬁ@ﬁ@kiaﬁaxa activity,
the intake contscts initiated by correspondence or Yualkeins" and those
related to é%yl@y%@ﬁt within the agency were excluded in the analysis.

In the pre-test there were 90 completed questionnaires. 0f these, 10
w&yﬁ,égcluﬁﬁﬁé Those included 3 employment requests, 7 letter, 5 "wall-
ins', ﬁ@é 1 miscellsnecus. ~In the regular test there were 219 completed

guestionnaires. Of these, 15 were excluded from the apalysis. These con-

5

sisted of 2 employment requests, D letters, 6 fyalk-ins", and 2 for mis-

" cellansous resgons. The sample that was anslysed consisted of 28 completed
questionnaires. Thess were made up of 80 pre-test and 204% regulsr test
completed questionnaires. This wethod was ubilized so tha% the naalysis
would be limited to the telephone intake activibty which resulted inm "o
Made Cases" during the study periods

The time psriod for this sample wes dstermined by three factors:

-¥ -
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1) The academic schedule of the University of Manitoba, School of
Sociel Work, did not allow for other alternab1V@@ with respect
4o the time period for the study. E

2) In the week preceeding Christmes, the agency expressed the opin-
ien that many requests for services would be influenced by this
time of the year. The time period for the sample choice was, of
necessity, curtailed by this development. The avoidance of this
situation probably accounted for a move f@pf@&@ntatlve sanple of
requests for service.

%) The group's decision to focus on telephone intake activity whiech
resulted in "No Made Cases" was considered adequate to provide
information for the three basic questions explored in this study.

The fact that the sample excluded office intake interviews, made cases,
and was limited to one ageney, certainly created limitations with respect to
the degree of generalizations that could be made from the findings. Incliuded
among such limitations was the fact that calls handled by the receptionist
during the October 23, 1967 to December 16, 1967 period were not included in
the analysis. These calls amounted to 156, The "Made Cases" were 106 of which
b were initiamted by telephone, 29 by "walk-ins” and 3 by letter contacts.

The original guestionnaire was devised by a group of eleven second
year social work students and was pre-tested by the intake workers of Pamily
Bureau during the October 23, 1967 to November 2, 1967 period. No written
instructions were provided for intake workers during the pre-test of the
questionnaire. Verbal imstructions were provided to the Assistant Director
of the agency who, in turn, explained these to the workers.

Following the pre~test, the research group reviewed the ninety pre-
test questionnaires which were completed. During the scrutiny of the con-
tent it was observed that, in addition to the confusing physical structuring
of the guestionnaire itself, there were two gquestions which were ambiguous.

These were revised and the physical structuring of the questionnaire was re=

organized to produce a elearer ordering of the questions and appropriate
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spaces for the vresponses.

For the purpose of this study, data collection was made during the
October 2%, 1967 to December 16, 1967 time period. This}%m@lmde& the time
peéé@ﬂ for the pre-test. w

The study explored three basic questions. These were related to the
need for a Community Information Center, to whethsr intaké workers should be
used differently, and also to the image of the Family Bureau in the community.

Specific questions were designed to obtain information with respect
to answering some of these guestions. For instance, question #3 (see
Appendix 11) c..... Has caller contacted other agencies regarding this
problem or request? The possible responses anticipated on the question-
naire were Yes, No, and Don't Know., Positive responses might indicate the
degree of callers "shopping" around for services, and at the same time pos-
sibly indicate a need for a Community Information Center to help callers
direct their requests for services more appropriately.

Question #4 (see Appendix ii) was designed to provide information
about the nature of callers' requests. The responses may bevrelat@d to
information about the agency, or about community resources, or immediate
help with the problem. These responses might provide some idea about the
image of the Family Bureau in the community.

Question #7 (Appendix 11) csoe0o Reason for Termination eccece. ine-
tended to provide information about "No Made Cases'. This wight provide
%@ﬁ@ ideas sbout possibilities for ageney plaunning for séfvi@@ag and
policy changes with respect to limitations of existing services and utili-
zation of staff.

Question #8 (Appendix 4i) s.s... Was caller referred elsewhere? The

|
j
i
|
z
!
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pesponses might provide information with respect to the anount of refarral

service actually provided at intake. This wight indicate the need for a
Community Information Center which would be able to provide such referral
service. The wvolume of such service might suggest the nsed for nons
@f@f@ﬁ@i@ﬂ&l ag@%@y‘%rﬁin@& workers who might be able to provide such
services at inﬁake’rﬁﬁh@r than using professional workers .

Initially, during the pericd of data cgllaatiﬁﬁ, it was noted that
the research group arranged @mﬁfér@ngﬁg with the Assistant Director of
Fanily Ea?@aa and outlined ?@?h&ily to himyﬁpacifi@ iﬁ%ﬁfﬁéti@ﬁ% for ine
take workers in@mlv%ﬁ in §illi§g’im ﬁhe qu@&ﬁi@@ﬁﬁifﬁﬁa To ensure gr%&t@r
standardization im the gatherimg 9f data, éhé group, during the regulay
test, provided intake workers witb speciTic iﬁgﬁ§mm§§@mgﬁim writimg
{Appendix ﬁii)s ?hig,w?it@% believes that, following the pr@Qtﬁst ?éfi%ﬁ,
group meatings with the intake workers would have been helpful in clari-
fying some of the problems related to certain ambiguous guestions. The
instructions themselves were not very clear nor complete, Time and
agency's commitment did not make such group meetings possible.

41lthough the pre-test guestionnalres wers ysed in the tabulation of
date, thers were certain spesific questions in specific questionnaires
which were omitted. This was due to awbiguities in the wording of the
guestions and internal inconsistency in some of the responses to specific
gquestions. For instance, in the pre-test, guestion #b (see Appendix 1)
sessss I8 problem within function of Pamily Buresu? ...... there were
too meny conditional questions which probably accounted for awblguous reg-
ponses. In the tabulation of the data the responses to this guestion vere

owitted,
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Po maintain uniformity in which data wag classified, certain criteris
were used by the group 1o digeard specific responses
3 & ¥ ¥
These criteria were as follows:

1)  Responses Lo any questions which indicated inteppal inconsis-
tencies were omitted.

2) It intake werkers inserted additionsl categories of responses
these wers omitted.

3} Where only one response wWas required, if workers indicated move
than one, these were omitied.

The following criteria were used to exclude certain guestionnaires:

1) Any questionnaires which indicated requests for enployment with
the Family Bureau were omitted, Others showing request for
employment elsewhere were included.

2)  All Ywalk-ins" and requests by correspondence were excluded.

3) Those questionnaires in which the majority of responses wers in-
correctly filled in wsre omitted.

The total of 284 guestionnaires wure Alvyided smong the eleven group

£

e

members. SHach member vabulated the responses

to each gquestion. The total

 'ﬁf@é§®ﬁﬁ@S for sach question were then transferred to & master sheet., The

' responses to the yarious guestions were compared and ﬁﬁmé correlations
were mades An avalysis of the findings was wade in relation to the three

:%ﬁﬁi@ questions to which the study was directed. There were limitations
4n the use of both the pre-test and ragular test questicnnaires becaunse of
1ask of comparable deta in the pre-~tast gquestionnaires,

Tn order to analyse the data, the firet problem wes to find or
devise a weaningful classification system for the factors o be studied.
@a@a was classified &@cwwdimg to the major guestions outlined in the guesd-
tionpaire (Appendix $4), These were as follows:

1) ddentity of caller;




2} source of knowledge sbout Family Bureauy

%) prior invelwement with other social work agenclesy

h)  cellers' requests;

%) caseworker's assessment of the problem or requests
£) dinitial service to be rendersd;

7} reasen for terminationy

8) referrals of ecallers elsevhere for help;

9) aveilability of community resources;

10)  caseworkers' activiitys

11)  time expended,

Dats will be presented in totals and percentages, and simple tables
will be used to present the data for guestions #l, #6, and #7 (see

Appendix ii).




ANALYSIS AND INTERPRETATION OF FPINDINGS

The findings of the study will be presented in this section and an
atterpt will hé made to relate these findings to th% three basic questions
to which ﬁhia‘gﬁnéy waa directed.

The findings iﬁdiﬁaﬁ%ﬁ thgé of a total of 415 requests for service
made at the intake department of Pamily Bureau during the period October
2%, 1967 to December @6, 196%, 76% or 309 of these resulted in "No Hade
ases's OF the tobal yé@u%@ts for service, 2% or 106 of these resulted
in "Made Cases’. With respect to the specific area of teleg&ﬁm@ intaks
?é@a@%tg, the fim&imga iﬁﬂi@éﬁéd that 794 or 264 cslls resulted im “No
%éﬁe Cases', while 27% resulted in "Made Cases®. What is gignificant,
here, is the fact %h&ﬁ the Family Euﬁ%augﬁ inéak@ &@y&ré&%mt §rmviﬁe$¢ in
%E@ %&jmri%y of intake @@mta@%&,‘gh@rtécéﬁéa@% @éf%&@@a@‘ Thesse fiédimg@
éé??&@?@ﬁﬁ to the telsphone intake survey @wﬁ&uat@a by the Family ﬁuy@aa
@ﬁfiﬁg the July 1966 to August 1966 period. At that %i&@v apprexim&ie&y
25% of the intske contacts resulted in ”M&ﬁ@ Cases" while 759 f@ﬁa&ﬁ@ﬂ in
"No Made Cases".

The fiﬁdimgé of the t@i@pﬁ@aé intake astivity, based on the 28k
®§11$ which y@é@lt@ﬁ in “Né Hade Cases’, wﬁll now ﬁﬁvyfaéﬁﬁﬁ@@ in greater

detailss These Tindings will be presented on a selsctive basis,

Identity of Callers and Source of
Knowledge of Family Buresy

)

The Tindings indicated that the majority of calls, 71% or 200, were

o 25 =
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?ﬁfﬁéﬁﬁl eslls for service, and of those who were able to speeify the source

of referval, the mass media was the most frequent source mentionsd, This

nosounted for 188 or 43 of the calls. The largest number, totalllag 67 or

27, could not specify any particular source through which knowledge about

Family Buresu was achisved. This would limit the ealidity of conglusions
ghat may be derived as to the source of knowledge of ?&mily Buresn, Other
social work agencises accounted for 5% or 38 calls for which these agencies
were sources of knowledge, Although this number is not very large, it in-
dicates that some clients are not provided with adequate referral service
and are left on their own to gain sccessibility to service in time of need,

With respect to the source of knowledge of Family Burcau, thers was
some smbiguity here as to vhebher persons with their problems got infore
mation about Family Buresw from former clients or whathéy they were former
glients themselves.

On the basis of the intske workers' interpretation, the findings in-
dicated that 10% or 29 vequests Tor service came from former cliente.
This might indicsite an aves for further study to determine what factors
were involved in recurring requests for help. Yas the séyviae rrovided
initinlly sdequate or inedeguate and does this indionte:s %ﬁ@% for follow
up contacts,

Two gigﬁifia&mt mepests of the fiméiﬂgﬁ‘@he&lé %é%éﬁﬁﬁéa The fact
aﬁa%vﬁh% majority of callers sought personal help with their problems might

indicate the urgency of their needs., This might also support the peed for

intuke workers to be knowledgeable about crisis situstions and to be skilled
in handling such vequests at intake. The socond fact is thal the mass media

is a major source of information about the sgency. This might indicate that

)
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there is a lack of knowledge in the community, uot only of Family Bursaw'’s
%er?ic@ég but also of other gocial welfare resources in the community.
Because of this lack of knowledge, this informstion indirectly indicates
that present resources are not being utilized effectively,

The findings suggest that a Community Information Center wight have
fulfilled the responsibility of providing a more effective information
and referral service. This might have ensured individuals' accessibility
to the services needed and more appropriate direction provided to such
individuals,

The findings indicated that a much more effective level of communily
sducation regarding social welfare resources lg maa@@ﬁgéyg The mass madia
might be a rescurce which the Family Bureau could use to greater advantage
to disseminate information sbout its f&ﬁ@@i@ﬁﬁg‘?%$$ufﬁﬁﬁ$ and opportunities
to serve the community. This type of informetion wight be useful as a
means of reducing, in part, the pumber of inappropriate requests for zer-
vice, and also the awount of sorting out and referral zervices which are
now being provided by the intake workers of ithe agency.

Callers’ Contacts with Other Agencles
Regarding Thelr Problems

in this category, although the majority of callers, 4BY or 12%, con=
tacted Family Bureau first regarding thelr yroblems, 0% or 79 had con-
tacted other agenciles prior to their telephone c@ﬁ@&ctﬁ with Pamily Bureau.
What is significant here is the fact that of the 79 wﬁ@‘ﬁa@ contasted other
agencies, 50 of these were able to specify the agency contacted, Of the
specified responsses, 3% were referred back to the reférwimg agency while

30% were referrved to other agencies. The findings heve suggest the degree
)
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vo which clients are shuffled about from agency to agency without receiving
services in time of need. This might be an indieation, alsgo, of the delays
in service ﬁ@ 1@%33 arising from the pathology of @@@ci&liz&ii@m and bureau-
eratic figi&iﬁiea. This type of client shuffling about from agency to
agency might also be sn indication of the lack of inter-agency communica-

tion in the referval processes., It would be interesting to find out how

&%

meny callers actually returned to the initial agency contacted regarding
thelir problems.
The fTindings might be an indication of the need for a Community

Tnformation Centar which could have provided more appropriste direction

and enabling services initially, so that persons in need could have ra-
thout being pushed around needlessly. The

»

knowledpe in the community with respect

to soeizl welfare resourcss. In this sense a Community Information Center
gould have been usefnl in providiag infermation and referral services o

auch perponss

The Nature of Callers! Requests

DIVFRERENTIATION OF REQUESTS

Type of Heguest . Number | Percentage

1) Informstion about the wgﬁneyi( L8 { 16 ?

2) Information about community
rescurcas f B2 20

i

3) Im & help with the ;
Jproblem o 187 64

Total e 100%
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This table indicates how callers' reguests for sevvices were differen~

pisted at inteke. A further breakdown of #/3 is not indicated in this table

but this will be indicated in the discussion to follow, The findings in-

dicated that the majority of raquests were concerned with immediate help

with the problem. This sccounted for 6% of ithe requests for services.
However, of this total, 122 were able to specify what the problem was and
85 or 70% of these appeared to be eppropristely dirvected to Fawily Bureaw.

This was based on Family Burean's function as described in the Directery of

28

£

Yelfore Zervices, The remaining 3% of the specified responses requeste
jnformation sbout thelr problems and informstion about rvesources to which

they could apply for assistasnce. In reality, thersfore, a total of 6% of

the reguests required information services from the intske workers.

4s judged by these requests, the community, it ssemed, saw the Family

EL?%&& as 8 @11@@ to *vym to for a variety of services, These reguests

were made not necesasrily with the belief that the agewey could supply

he

%

%&r?X$\M9 nor that the service requested was the one wan%%é or needed by

%h@ eallers. These findings would tend te support the &ﬁ@mc% s slaiﬁ that
Gt A X

there is a need for a Community Imfﬁwmﬁ%i@@ Center which camié have pro-

vided the g@vviw@w ?&nmwataﬂ in %b@ ma}@ra%j of the situations utéwmgﬁ@

Th@ Family %ﬁ?%&@¥ in the ﬁ&w%a has evidently aﬁsaf@& in addition %@ ite

c@um @1313? amﬁ other fuﬁ@i%@n&, 8 %@&wmn;x@ i@y for a alffienit ga?@@mimg

and @ﬁabliﬂﬁ task Nimaiv through the tﬁaﬁz%zaﬁ@i use %ha emmmumi%y nté&@ af

its This ﬁ&@s not mean that the Family Bureau is the only agency waich is

Lhi

providing such a service at the present time. Although the agency has bsen

28
Community VWelfare Plonning Council. Directory of Wellare Services

in %1mm1§®ga 1962, peo 9
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fulfilling a real need in the community, a Community Information Genter
might be able to assume effectively such a function. In this manner, the
agency's professional staff which is currently engaged in intake activity
of this nature, might be relieved of these tasks to a large extent. This
‘might then enable them to provide much more rapid and effective services
to those on the waiting list,

These findings would have to be assessed in terms of the limitations
imposed by ths fact that, in so far as responses with respect to immediate
help with the problem is concerned, the specified responses were based
only on the findings of the regular test. In the pre-test no allowance
was made for spescification of the iwmediate help with the problem. This
meant & difference of a possible 80 responses which could have altered

the findings to a considerable degree.

Uasevorkers® lssesspent of the Fréblems

The findings iﬁ&iéat@d that on the basis of the caseworkers® dimgnos-
tie impres&i6339 ﬂ%@ @allerﬁ were characterized as having betwsen %wﬁ to
nine prmblem areas, On@ pr@bl@m area was dxagn@%a& for 92 of the callersa
Th@ﬁé fimﬁiﬁgsyar@ &ignifi@ant bacause the m&j@rity wf the callarg nesded
more than one type of service to meet their needs. At the intake 1@V@lg

J\?b§t

a smtu&tmaﬂ“aa this inﬁlcateﬁ 2 ne@ﬁ for warkefﬁ to be @kill@ﬁ in assess-
m@nts of pr@bl@mﬁg aﬁ@ ta be able to use @allab@rati@n @ff@ctively to make
avamlable to such p@o~1ﬁ the services which Family Bureau may not be able
to provia@o B

Although tb& findings auggaat@d that pr@blems tend to clu%ter in the

same cases, the data did not permit an analyﬁls of the aﬁ%@ﬂlﬁtlﬁﬂ of

‘ﬁm%@clu&t@r of yroblems. For example, it was diffieult to determine
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positive associations where problems clustered together in the same cases
or negative assocismtions where the tendency to cluster did not appear as

indicated in the 92 cases with one problem area.

On the basis of the caseworkers' diagnostie impressions, the problem

most frequesntly assessed was marital, This accounted for 40¥. The second
largest category was pavent-child problems with 21%. Personal problems
accounted for 17% while homemaker was 15%. These were the most frequent

categories diagnosed by the worker. As noted before it was difficult to

determine the relationship between these problems and how they clustered
in individual cases.
The data was not sufficiently complete to make a comparison between

the callers' perception of his problems and the workers® diagnostic impres-

sions of the callers’ problems. The questionnaires did not permit workers

to specify all the problem aress which the callers may have indicated. In
addition to this, the pre-test questionnaires did not allow for a category
in which the particular problems could be specified. It was difficult, on
the basis of the data previously discussed, to determine whether the
callers found it difficult to present their problems in terms of wmarital
or parent-child situations during the telephone contact.

In some of the multi-problem situations, therefore, legal, economic,

educational, and medical-psychiatric problem areas could have been inter-
related to the marital or pafentwchild.eategariesa It would be useful to
find out why some of the problems which were cbvigualybwithin the Fanily

Bureaun's funetion did not result in on-going service. The findings support
the idea that social problems may have many causal factors and, therefore,
suphasizes the necessity to assess the total needs in an individual's situ-

ation so that treatmwent could become morve effective.



gervice to be Rendered

TABLE I

CASEWORKSRS ASSBSSMENT OF SERVICE
PO BE RENDERED.

; Pype of Service | Kumber | Percentage |
| : A |
%;1) Information Only 126 % L %
| 2) Counselling 89 % 1
% 2} Pinancial % 9. § % %
) Homemaker % 15 % 5 %
: 5) Day Care ; .k % 1
| 6) Other w6

Potal % 288 1 100%

This table shows the responses of the caseworkers' assessment of the

services that were needed. This guestion created some doubt as to the

meaning of the workers' responses. The question arises as %o whether this

service was actually provided or whether it would have been provided if

The interpretation

the callers and workers had planned subsequent contacts,

of the data wust be viewed in terws of these limitations. According te

these findings, L% needed information only while 3% Qe&&@d‘fi%ﬁﬂﬁiﬁl age

which could have

sistance. These accounted for 7% of requests for service

The 3% who needed coun-

been handled by a Community Information Center.

selling services might have benefitted from counselling on the phone., This

pe of service that might be pveneficial to both callers and the agency.

is a bty

To the caller it might indicate immediate accessibility to service in a

crisis situation, theraby avoiding having to wait for service to be provided

through the medium of an of fice intake interview. To the agency it might be
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o means of reducing the overloading of the waiting list. It wight indicate
a need to use professionally trained workers to provide counselling by
telephone, and to uiiliz& non-professional agency trained workers to pro-

vide the basic information and referral service which the agency, of neces-

sity, will be obliged te provide.

Reason Tor Terminstion

|
|
E
s
:
i
|
|
|

TABLE ITI

REASONS FCR YHO MADE CASESY

Reasons Number Percentage |
1) Geographic Restriction 1h ; 8 é
2) Person Declined Service 34 20 g
3) Serviee Completed by Phone 114 69
4) FPamily Bureau's Resource Not B
Immediately Available 20 11
Total 186 100%

This table does not indicate a breakdown or sub-catsgories of the
service completed by phone. These will be indicated in the discussion teo
follow.
The finéimgg indicate that, in the majority of cases, service to
callers was completed by ﬁ@l@ph@@eg This accounted for 1% or 114 of the
@aée@ indicated in the table, When this total was analysed, it was re- |
vealed tharl?ﬁ% or 83 out of 114 services completed by ph@m@ were actually
referved, Twenty-three callers or 20% were provided with information only ot
as requested while 8% received counselling services.

These findings, though incomplete, suggest that information and
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referral accounted for a significant proportion of the intake telephone
work. In these situnations one might expect = Community Information Cenier
to provide such services.

Although only &% were actually provided with counselling services on
the telephone, this might be an indieatian that professionally trained
workers cggld be used to greater extent in pr@vi@ing‘thiﬁ type of service.
It might be useful to meke such a service an integral part of the iniake
process. 1f Family Bureau were to give consideration to the expansion of
this service, it might be of sssistence in reducing the number on the

waiting list and in providing such an important service in a crisis situa~
tion. In the caseworkers® assessment of the service to be rendered, it
waé inéiQ&ted that 3% were in need of counselling mervices, bub ﬁhe
findings indicated that only 8% actually received such services. It is
difficult to determine how many could have benefitted from such a brief
contact., The fact that these contacts resulbed in "No Maﬁé Cases' in-
dicated that these callers may not have been relieved of their stressful
situations. | |

The other findings indicated that 11% or in 20 cases the reason for
termiﬁaﬁiog wes due to a lack of agency resources. What is important
here is that individuals in time of need camnct be provided with services
because of a shortage. This might be an indication that Family Bureau
should expand its services to meet the growing needs sf its clientele. The
data did not indicate whether such persons were referred to other resources,
noy gg;% there any indication as to vhat type of resources were lacking.
| Another veason for termination was geographic restriction which ag-

ecounted for b of the cases or 8% of terminatioms. Although this number
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18 relatively small, the fact that fourteen individuals in need could not
receive service,because of the apency’s policy limiting service teo a spec-
ified area, oreates an undesirable situation. This does not colncide
with social work values in the dignity and worth of the individual, The
findings might be indicative of the need for Family Buvesau to re-ecamine
its pelicy in this connection and to contemplate bra&&@y coOverage geo-
graphically. It might alsoc be an indieation for Family Bureau to decen=
tralize its services so that wore people in need could é%iliﬁe these
services, rather than being deprived of them because of geographic
h@uﬁéariesé‘ »

~« The findinge indicated ﬁh%ﬁ 200 or 38 requests were terminated be-
cause t@@ callers declin@@fseyviaab i?hia finding raises a number of ques-
tions. Were sallers satisfied or dissatisfied with the service provided at
intake and was this a reason for refusal to accept ﬁ@rﬁie@? Wasd the
waiting list a factor involved in this refusal to accept further help?
Were callers fearful of assuming the role of a client? The guestionnaires
" did not permit workers to describe their interaction witﬁ callers over the
telephone, 36 that attitudes of callers to the service at intake could not
beakaﬁéna'

This would have been useful information to intake workers in their
efforts to sustain callers requesting help, snd %o &aﬁist them in moving
beyond service provided at the inteke levels The findings might be an
indication of the need for reaching out service to sustain metivation of
such people and to mobilize their capacity for problem-solving work. It
might be useful to explore how many of these individuals setually return

at & later date for furthsr service.
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Referrals Flsewhere for Bervice

The findings indicated that out of a total of 242 callers, 62% or
150 of these wore referved to other agencies or resources in the community,

while 28% or 92 callers were not. Although no specific information was

aveilable to explain the causes for non-referrals, these might be explained

by examining some of the reasons for the "No Made Cases”. The total of
non-referrals, therefore, could be accounted for partly by those who re-
fused or declined service, by those who were excluded for geographic
ressons, those for whom the Family Buresu's resource wasz not immediately
av&il&bl@ or by the féét that th@ seévic@ needed was provided through the
telephone contact. |

It should be noted that of th@ total of ﬁﬁ@ referrals, only in 37
cégeg did the intake workers establish contacts with the ag@ncy to which
réf@rxalﬁ were made., 1t meant that 113 call@?@ were left on their bwn to
gain accessibility to service. _Th@ fact that for the majority of cases the
intake workers prﬂviﬁa& basic referral services might &uggé%% the need for
a Community Information Center to do this job.

| As this situation would no doubt continue to confront the intake

deyaftment of Family Bureau, it might be an indication of the need to have
égancy trained non-professional workers to do this part of the intake WOPK .
At the present time the intake department is staffed by'prﬂfeaﬁi@m&lly
trained workers who aie doing this job. There might be a need, therefore,
for intake workers to beﬁuﬁ@ﬂ differertially. Non-professional agency
traineﬁ workers could assume responsibility for information and referral
éerviceﬁg while professionally trained workers could concentrate on tele-

phone -counselling and on the provision of services in more complex problenm
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solving areas. I1n this way the queldity of service to clients could be

snhanced.

Community Resource

The findings indicated that for the majority of cases, 78% or 200
callers, there was a community resource available to help with the problem
presented. However, the tindings also indicated that referrals were not

necessarily made because a community resource was availabls. This was evi-

denced by the 8% who were not referred for various rsasons. The findings

revesled that in 14% of the cases the intake workers were not knowledge-
able about the availability of community resources. This might have ac-
counted for some of the non-referrals. This is a very important aspect
in intaks work as it emphasizes that people who may be axperiﬁﬁcimg 8
crisis situation were unsble to recelve the necessary services because of
the intake workers' lack of kanowledge of community resources.

This situation certainly indicstes the need for intake workers to
be well informed about community resources so that effective service could
be provided at ilateke. 'The findings point out the lmportant fact that
intake workers who might have an opportunity to do some preventive work,
in fact contribute to the duration, deterioration, and severity of social
problems because of this lack of knowledge about avallable resources to
sasist people in critical moments.

The findings also indicated that for 8% or 20 callers no c@mmuni%y‘
resources were available. This might have accounted for soée of the non-
referrals mentioned earlier., Here again, people in time ol need were un-
able to recelve assistance in their problem situation ﬁ@ca@%e of lack of

rescurces. The question arises whether there were in reality no resources
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for such people, or whether on the basis of agency specialization through
purpose, skills, clientele, auspices or geography, these callers were vig=
tima of bureaucratic rigidities.

Although the number of individuals involved here is relatively small
it is significant in social work terms. It is indicative of the need. for
expanded community services or greater co~ordination mf exigting services
to meet grcwigg needs. In terms of social work values which emphasize the
dignity and worth of the individual, if one person is in peed, this i=

- sufficient reason to establish a particular service.

Caseworkers’' Activiﬁy

| The findings indicated that there ig an inverse relationship belween
the number of intake workers' activities snd the total nuwber of cases ac-
counted for in each. As the number of caseworker activities per requast
increased, there were fewer cases corresponding to this +trend, The findlngs
iﬁﬁi@&ﬁ@aﬁéﬁﬁ§ in the majority of cases, 66% or 188 of 28% calls, only one
activity was necessary to determine the ﬁiﬁgagitiam of the zall or regquest.
Thi@ might have some relationship %o the fact that in the majority of calls
the purpose of the intake combtsct was to provide information and referral
services. In these situations, the findings might be indicative of the
fact that intake workera engage to a large extent ir independent decision
making, In more complex requests for services, it was. necessary for workers
to consult with other personnel within the agency, with supervisors, other
professional disciplines, or interwag%éey contacts before termination oe-
‘eurre&a In 34% of the cases, intake workers engaped in two to seven acti-

vities before berminption ocourred.
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mime Txpended on Callers® Requents

intake workers spent

s
poto
0

n 72% of the case:

e

The findings revsaled thatl
1ess than half an hour before terminstion occurred, In 28% of the calls,
over half an hour was devoted vafore terminaticn eventuataed, There ap-
pears to be & positive relationship b@%w@@ﬂ the number of workers' activ-
jties snd the amount of time devoted to the callers’ requests for services.
The 72% of cases in which less than half an hour was spent might be related
to the large number of cases for which only one activity was necessary
before termination m@mmr?@@; |

Thggé findings might support the need for a Community Information
Center t@fpr@vi@e information and referral services. In this way, the
amount of intake war%eyﬁ? time spent in providing information and referrals

could be morve effectively utilized in working with clients besst by more

complex problems. The findings and comments made must be viewed within the

limitatiocHs aﬁbgﬁﬁﬁiby the fact that the data did not Specify the smount

of time spent by intake workers on the phone in direct contact with the

~opposed to time spent in other related imtalic activities.




CONCLUSIONS

The conclusions to be made on the basis of the data presented must be
viewed within the context and limitetion of the Family Bureau of Greater
Winnipeg. It would be impossible to generalize for the whole population of
social welfare agencies in Winnipeg. The lack of comparable data from other
agencies in the Winnipeg area and the limitations of the study itself make
many of the conclusions highly tentative. The conclusions to be presented
will be related to the three basic questions to which this study was dir-
gcted, These were as follows:

1) Ils there @ need for a Community Information Center in Winnipeg?

2) What is the image of the Family Bureau in the community as

evidenced by the nature of the requests for service made at
intake?

3) 1Is there a need for intake workers to be used differently?

The findings indicated that, during the study period October 23, 1967
1o Déeembax 16, 1967, the majority of intake contacts resulted in "No Made
Cases', For most of these the service provided was information and referval.
These services could have been provided by a Community Information Center.
There is need for sueh a service so that clients’ tghoppiag arcund’ for
service in time of crisis could be avoided. The findings indicated théﬁ
approximately 33% of callers were shuffled sbout from agency to agency. A
Community Information Center might have been helpful in counteracting such
an undesirable situstion. Such a service would be useful to many clients

in providing information and referral services so that their needs and
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requests for services could be more appropriately directed to the right
sgencies. |

The Community Welfare Planning Council has identified the need for
a Community Information Center in Winnipeg., Dorothy Eklund, Aaﬁisﬁani
Dlrw@t@r of the Community Information Center in Hlnneap@lma noted that
such a gervice was ‘established to provide information about S@cial ro-
gources and referral services, thereby avoiding people being sent from
‘agency to agency.zg The findings of this study corrobrated. those of the
Family Bureau's telephone intake survey during the July-August, 1967

‘period. At that time approximately 75% of all inteke contacts resulted

n "No Made Cases", a large proportion of which were information and re-

ferval gefviaa%a

| Althaugh it is difficult to generalize about the image of the Family
kEureau in the community, nevertheless, on the basis of eallers’ f@ﬁﬁ@@%@
iar mgrviéeg thé majority saw the agency as the place to turn to for al-
mast every kind of social service., In this sense the image of the Family
Bureau approximates that of a Comm&n;ty Infermatlan Center. With respect
te this gartlcul&r concern of the Family Buveau and with respect ‘to the
fun@tz@miﬁg of its intake éepartmaﬁt this finding mgght justify the nea@
far such a eenter in Winnipeg. The finding supported the concarn af the
&aai&t&nﬁ erectef of the agency that the Family Bureau is in fact pr@m
vi@;ng an information and referral @@yvi@e whmch im %immlar to such ser-
vices provided by Community Information Centers.

with.re§§ect to the question of whaéh@r or not intake workers should

be used differently, the majority of information and referral service

29E0r®thy Bklund, loc. eite
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provided by intake workers might suggest that non=-professional intake
workers could be used instead of professionally trained workers. However,
if telephone counselling at the intake level were to become an integral
part of %he service, then professionally trained workers with the necessary
skills and knowledge would be needed to provide such services. Here,
w@fk@rs skilled in dealing with crisis situations would be needed., Beczuse
of the long waiting lists which now exist, telephone counselling services
might be necessary as a means to avoiding overloading on these walting
liﬁt@g Those persons who could bemefit from short-term comtacts ghould be
ghle to receive such services at the time of need.

There is a need for intake workers to be more knowledgeable about
compunity resources so that the quality of serviee provided at intake could
be enhanced. ‘Th@ findings of the study supported this ides since, in 149
of the cases, intake workers expressed a lack of knowledge of available
‘community resources to assist callers who were in need of services.

There is a need for expanded services since for 8% or 20 individuals
there were no resources available. With respect to the Family Bureau's
services, there is a need to examine further its present levels of servics.
The findings indicated that for 11% of callers requesting services these
were m@%>;g§;;iaﬁe1y available., In service %o peégiéL;here every indivi-

dual has value, if only one person is in need, then this might be a guf=

ficient indieation to justify the existence of the service needed. This

would be in harmony with one of the basic social work values which empha-
siges the dignity and worth of the lndividual.
Sinece the nature of service provided at intake plays an important

_role in ongoing treatment, it is of major concern for intake workers to
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indulge more actively in collaborative work with other asgencles during the
referral process. This is important in making services available to indi~
viduals in need at a time of great discomfort. In terms of treatment it
serves to enhance motivation and hope for problem~-solving. The findings
indicated that only in 37 out of 120 referrals did the intake worker es-
tablish contacts with athér agencies. It is essential, therefore, that
vg?eat&r effort be expended in this area of service so that accessibllity
of callers to such services could be facilitated.

This study raised a number of other questions for which answers
could not be provided from the data obtained. Perhaps answers to these
questions could be derived f&@m other studies in the future. Some of

these questions were as follouss

1) Th@ study indicated that ome of the r@aﬁaﬂswfer termination was

that the person declined service at imtake. This accounted for 20% of
terminstions. It would be interesting and useful to determine the motive
ating factors involved in such a decision. Did socio-cultural attitude
play a significant role in this process? Was the waiting list a factor?
Did the workers®' approach or attitude toward callers at intake influence
such a decision?

2) The study also revealed that a total of approximately 62% of
referrals were made. It would be interesting to finﬁieut how many of these
actually followed up such referrals. Did the workers' comtact with the
agencies to which referrals were made emhance such follow up as compared
to those -caeses in whish such contents wers not initiated?

3} ‘This study focused specifiecally on telephone inteke service. It

might be useful to the agency to study further the impact of telephone
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intake interviews as compared with office intake interviews, on motivating
and sustaining clients for ongoing problem-solving.

) The social workers assigned to iatake duties do not pecessarily
continue to provide services for iﬁﬁiviﬁuals with whow initial comntact
nas been established., Other workers are involved with such individuals
in ongoing service. It would be useful to explore whether a change of
wsfk@rﬁ or whether a continuity or discontinuity of workers from intake
influences the treatment process in ongoing cages.

It is the hope of this writer that é more complete study of the in-

take process will be conducted by other agencies in Winnipeg in the near

future. The findings of such studies should be utiligeﬁ so that quality

@f'intage services could be ephanced. If this study and the findings
presented in this pﬁ@ér have stismulated greater concern im this important

area of ﬁ@fviaag the effort expended here would have been usefuls
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APPENDIX 1

s
SOURCE OF HEFIRRAL

1. Origin of call ,
a) Identity of caller:

1) person with problem 2) friend or relative

%) other social work sgency %) other professienal @3@@&p&;@@ —
specify

5) other ___ specify

If answer to a) is eategory 1) or 2), answer b followings

b) Seurce of knowledge about Fawmily Bureau

1) friend or relative 2) other prefessional discipline _
3) mass media : 4y elient of Family Bureau
‘gpecify:

5) other social work agency _ 6) don't know

2s Prior Involvement with other social agencies

Is this the first social agency contacted re this problem? yes ne
if ¥o, soecify names and t@%&l aumber
of dgencies,

i"'ﬁc o
WATURE OF PROBLEM OR REQUEST

1s Caller's Reqguest

1) information re agency 2) information re community resources
%) immediate help with problem

e Nature of Problenm

&) personal:  maritsl: parent-childs homemaker:
day care: other: spetifys :

b) legal: m@alcalwpsyuhlatri@“ goononict
%&u@ati@n&i other ﬁ§@@lf§»

% Service Reguested

1) info  onlys 2) counselling: 3) financisl: __ %) other
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4, Is problem within function of Family Bureaun? Yess Nos

AR

1f yes, give reason for termination - 1) geographieal restriction
2) persen declinmed service
1f no, was person referred elsewhere for
help with his problem? Yes: _ = Nox
I1f yes, specify:

S

5, Was there s community resource to help person with hise problen?
’ , , Yes: _ Nos
Co :
WORKER'S ACTIVITY ON VNCM®g" Other Prof
- Client Other Ag. Diseipline In Ag. Other

4s Total No. of 1@%@@?%

Heceived: — ; o
Total Nos, of phone calls
Hecelved: ; ,
Sent: ' o
Total Nos Conferences ; L . e
2. Tstal Time Expended  Less than 1% to 30 Over 30
~ 1% minutes minutes  minutes

e SR s




APPENDIX I

University of Manitcba

SCHOOL OF S0CIAL WORK

HAME

DATE

WORKER'S INITIALS

GLD OR NEW CASE

1. IDENTIFY OF CALLER I8: {check one)

(i) person with problem or request
(ii) friend or relative

(i1i) another social work agency (specify)

{iv) another professional discipline
{speeify)

{v) job application

(vi) other
2. Source of knowledge about Family Bureau.
HOW did the CALLER HEAR of Family Bureau? (echeck one)

{1) from friend or ralative

(ii) from another mocial work agency

(3i1) from another professional discipline

{iv) from a FORMER client

(v) CALLER is FORMER client

(vi) from mass media

(vii) don't know (DX)

3. Prior involvemesnt with other soclial work agencies
regarding this problem or reguest,

Hag CALLER CONTACTED OTHER AGENCIES regerding this problenm
or request? (check one) {
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6.

CALL\39‘ REQUEST ds:

(

(i3

1) information about agenecy
{i1) information aboubt community rescurces
i) iwmediate help with the problem

e 50 =

If VES specify AGENCY(S)

{check one)

{specify) :

50

CASEWORKER'S ASSESIMENT

of the problem or yeguest is:

RN ST,

(check EVERY answer which applies)
(i) personal (vi) legal
(ii) marital {vii) medical-psychiatric
{ii1) parent-child (viii) economic
(iv) homemaker {ix) educational
{v) dey care {x) other (specify)

INITIAL BSRVICE to be reundersd is:

Reason for TERMINATION:

P

Was

CALLER

B

is thers a COMMUNETY R

{check one)

(i)

information UNLY

{41) coumselling

{1i1) 7inaneial

{(iv)

nomemaler

(v) day care

(vi) other {(specify)

{check one)

(i) geographical restriction
(1i) person declined service
iii) service ecompleted by phone
(iv) Femily Pureau resource not

immediately available

5 elsewhere for help?

s (specify)

ESOURCE available to help with this problem

yes

Exd
'
el

[P

J
) no
) DK

(RN
fiv e e

[




0. CASEWORKER'S ACTIVITY

ERS  PHONE CALLS

1

Received Sent  Received Sent

with CLIENT

with OTHER ag@m@y;

WITHIN ag@n@y;

with another
PROFESSIONAL
DIBCIPLINE

OTHER

TOTAL TIME expended was:

(1) UNDER 30 minutes
{11) 20 ninuites to one houp
(ii1) OVER ome hour




Question #1:

Question #3:

Question #8:

Guestion #10:

tuestion #11s

APVENDEY TLL

THSTRUCTIONS

We are locking at all activity of the INTAKE WORKER'S
which does not lead to a Made Case of the Famlly Bureaus

1f regquast Tt b with the Family Burveau, check
(v) rather |

In this guestion, the "ealler" includes any of the
categories under guesiion #1. That is, if it is a
soeial agency making a referral to Family Bureau,
and Family Bureau is the first agency contacted by
the referving agency, then the answer is 'YES".
This questien indicates to us how the "ealler",
social ageney or otherwise uses the function of the
Yamily Bureau.

"misewhere' means aaywhers else.

"Communily Resource” weans an established service in
the cowmuniiy.

o

"prop-ina' or people who come imbto the agency withoub
an appointment at the Intake level, are accounted for
anbe.

under eonferences with ¢li

The total time expended is to include dictation time

ag welle




